INDEX

A

Abbott Labs, 27, 53

Action, 182. See also
Implementation of new
ideas

Alignment, 135-136

Alltel, 53

Ambience, 158

Apple, 137

Approachability, 55

Attitude: Austin
Outdoor’s absoluies
of, 174; for excelience
in customier service,
159-161, for successful
communication, 97

Audits: on communication,
91-93; on customer
service, 167-168; on
execution, 147-148; how
to use, 13, I4; on sense

of urgency, 122-123; on

talent, §8-59; on vision,
28-29
Austin Outdoor; ©/1-176

B

Body language, 72-73

Buti«tt, Warren, 126

Bureaucracy, 107-109

Business leaders. See
Leaders

Business success: basic
requirements for, 11-12;
customer service-related
practices for, 156-157;
importance of speed for,
101-102; interdependence
of principles of, 129-130,
132, 178; measurement of;
for disciplined execution,
140-141; principles of, 2-3,
177-178; simplicity of,
2,34
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The Cambridge Handbook
of Expertise and Expert
Performance, 4-5

Change: audits and
questions as tool for, 14;
of direction, 106-107;
resistance to, 134; time
required for, 138-139, 181;
willingness to embrace, 12

Character, 39

Coalition, guiding, 134-135

Collaboration, 39

Commitment: as
characteristic of top
talent, 40; needed for
disciplined execution,
134-135

Communication, 9-T0,
65-99; audit on, 91-05;
st+ rule for, 97; “che
gap” technique for,
87-89; impiernenting
new ideac about, 94-95;
interpersonal, 71-78;
key points on, 90; at
organizational level, 66-71;
of priorities, 138-139; as
problem in organizations,
25, 65-66; questioning
skills for improving,
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95-99; questions for
discussing, 93; to resolve
conflict, 78-89; by telling
stories, 84-86; by top
talent, 39-40; of vision, 25,
26-28, 34-36, 105, 132, 178

Compensation: and
corporate culture, 48-49;
revision by employees of
system for, 69-71

Competence, 38-39

Conflict resolution, 78-89;
and “the gap” wechnique,
87-89; arid stages of
conflicc 79-84; and telling
stories, 84-86

Ccre values. See Values,
corporate; Values
statements

Corporate culture. See
Culture, corporate

Courage, 67-68

Credibility, 54

Culture, corporate, 45-53;
to attract and motivate
talent, 46-49; defined, 45;
of excellence, interview
on, 150-154; focused on
customer service,
169-170; with high

level of organizational



communications,
67-71; importance of
atmosphere issues in, 49—
53; statement of] 33; that
supports talent, 63-64
Culture of urgency. See
Sense of urgency
Customer service, T0-11,
155-176; attitude’s role in,
159-161; audit on, 167-168;
creating culture focused
on, 169-170; customer
expectations of, 158;
employee engagement
needed for, 165-166;
example of company with
excellence in, 171-176;
financial implications of
improving, 157; gathering
information from
customers for, 163-165;
importance o1 quality of,
155-158; key points on,
166; motaents of truth
(touchpoints) in, 161-163;
questions for discussing,
168-169

D
Davidson, Bill, 61-64
Decision making: change

of direction needed in,
106-107; clear, intended
outcome necessary for,
103-106; by groups, 111,
112-117; levels of, 110-112
Dellecker, Bill, 171-176
DiFranco, Tony, 43-44
Direction, clarity of, 103-107
Discipline, 182. See also
Execution, disciplined
Disney World, 137, 161
Dragonfly Sushi & Sake
Company, 3R
Drucker, Pete s, 131

E

Eractions: communication
focused on, 76; “the gap”
technique for controlling,
87-89

Empathy: for customer
service, 158; for
organizational
communication, 67

Employees: attitude of,
I59-I61; compensation
system revised by,
69-71; engagement by,
165-166; intolerance of
mediocre performance by,

I41-145; organizational
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communications
as viewed by, 66-67;
treatment of, for
disciplined execution, 139,
154. See also Talent

Empowerment, 47-48

Enron, 23

Excellence: culture of, 150-
154; drivers of, 181-183

Execution, disciplined, 10,
129-154; audit on, 147-148;
implementing new ideas
about, 149-150; interview
about excellence in,
150-154; key points on,
146-147; prevalence of
problems with, 26, 130-131;
questions for discussing,
149; sense of urgency vs:,
120-130; Steps to ensute,
131-145; time required for,
138-139, 181

Experts, “fous }’s” for

beconiing; 4-5

F

Financial management, 11

Flycaster & Co., 43-44

Focus: on customer service,
169-170; as determinant
of outcome, 119; as
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driver of excellence, 182;
logical vs. emotional,
in communication, 76;
strategy with, 133-134
Follow-up, 117
Fun: business as, 1, 6, 7;
importance of, in culture,
49, 51; top talent attracted
to, 48, 64

