
Index

• Numerics •
80/20 principle of productivity, 101–102, 109
360-degree evaluation process, 126
The 1001 Rewards & Recognition Fieldbook 

(Nelson), 76
1001 Ways to Energise Employees 

(Nelson), 76
1001 Ways to Reward Employees (Nelson), 

31, 33, 34, 76, 347

• A •
academic references, checking, 55
Accenture website, 128, 306
accident prevention, 201
accounting

analysing business health, 290–293
basic equation for, 282–284
budgets, 273–281
double-entry bookkeeping, 285–286
fi nancial ratios, 290–292
fi nancial statements, 286–290
websites, 293

Accounting Conventions website, 293
AccountingWEB website, 293
actions for milestones

determining, 116–117
relationships (sequencing), 117–118
scheduling, 118

actions versus words, 219
activity trap, avoiding, 109–110
ad hoc groups, 179
Adidas, 149
administration and overheads budget, 275. 

See also budgets
Advanced Performance Institute 

website, 112
advertising for recruitment, 49

Advisory, Conciliation and Arbitration 
Service (ACAS), 153, 254, 270

aesthetic environment, in SPECTACLES 
analysis, 133

Airbus, 197
Alice in Wonderland (Carroll), 98
apostles (customer type), 147
ASAP-cubed system, 71
assets

current versus fi xed, 283–284
defi ned, 282
revaluation or devaluation of, 135
staff as most valuable, 148
types of, 283

assignment choices for employees, 65
Association of Certifi ed and Chartered 

Accountants website, 293
assumption, risk due to, 203–204
attainable goals, in SMART checklist, 101
attitude, as recruitment concern, 45
Aurelius, Marcus (Roman Emperor), 135
authority

delegation of, 344
importance to employees, 66
shift with teams, 172

autonomy, granting, 66, 348–349

• B •
BA (British Airways), 93, 174, 205
Baines, Ian (telecommuter), 191
balance sheet, 286–288
Balanced Scorecard Institute for 

Performance Management website, 128
Bank of England website, 140
barriers to communication, 161–163
basics, refocusing on, 321–322
Batchelor’s Foods, 179–180
benchmarking, 329
benefi ts. See wages and benefi ts
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Berdahl, James (marketing VP), 34
Bing, Stanley (columnist), 35
biscuit motivation, 63
blame

avoiding, 348
communication poisoned by, 163
ineffectiveness of, 13

blame, avoiding, 13, 163, 348
Blanchard, Kenneth (The One Minute 

Manager), 355
Blittle, Lonnie (assembly-line worker), 34
Body and Soul (Roddick), 357–358
The Body Shop, 31, 100, 136, 357–358
Bolles, Richard Nelson (What Color Is Your 

Parachute?), 50
bottom line, 290
Bowker, Richard (manager), 200
BPR (business process re-engineering), 329
Branson, Richard (CEO), 32, 321
British Airways (BA), 93, 174, 205
browsers and passing trade, 147
budgets. See also accounting

decision making based on, 278–279
defi ned, 273
developing data for, 277
need for, 274
purposes of, 274
in the real world, 277, 279–280
staying on, 280–281
steps for creating, 275–276
tips for developing, 279–280
types of, 274–275
variance with, 274

building a tasty manager, 14
Business 2.0 magazine website, 332
business environment

The Body Shop example, 136
company reputation in, 136
environmental scanning, 134–135
factors to account for, 136–137
green issues, 138–140
identifying other issues, 135
obligations in, 137–138
PESTEL analysis of, 130–131
risk management issues, 198

SPECTACLES analysis of, 133
SWOT analysis of, 131–134
websites, 140

Business Finance magazine website, 293
Business for Social Responsibility 

website, 228
Business Mentor website, 94
business process re-engineering (BPR), 329

• C •
capital budget, 275. See also budgets
career development plans, 88–90
Carnegie Foundation for Change 

website, 238
Carphone Warehouse, 302
Carroll, Lewis (Alice in Wonderland), 98
Cartwright, Roger (Mastering the 

Organisation in its Environment), 133
cash-fl ow statement, 290
challenges of management

achieving trust, 18–19
constant change, 16–17
dismissals, 262
new business model, 17–18
partnership with employees, 16–18
people skills required for, 15–16
recruitment, 43

change management
aiding employees, 235–236
embracing change, 231–235, 322
encouraging initiative, 236–238
examples of, 237
four stages of change, 232–233
handling crises, 230–231
need for, 229
resisting change, 233–235, 339
urgency versus crisis management, 230
websites, 238
in yourself, 238

Change Management Learning Centre 
website, 238

Chartered Institute of Personnel and 
Development website, 27, 128
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Chartered Management Institute website, 
27, 94, 332

Churchill, Winston (statesman), 31, 274
Ciba-Geigy, 139
circular fl ow of consultancy, 330
Clarke, Andy (CEO), 204
clients, understanding, 146–147
coaching

characteristics of, 80–81
coach, defi ned, 79
developing employees, 86
importance in learning process, 79–80
metaphors for success, 83–84
for performance improvement, 121
show-and-tell method of, 82–83
supportive role of, 81, 84–85
techniques for, 84–85

code of ethics
complying with, 211
creating, 209–211
Ethics Resource Center example, 212

collaborative leadership
examples of, 38
Orpheus principles for, 39–40

Colman’s Foods, 38
command team, 178
commitment to expertise, 332
committees

as formal teams, 178
joining, 223

communication. See also documentation; 
feedback; listening; written 
communication

bad, causes of, 161–162
barriers to, 161–163
channels and effects of, 157
deciphering offi ce politics, 218–221
of dismissal, 268
about downsizing, 257–258
for employee development, 90
of expectations, 24
with fl exible workers, 186, 188, 189
forms of, 156
horizontal organisation aiding, 171
importance of, 23–24, 155, 156, 158, 

336–337

as leadership skill, 32–33, 40
as manager’s responsibility, 23–24
non-verbal, 166
performance appraisals for, 121
positive feedback, 24
red fl ags for problems in, 10–11
about rewards, 63–64
spoken, effectiveness of, 156
with stakeholders, 143–145
supportive environment for, 68
in teams, 174
teams aiding, 172
technology for, 158–161
telecommuting’s effect on, 190, 191
toxic, 163–164
websites, 168
withholding information, 162–163, 346

Communications Management Ltd 
website, 168

community relations, 144, 150–151
company policy manual, 221
competition, reduced by teams, 172
Competitive Strategy (Porter), 355
complacency

risk due to, 203, 204
about shrinkage, 119

computer network, 303–304
Computerworld website, 306
Confederation of British Industry 

website, 270
confi dence

inspiring in stakeholders, 144–145
as leadership trait, 36
of staff in you, 149

confl ict management in teams, 174
consensus, seeking, 40
constructive dismissals, 260
consultants, using, 328–330
control

as classic management function, 19
squeezing employees, avoiding, 13
in Theory X management, 11–12

co-operation, promoting, 172
corporate citizens, 216
corporate responsibility guide website, 228
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Corporate Social Responsibility 
website, 228

cost of goods sold, 288
counting, measuring instead of, 118
crime, managing risk of, 201–202
crisis management, 230–231
Croner website, 254, 270
cross-functional teams, 179–180
cultural environment, in SPECTACLES 

analysis, 133
current assets, 283–284
current liabilities, 285
current ratio, 291
customers

in SPECTACLES analysis, 133
understanding, 146–147

• D •
debtors turnover ratio, 291
debt-to-equity ratio, 292
decisiveness, 37
delegation, 336–337, 342–344
Deloitte website, 94
Department for Environment, Food, and 

Rural Affairs website, 140
Department for Transport website, 140
developing employees. See employee 

development
development, continual, 338–339
Diamond, Bob (CEO), 137
DigitalCompaq, 190
discipline. See also dismissals; motivation; 

negative consequences; punishments
actions for, 245–248
compassion in, 243
describing the unacceptable behaviour, 

248–249
expressing the impact to the work 

unit, 249
focusing on, avoiding, 71, 72
focusing on performance, not 

personalities, 243–244
following procedures for, 241–244

legal issues, 242, 244
for misconduct, 243, 246–248
need for, 239, 241
offi ce politics revealed by, 214
outlining the consequences, 250
for performance improvement, 121
performance improvement plan for, 

252–254
for performance problems, 241, 243–246
as positive experience, 240
progress report meetings, 253–254
progressive, 244
providing emotional support, 250–251
punishment versus, 240
sources of, 240
specifying the required changes, 249–250
steps for, 248–252
timing of, 241
twin-track system of, 244
websites, 254

dismissals. See also downsizing
avenues for appeal, 266
avoidance of, 263–264
challenges of, 262
constructive, 260
defusing emotions around, 268–269
documentation for, 266
fair, 260, 266
following procedures for, 266, 267
guidelines for fairness, 264–265
if discipline fails, 246, 248
legal issues, 260–261, 265–266
for misconduct, 247, 248, 261–262
performance appraisals documenting, 122
providing feedback before, 82
reasons warranting, 261–262
steps for, 267–269
timing of, 268–270
unfair, 260
websites, 270
wrongful, 260

distance
as barrier to communication, 162
managing from, 187–188
virtual management websites, 191
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documentation
for dismissals, 266
for protection, 226

double-entry bookkeeping, 285–286
downsizing. See also dismissals

balancing development with, 92–93
benefi ts of, 171
for budget reasons, 281
giving notice for, 257–259
helping employees through, 93
problems with hierarchical organisation, 

170–171
procedures for lay-offs, 257–259
providing outplacement services, 259
recruitment freeze during, 257

Drucker, Peter (management guru)
on change management, 229
Management, 75
Managing for Results, 354
on measuring instead of counting, 118
on teams, 170

Dutton Engineering, 38

• E •
economic crisis

managers’ decisions leading to, 1–2
media’s role in, 152
risks leading to, 205–206

economic incentives, 65, 74–75
economics

in PESTEL analysis, 130
in SPECTACLES analysis, 133

Economy, Peter
expectations of parents for, 72
Leadership Ensemble, 38–39
overwhelmed experience of, 2
useless training experienced by, 14

80/20 principle of productivity, 101–102, 109
The Elements of Style (Strunk and 

White), 167
employee development. See also learning; 

training employees
balancing downsizing with, 92–93
benefi ts of, 87
career development plans, 88–90

coaches’ role in, 86
described, 86, 87
employees’ role in, 89
importance of, 349
by Japanese companies, 88
job enlargement, 350
learning aspect of, 87
manager’s role in, 68, 89–91
mentoring for, 91–92
performance appraisals for, 122, 125
top ten methods for, 91
training aspect of, 87

employee letter, ultimate, 20
employee manual, Nordstrom’s, 20
employees

aiding through change, 235–236
developing, 68, 86–91
encouraging initiative in, 236–238
engaging, 347–352
gaining commitment to goals, 107
involving in recruitment, 47
keeping aware of expectations, 24, 264, 336
knowledge of, respecting, 343
leaders’ integrity desired by, 37
leadership desired by, 29
making time for, 66, 337–338, 350
micro-managing, avoiding, 342
partnership with, 16–18
solving problems of, 351
squeezing, avoiding, 13
staff budget, 274
supporting, as function of managers, 23
top ten desires of, 65–66
traits to look for, 44–45, 50–51
trusting, 341–342
understanding and respecting, 148–149

employment agencies, 48
empowerment

benefi ts of, 173–174
defi ned, 173
as manager’s responsibility, 22–23
need for, 22–23
real world, 180–181
of remote teams, 173
of teams, 173–174, 180–181
of workers, 39
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encouraged resignations, 256
energisation, 21, 32
engaging employees

allowing fl exible working hours, 349
being supportive and involved, 348
general tips for, 347
giving praise and recognition, 351
giving your time, 350
granting autonomy, 348–349
handling mistakes expertly, 348
offering training and development, 349
providing job enlargement, 350
rewarding fairly, 352
solving problems quickly, 351

Environment Agency website, 140
environment, business. See business 

environment
environmental issues

examples of handling poorly, 139
in PESTEL analysis, 130
profi tability, 139–140
resource management, 138–140
in SPECTACLES analysis, 133
waste disposal, 139

e-skills UK website, 94
ethics

anagram for good choices, 213
creating a code of, 209–211
defi ned, 207, 208
living ethically, 211–213
traits of ethical people, 208–209
websites, 228

Ethics Resource Center, 212, 228
evaluating employee candidates

checking references, 55–56
reviewing your notes, 56–57
second (or third) interviews for, 57

expectations
comparing performance to, 120
high, as motivational, 72
keeping employees aware of, 24, 264, 336
performance appraisals for setting, 121, 

124, 125
expenses. See also budgets

freeze for budget reasons, 280
in profi t and loss account, 288

experience
interviewing candidates about, 53
as recruitment concern, 45, 60

expertise, commitment to, 332
external rewards, 37

• F •
facilitation (leadership skill), 33–34
fair dismissals, 260, 264–266
fairness

goals related to, 102
in rewards, 352

Fast Company website, 182
feedback. See also communication

before fi ring someone, 82
group, posting, 115
for individuals, keeping private, 115–116
performance appraisals for, 124
performance, MARS system for, 116–120
provided by coaches, 81
seeking from employees, 236

feuding, departmental, 163
The Fifth Discipline (Senge), 324, 356–357
fi ghting change, 233–235, 339
fi nancial backers, communication with, 146
fi nancial crisis

managers’ decisions leading to, 1–2
media’s role in, 152
risks leading to, 205–206

fi nancial ratios, 290–292
fi nancial statements

balance sheet, 286–288
cash-fl ow statement, 290
profi t and loss account, 288–290

Financial Times, 237
fi refi ghters, 216
fi ring. See dismissals; downsizing
fi xed assets, 275, 284
fi xed liabilities, 285
fl at organisations, 325–326
fl exibility, teams providing, 176
fl exible workers

communication with, 186, 188, 189
defi ned, 184
issues faced by, 186–187
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managing and supporting, 188–189
managing from a distance, 187–188
organisational culture changes with, 

186–187
preparing for, 185–186
recognition for, 189
technology for, 188
telecommuting by, 190–191
virtual management websites, 191

fl exible working hours
legal requirements for, 65, 183
managing shifts and non-standard hours, 

188–189
providing, 65, 349

formal teams, 177–178
forward thinking. See vision
fraud, dismissal for, 262. See also shrinkage
Freedom of Information Act, 211
French, John (military commander), 99
functions of management. See also specifi c 

functions
classic, 19
communication, 23–24
empowerment, 22–23
energisation, 21
supporting employees, 23

• G •
Gap, 149
Global Issues website, 140
global management

alternative approaches to, 307
choosing locations, 312
deciding about, 310, 311
defi ned, 308
forces driving, 308–309
knowledge and expertise needed for, 

309–310
myths on, 314
outsourcing, 314–317
physical presence needed for, 309
profi tability issues for, 313
Research in Motion example, 309
Silver Spring example, 310
websites, 317

Glynn, Patrick (bank executive), 300
goals

activity trap counteracting, 109–110
characteristics needed for, 100
common, in teams, 172
communicating to teams, 105–107
employee commitment to, 107
functions of, 98–100
less is more for, 104–105
linking rewards to, 69
losing sight of, 108–109
maintaining focus on, 109–110, 322
measures for, 114–116
need for, 336
NHS example, 105
performance appraisals for setting, 121, 

124, 125
in performance improvement plan, 252
power to make them happen, 110–112
Pret A Manger example, 108
prioritising, 97, 104, 107–110
relating to employees’ role, 102
responsibilities for, 97
set by coaches, 80–81
simple and concise, 103
SMART checklist for, 101–102
updating, 104
values translating into, 102–103
vision linked to, 98–100, 106, 336
websites, 112

Goals-2-Go website, 112
Goldratt, Eliyahu (writer), 301
government, compliance with, 152–154
Greatest Management Principle in the 

World, 62, 64, 319
green issues. See environmental issues
groups. See teams
groupware, 181

• H •
Handy, Charles B. (executive)

on technological change, 17
Understanding Organisations, 357

Harvester pub/restaurants, 38
Hauptfuhrer, Robert (CEO), 33
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Hayek, Nicolas (Swatch founder), 100
HBOS, 152
Healthy Working Lives website, 206
Helmont Ltd, 150
Herald of Free Enterprise ferry, 200
hierarchical organisations, 170–171
high-performance teams, 179–180
hiring. See recruitment
holidays or time off, 64, 65
Holland, John (telecommuter), 190
Honda UK, 302
honesty

with employees, 148, 236, 347
as essential to integrity, 36–37
with everyone else, 151
with fi nancial backers, 146
as foundation of code of ethics, 210
goals related to, 102
openness fostering, 68
as recruitment concern, 50
rewarding, 120
with stakeholders, 143–145

horizontal organisations, 171. See also 
teams

horizontal teams, 39
Hull, Raymond (The Peter Principle), 

354–355
Human Resources website, 112
The Human Side of Enterprise 

(McGregor), 354
Huntington Life Sciences, 153

• I •
IBM, 93, 306
icons in this book, explained, 6
In Search of European Excellence (Peters 

and Waterman), 356
In Search of Excellence (Peters and 

Waterman), 353–354
incentives. See rewards
incompetence, dismissal for, 261
informal teams, 178–179
information and communication 

technology (ICT), 159, 233. See also 
technology

information technology (IT). See 
technology

initiative, as recruitment concern, 45
innovation, teams aiding, 176
inspiration. See also motivation

by coaches, 81
confi dence as trait for, 36
as leadership skill, 31–32
as manager’s main job, 12

Institute of Chartered Accountants 
website, 293

Institute of Directors website, 40, 270
Institute of Risk Management website, 206
insubordination, dismissal for, 261
integrity

with employees, 347
with everyone else, 151
as foundation of code of ethics, 210
as leadership trait, 36–37
with stakeholders, 143, 145
with suppliers, 150
toxic communication compromising, 163

intelligence, as recruitment concern, 45
interest, as barrier to communication, 162
internal rewards, 37
internationalisation. See global 

management
Internet, fi nding employees via, 49, 56
Internet resources. See websites
InternetWorld website, 306
interviewing employee candidates

don’ts, 53–54
do’s, 51–52
key steps for, 53
legal issues for, 54
questions to ask, 50–51
second (or third) interviews, 57
taking notes, 52
taking time to prepare, 49, 51–52

intoxication, dismissal for, 262
Introduction to Performance Appraisal 

website, 128
IT (information technology). See 

technology
italics in this book, 3
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• J •
Johnson, Spencer (The One Minute 

Manager), 355
JP Morgan Chase, 38
Judge Business School website, 40

• K •
King, Lawrence (ORIS Group director), 119
knowledge power, 111, 172, 223

• L •
lateness, dismissal for, 261
lay-offs. See downsizing
leaders

communication by, 32–33
great examples of, 31
inspiration by, 31–32
primary traits of, 29
support and facilitation from, 33–34

leadership
as classic management function, 19
collaborative, 38–40
employees’ desire for, 29
further information, 30
management versus, 30–31
sharing and rotating positions of, 39
skills required for, 31–34
traits of, 35–37
as two-way interchange, 33
vision needed for, 29–31
websites for advice on, 40

Leadership Ensemble (Economy), 38–39
Leadership For Dummies (Marrin), 30
learning. See also employee development; 

training employees
as aspect of development, 87
career development plans, 88–90
importance to employees, 65, 345
on-the-job coaching for, 82–83
learning organisations, 324–325
performance appraisals for setting goals, 

122, 125
supporting employees’, 79–80

Learning and Skills Council website, 27
Ledward, Rodney (gynaecologist), 263
legal issues

for discipline, 242, 244
for dismissals, 260–261, 265–266
fl exible working hours, 65, 183
in PESTEL analysis, 130, 131
for recruitment, 46, 54
in SPECTACLES analysis, 133

liabilities, 284, 285
listening

active, cultivating, 164
by effective leaders, 40
importance of, 156, 164
taking notes, 166
tips for, 165–166
when interviewing job candidates, 53

lobbies, dealing with, 154
Lockheed Martin, 195
London Business School websites, 27, 40
losses, managing risk of, 199–200
loyalists (customer type), 147

• M •
macho management style, 11–12
make-or-buy decision, 278–279
Management (Drucker), 75
management speak, avoiding, 168
Management Stripped Bare (Owen), 356
Management Today website, 40, 332
management trends. See trends
management websites, 27
ManagementFirst website, 27, 238
Managing Change website, 238
Managing for Results (Drucker), 354
Managing the Flexible Workforce 

(Pettinger), 76
managing your manager, 224–225
Manpower Services Commission (MSC), 

103–104
markets, understanding before entering, 

135
Marks & Spencer, 149
Marks, Michael (executive), 32
Marrin, John (Leadership For Dummies), 30
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MARS system
determining actions, 116–117
relationships between actions and 

milestones, 117–118
scheduling, 118
setting milestones, 116

Mastering the Organisation in its 
Environment (Cartwright), 133

Maverick (Semler), 358
McCormack, Mark (CEO), 127
McGovern, Phil (manager), 23
McGregor, Douglas (The Human Side of 

Enterprise), 354
McKnight, William (CEO), 22
measures for goals

examples of, 114
keeping individual measures private, 

115–116
positive feedback using, 115
posting group measures, 115
recognising incremental progress, 115
in SMART checklist, 101

meddling, avoiding, 163
media, handling, 151–152
Meek, Catherine (president), 34
meetings

with fl exible workers, 186
progress report, 253–254

Melcrum website, 168
mentors. See also coaching

mentoring employees, 91–92
sponsorships with, 225
websites, 94

mercenaries (customer type), 147
Meredith Belbin’s team roles, 182
merit pay, 127
micro-managing, avoiding, 342
milestones

actions for, 116–117
relationships between actions and, 

117–118
scheduling, 118
setting, 116

Mind Tools website, 112
Ministry of Defence (MOD), 44

misconduct, 243, 246–248, 261–262. See 
also discipline

mission, passion for, 40
mistakes, common, 335–340
Mitsubishi, 93
moaners and whiners, 216
modelling, 25
monetary rewards, 65, 74–75
monofont text in this book, 3
Moore, Joe (adviser), 162
Moore’s Law, 298
MotivAction website, 182
motivation. See also discipline; inspiration; 

rewards
biscuit, 63
for day-to-day successes, 73–74
focusing on the positive, 71–73
Greatest Management Principle in the 

World, 62
high expectations for, 72
as manager’s responsibility, 76–78
monetary, 65, 74–75
no-cost methods for, 77
supportive environment for, 67–68, 72–73
websites, 78

Motorola, 100
Mourinho, José (football coach), 84
movers and shakers, 216
moves, for discipline problems, 246
MSC (Manpower Services Commission), 

103–104
Murphy’s Law, 195, 197
myGoals.com website, 112
myths, management, 314, 341–346

• N •
NASA’s Teams and Teamwork website, 182
National Health Service (NHS), 105, 199
negative consequences. See also discipline; 

punishments
cautions for, 61
defi ned, 61
focusing on, avoiding, 71, 72
positive consequences versus, 62, 72
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Nelson, Bob
ASAP-cubed system of, 71
The 1001 Rewards & Recognition 

Fieldbook, 76
1001 Ways to Energise Employees, 76
1001 Ways to Reward Employees, 31, 33, 

34, 76, 347
overwhelmed experience of, 2
Please Don’t Just Do What I Tell You! Do 

What Needs to Be Done, 20
recruitment technique of, 51
survey conducted by, 65
team briefi ngs by, 33

net profi t or loss, 290
network building, 222–223
network, computer, 303–304
Nieman, Andrea (administrative 

assistant), 33
Nike, 149
nimbleness, teams providing, 175
Nissan UK, 173
non-verbal communication, 166
Nordstrom’s employee manual, 18–19
Northern Rock, 152
notes

as documentation, 226
reviewing when evaluating candidates, 

56–57
taking during recruitment interviews, 52
taking when listening, 166

• O •
offi ce politics

assessing, 214–215
building a network, 222–223
at company parties, 223–224
deciphering communications, 218–221
defi ned, 207
getting help from others, 223
identifying key players in, 215–216
importance of understanding, 213
managing your manager, 224–225
organisation chart of, 217–218
in PESTEL analysis, 130

protecting yourself, 226–227
unwritten rules of, 221–226
websites, 228

Offi ce Politics website, 228
O’Leary, Michael (CEO), 31, 140
The One Minute Manager (Blanchard and 

Johnson), 355
The 1001 Rewards & Recognition Fieldbook 

(Nelson), 76
1001 Ways to Energise Employees 

(Nelson), 76
1001 Ways to Reward Employees (Nelson), 

31, 33, 34, 76, 347
on-the-job method of coaching, 82–83
open-book management, 326–327
openness

with employees, 148, 347
as key to supportive environment, 23
in learning organisations, 325
with stakeholders, 143, 144

operating expenses, 288
opportunities, in SWOT analysis, 131
optimism (leadership trait), 35–36
organisation chart

offi cial, 217
of political environment, 217–218

organisation (classic management 
function), 19

Orpheus Chamber Orchestra principles, 
38–40

Oticon, 180
outsourcing

control issues for, 315–316
examples of, 315, 316
as hard work, 316–317
maintaining your reputation, 316
reasons for, 314–315, 323–324

overheads, 275, 288
Owen, Jo (Management Stripped Bare), 356

• P •
Pareto principle, 101–102, 109
participative management style, 12
parties, company, 223–224
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Pearl of Wisdom icon, 6
performance appraisals

avoiding surprises, 125, 126
benefi ts of, 121–122, 127
collaborative, 124
examples of, 127
preparing for, 126, 128
process of, 123–125
360-degree evaluation process, 126
tips for, 125
upward, 126
websites, 128
written, 124

performance improvement plan, 252–254
performance monitoring

actions for milestones, 116–117
balance needed for, 113
interpreting the results, 120–121
keeping individual measures private, 

115–116
measures for goals, 114–116
measuring instead of counting, 118
milestones for, 116
positive feedback using, 115
posting group measures, 115
recognising incremental progress, 115
relationships for sequencing actions, 

117–118
schedules for, 118
shrinkage reduction, 118–120

performance problems, 241, 243–246, 261. 
See also discipline

personal power, 111
PESTEL analysis, 130–131
Peter, Laurence (The Peter Principle), 

354–355
The Peter Principle (Peter and Hull), 

354–355
Peters, Tom (management guru)

on handling stakeholders, 146, 148
on risk management, 199
In Search of European Excellence, 356
In Search of Excellence, 353–354
website, 332

Peterson, Donald (CEO), 33

Pettinger, Richard
on Errol Flynn managers, 220
industrial training board experience of, 

103–104
Managing the Flexible Workforce, 76
overwhelmed experience of, 3
on reasons for outsourcing, 315
on using consultants, 328
‘wait a minute’ technique of, 203, 213
‘wild’ questions asked by, 203

planning
balancing with doing, 103–104
as classic management function, 19
crises avoided by, 231
for technology, 297–298, 302, 303, 305–306

Please Don’t Just Do What I Tell You! Do 
What Needs to Be Done (Nelson), 20

Poling, Harold A. (CEO), 32
politics. See also offi ce politics

managers’ decisions leading to crisis 
in, 1–2

in PESTEL analysis, 130
in SPECTACLES analysis, 133

Porter, Michael E. (Competitive Strategy), 
355

position power, 111
positive consequences. See also rewards

defi ned, 61
expectations for, 61
focusing on, 71–73
negative consequences versus, 62, 72

positive outlook, 29, 340, 351
power

to make goals happen, 110–112
movement with downsizing, 171
sources of, 111

praise
general lack of, 72
guidelines for, 71
importance to employees, 65–66, 72, 351
for performance, 120

Presentations.com website, 168
pressure groups, handling, 153, 154
Pret A Manger goals, 108
PricewaterhouseCooper, 206, 212
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prioritising goals, 97, 104, 107–110
probation before dismissal, 265
probing for information, 220–221
problemsatwork.org website, 254
production budget, 275. See also budgets
professional associations, recruitment 

through, 48
professionalising management, 320–321
profi t and loss account, 288–290
profi tability

of globalisation, 313
of going green, 139–140
of risk management, 206

progressive discipline, 244
project teams, 177
ProjectSmart website, 168
promises, making, 227
promotions, documenting, 122
Puma, 149
punishments. See also discipline; negative 

consequences
discipline versus, 240
for good performance, 62–63
as negative consequences, 61

• Q •
qualcom.com website, 49
quality improvement groups, 177
quick fi xes, avoiding, 13, 339
quick ratio, 291

• R •
Railtrack, 200
Ramsey, Alf (football coach), 84
Ratner, Gerald (manager), 204
recognition. See praise; rewards
recruitment

advertising for, 49
being objective, 58–59
challenges of, 43
checking references, 55–56
employee traits to look for, 44–45, 50–51
evaluating candidates, 55–57

fi nding good people, 47–49
freeze during downsizing, 257
freeze for budget reasons, 280–281
hiring employees, 58–60
importance of, 45–47
interviewing candidates, 49–54, 57
involving employees in, 47
job description for, 46, 51
keeping in touch with top candidates, 60
legal issues for, 46, 54
Ministry of Defence example, 44
person specifi cation for, 46
top choices unavailable, 60
trusting your instincts, 59–60
wages and benefi ts concerns, 51
website example, 49
websites for advice on, 60
from within, 48

reduction in workforce. See downsizing
redundancies. See downsizing
Reebok, 316
re-engineering. See downsizing
references, checking, 55–56
referrals for employees, 48
regulators, compliance with, 152–154
relationship power, 111
relationships between actions and 

milestones, 117–118
relevant goals, in SMART checklist, 101–102
Remember icon, 6
Research in Motion (RIM), 309
resignations, 255–256
resisting change, 233–235, 339
resources

for career development plans, 89
coaches providing, 85
managing, 138–140
in performance improvement plan, 253

respect
creating an environment of, 68
for employees, 148–149, 343
for everyone else, 151
goals related to, 102
in offi ce politics, 215
for stakeholders, 143
for suppliers, 150
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responsibility, as recruitment concern, 45
retained earnings, 285
retirement of employees, 256
return on investment (ROI), 292
rewards. See also motivation; positive 

consequences
asking employees what they want, 66–67
biscuit motivation, 63
clear communication about, 63–64
for day-to-day successes, 73–74
ensuring appropriate credit, 227
external versus internal, 37
fairness in, 352
for fl exible workers, 189
further information, 76
Greatest Management Principle in the 

World, 62, 319
guidelines for a system of, 69
importance of, 338
incentives versus entitlements, 74–75
in learning organisations, 325
linking to goals, 69
monetary, 65, 74–75
monitoring the effect of, 65, 69
no-cost methods for, 77
offi ce politics revealed by, 214
performance-based, 63, 64, 69–71, 75–76
for poor performance, 62–63
as positive consequences, 61
praise, 65–66, 71
results and process measures for, 71
Saga company example, 73
seeking out the positive, 72–73
for shrinkage reduction, 120
time with manager as, 66
unintended consequences of, 64
what employees want, 65–66, 76

right fi rst time, every time, 329
rightsizing. See downsizing
RIM (Research in Motion), 309
Risk Assessment Templates website, 206
risk management

accident prevention, 201
assumption requiring, 203–204
British Airways example, 205

business environment issues, 198
complacency requiring, 203, 204
constant attention needed for, 198–199
for crime, 201–202
defi ning risk, 196
disaster examples, 200
importance of, 195
internal issues, 197–198
Lockheed Martin example, 195
for losses, 199–200
for management decisions, 202–203
moving forward after mistakes, 205–206
Murphy’s Law, 195, 197
NHS example, 199
profi tability of, 206
steps for, 204
volcanic ash example, 197
websites, 206
wild questions for, 203

Roddick, Anita (CEO), 31, 100, 357–358
ROI (return on investment), 292
roles

creating clarity of, 39
of team members, 176–177

rotating leadership positions, 39
Rumsfeld, Donald (US Secretary of 

Defense), 196
Ryanair, 302

• S •
safety, supporting employees’, 68
Saga company, 73
Said Business School website, 40
salaries. See wages and benefi ts
sales budget, 274. See also budgets
Sanyo UK, 327
Sarbanes-Oxley Act website, 206
scapegoating, avoiding, 163, 348
scheduling

milestones and actions, 118
in performance improvement plan, 252

secrets, avoiding, 163
sectoral environment, in SPECTACLES 

analysis, 133
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self-managed teams, 179–180
self-protection, 226–227
Sellafi eld nuclear power station, 151
Semco, 302
Semler, Ricardo (Maverick), 358
Senge, Peter (The Fifth Discipline), 324, 

356–357
share capital, 285
shareholders, infl uence of, 135
shareholders’ liabilities, 285
sharing leadership positions, 39
show-and-tell method of coaching, 82–83
shrinkage

complacency about, avoiding, 119
defi ned, 118
programmes for reducing, 119–120

Silver Spring, 310
Six Sigma, 329
slowing down, avoiding, 233–234
SMART checklist for goals, 101–102
social environment, in SPECTACLES 

analysis, 133
South West Water, 139
speaking. See also communication

effectiveness of, 156
writing similarly to, 167

specifi c goals, in SMART checklist, 101
SPECTACLES analysis, 133
sponsorships, 225
squeezing employees, avoiding, 13
stability, as recruitment concern, 45
staff budget, 274. See also budgets
stakeholders

communities, 150–151
customers and clients, 146–147
defi ned, 143
expectations for treatment of, 143
fi nancial backers, 146
government and regulators, 152–154
handling discomfort in, 145
inspiring confi dence in, 144–145
media, 151–152
pleasing when possible, 144
pressure groups, lobbies, and vested 

interests, 154

staff, 148–149
suppliers, 149–150
websites, 154

standards, setting, 124, 125
strengths, in SWOT analysis, 131
stress management, 330–331
The Stress Management Society 

website, 332
Strunk, William, Jr. (The Elements of 

Style), 167
styles of management

the best way, 12–13
fl avour-of-the-month, 10
macho, 11–12
participative, 12

Sullivan, David (entrepreneur), 351
The Sun, 237
super-teams, 179–180
suppliers

budget tips related to, 281
Helmont Ltd example, 150
local versus distant, 150
mistreatment of, 149
respect and integrity toward, 150

supportive environment
creating, 67–68, 72–73, 348
creation by coaches, 81, 84–85
for fl exible workers, 188–189
as leader’s responsibility, 33–34
as manager’s responsibility, 23
trust and openness as key to, 23

suspension, for discipline, 248
Swatch, 100
SWOT analysis

acronym explained, 131
conducting on competitors, 132
conducting on your business, 132
justifying categorisations in, 133–134
limitations of, 132

• T •
talk the talk trend, 35
task forces, 178
task power, 111
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Teach First website, 238
Teambuildinginc.com website, 182
teams. See also coaching

ad hoc groups, 179
Batchelor’s Foods example, 179–180
benefi ts of, 169–170, 175–176
British Airways example, 174
coaches’ role in, 81
coaching metaphors for, 83
communicating goals to, 105–107
communicating vision to, 106
empowering, 173–175, 180–181
formal, 177–178
horizontal, 39
informal, 178–179
in learning organisations, 325
managers versus members, 15–16
managing, 174–175
member roles in (table), 176–177
Nissan UK example, 173
Oticon example, 180
recruitment concerns for, 45
self-managed, 179–180
support for members by, 23
technology for, 181–182
types of, 176
websites, 182

techies, 216
technology

benefi ts and drawbacks of, 295, 296, 
299–301, 322

changes unleashed by, 17
for communication, 158–161
competitive advantage from, 297
computer network, 303–304
for effi ciency and productivity, 301–303
evaluating investing in, 159, 160
example uses for, 302
for fl exible workers, 188
gadgets and gizmos, 159–160
getting expert help for, 298, 300
global, 308
ICT, benefi ts of, 159, 233
IT websites, 306

knowing your business, 296
Moore’s Law of, 298
in PESTEL analysis, 130
planning and implementing, 297–298, 302, 

303, 305–306
in SPECTACLES analysis, 133
for teams, 181–182
videoconferencing, 160–161
working hours increased by, 158

telecommuting, 190–191
Teller, Joe (manager), 199
temporary agencies, 48
termination. See dismissals; downsizing
terrorists (customer type), 147
theft, dismissal for, 262. See also shrinkage
Theory X management, 11–12
Theory Y management, 12
threats, in SWOT analysis, 131
360-degree evaluation process, 126
time off or holidays, 64, 65
time-bound goals, in SMART checklist, 102
The Times, 237
timing

of discipline, 241
of dismissals, 268–270

Tip icon, 6
Tom Peters website, 332
town gossips, 216
Townsend Thoresen, 200
toxic communication, 163–164
Trades Union Congress website, 254, 270
training employees. See also employee 

development; learning
described, 87
importance of, 349
for performance improvement, 121, 253
in technology use, 306

training in management
instant gratifi cation approach to, 15
key steps for applying, 27
useless activities in, 14
Welch’s instructive example, 26

transfers, for discipline problems, 246
transition from worker to manager, 

335–336, 344–345
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trends
basics of management, 321–322
benchmarking, 329
business process re-engineering, 329
commitment to expertise, 332
consultant use, 328–330
fl at organisations, 325–326
fl avour-of-the-month, 10
foundations of management, 319
learning organisations, 324–325
open-book management, 326–327
outsourcing, 315–317, 323–324
professionalising management, 320–321
right fi rst time, every time, 329
Six Sigma, 329
stress management, 330–331
talk the talk and walk the walk, 35
websites, 332

trial period before dismissal, 265
True Stories icon, 6
trust

creating an environment of, 18–19, 68
of employees, 341–342
integrity leading to, 36–37
as key to supportive environment, 23
in offi ce politics, 226

turnover, in profi t and loss account, 288
Tusa, John (BBC director), 171

• U •
Understanding Organisations (Handy), 357
unfair dismissals, 260
University College London websites, 

94, 168
upward appraisals, 126
urgency versus crisis, 230

• V •
values, goals related to, 102–103
variance with budget, 274
Venables, Terry (football coach), 83
verbal abuse, dismissal for, 261
vertical organisations, 170–171

vested interests, dealing with, 154
vetoers, 216
victim role, avoiding, 234
videoconferencing, 160–161
violence, dismissal for, 262
virtual management websites, 191
vision

coaches providing, 85
communicating to teams, 106
degree of challenge for, 32
goals linked to, 98–100, 106, 336
as leadership trait, 29–31

VXR Radio, 237

• W •
wages and benefi ts

freeze for budget reasons, 281
incentives versus entitlements, 74–75
merit pay, 127
as recruitment concern, 51
relating performance to, 265
as rewards, 65, 74–75

walk the walk trend, 35
Warning! icon, 6
waste disposal, 139
Waterman, Robert H.

In Search of European Excellence, 356
In Search of Excellence, 353–354

weaknesses, in SWOT analysis, 131
websites

accounting information, 293
address conventions in this book, 3
change management, 238
communication advice, 168
discipline information, 254
dismissal information, 270
employee development, 94
environmental management, 140
ethics information, 228
global management, 317
goals information, 112
IT information, 306
leadership advice, 40
management advice, 27
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websites (continued)

management trends, 332
mentoring information, 94
motivation advice, 78
offi ce politics advice, 228
performance appraisal, 128
recruitment advice, 60
recruitment example, 49
risk management, 206
stakeholder management, 154
team information, 182
virtual management, 191

Weinstock, Arnold (CEO), 127
Welch, Jack (US business leader), 26
Wenger, Arsene (coach), 83
What Color Is Your Parachute? (Bolles), 50
Whistleblowers’ Charter, 211
White, E. B. (The Elements of Style), 167
winning, defi ning effectively, 13
Wired magazine website, 306
withholding information

avoiding secrets, 163
as barrier to communication, 162–163
sight of big picture lost due to, 346

Woodward, Clive (rugby coach), 83
work ethic, as recruitment concern, 44
work improvement groups (WIGS), 177, 179
working hours

fl exible, 65, 183–191
technology’s affect on, 158

Work911 website, 128
World Bank Group, 212
written communication. See also 

documentation
company policy manual, 221
deciphering offi ce politics, 219–220
developing skills in, 167
for discipline problems, 246–248
importance of, 166
management speak, avoiding, 168
performance appraisals, 124
tips for, 166–167

wrongful dismissals, 260

• Z •
Zyklon, 316
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