G

“The gap” techniqgue, 87-89

Genentech, 27,45

General Ele-tric (GE), 2, 46

Gerstrier, wou, 127-128

Gouals, SMART, 135-136

Group decision making, 111,
112117

Grove, Andy, 107

H

Hierarchy, 109

Honesty, 67

“Hot words,” 76-78
How to use book, 12-15,

178-181

I

IBM, 2, 126-128

Implementation, and group
decision making, 116-117



Implementation of
new ideas: about
communication, 94-95;
about customer service,
169-170; about execution,
149-150; about sense of
urgency, 124-125; about
talent, 60-61; about
vision, 30-3I; suggestions
for beginning, 178-181

Improvement efforts, 140-141

In Search of Excellence (Peters
and Waterman), 6, 12

Intel, 107

Intellectual rigor, 68

Interpersonal
communication, 71-78;
audit on, 92-93; body
language’s role in, 72-73;
“hot words” in, 76-7€;
importance of skills'in,
71-72; levels of listening
in, 73-74;lcgical vs.
emotianaitocus in, 76;
sensory modes’ influence
on, 74-76

I-statements, 79-81

K
Kaizen philosophy, 141, 178
Kawasaki, Guy, 20-21

L

Leaders: characteristics of,
demanded by top talent,
53-57; communication
of vision by, 35-36;
demands on time of, 1-2,
7-8; issues of concern for,
24-26; negatively affecting
corporate culture,
49-53; organizational
communications as
viewed by, 66-A7

Learning styles, 74-76

Listening: ¢mpathetic, as
stage ot conflict, 79; how
to improve skill in, 74;
levels of, 73

l.ogic, communication

focused on, 76

M

Malcolm, Jack, 95-99

Managers. See Leaders

Mayo Clinic, 46

Meaning, and talent, 46

Measurement, 140-141, 170

Mediocrity: consequences
of accepting, 183; as
concern of leaders, 25-26;
personnel policies to

eliminate, 141-145
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Medtronic, 18
Meetings, 108-109
Microsoft, 2, 68, 107
Mission, vision, and values
(M/V/V). See Vision
Mission statements: defined,
18, 19; examples of, 19, 32,
33; how to create, 19-20
Mistakes, making, 118, 163
Moments of truth, in
customer service, I61-163
Money: vs. atmosphere
issues in corporate
culture, 49-53; for
employee compensation,
48-49, 69-71
Moore, Gordon, 107
Mulcahy, Anne, 125-126

N
Nordstrom, 161

(0

Oklahomma City, mission,
vision, and values
statements of, 32-33

Organizational
communication,
66-71; audit on, 91;
characteristics of culture
with outstanding, 67-69;
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example of company with
outstanding, 69-71; as
viewed by employees vs.
managers, 66-67
Organizational culture. See
Culture, corporate

P

Passion, 4

Pattern recognition, §

Pepsi, 53

Performance reviews,
143-145

Persistence: 4

Peters, 7o, 6, 12

Practice. to improve
coemmunication skills, 74,
88-89, 99; as prerequisite
for becoming an expert,
4-5

Priorities, communication
of, 138-139

Processes and systems,
137-138

Products, quality of, 11

Professionalism, 56, 158

Publix, 160-161

Q
Questioning skills, 95-99

Questions for discussion:



about communication, 93;
about customer service,
168-169; about disciplined
execution, 149; about
sense of urgency, 124;
about talent, 59-60; about

vision, 29-30

R

Rapp, Carl, 150-154

Recruitment of talent,
40-44

Reliability, 158

Respect, 47, 54-55

Responsiveness, 158

Reward system: and
disciplined execution,
141; and sense of urgency,
117-118

Ripple effect of decisiers, 115

Risk analysis, 114-155

Ritz Carlton, 86, 1¢1

S

Safety: to make mistakes,
118; and organizational
communication, 68

Saying “no,” 106, 134

Sense of urgency, 10,
101-128; audit on,
122-123; bureaucracy as

obstacle to, 107-109; clear
direction as prerequisite
for, 103-107; disciplined
execution vs., 129-130; in
examples of turnaround
of companies, 125-128;
focus as contributing to,
119; hierarchy as obstacle
to, 109; implementing
new ideas about, 124-125;
importance of, 101-102, 153;
key points on, T21-122; and
levels of dec’sion making,
110-112; ri~bwork of talent
valuabie for, 119-12T1;
creanizational conditions
creating, 102-I03;
questions for discussing,
124; reward system’s
contribution to, 117-118
Sensory modes, 74-76
Services, quality of, 11
SMART goals, 135-136
Southwest Airlines, 137, 161
Speed. See Sense of urgency
Starbucks, 161
State Farm Insurance, 2,
46,53
Stories: caution on telling,
84-86; for communicating

vision, 27-28
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Strategy, focused, 133-134
Success. See Business success

Systems and processes,
137-138

T

Talent, 9, 37-64; audit on,
58-59; characteristics of
leaders demanded by,
53-57; characteristics of
top, 38-40; corporate
culture attracting and
supporting, 45-53,
63-64; for disciplined
execution, 15T; finding and
recruiting, 40-44, 62-63;
implementing new ideas
about, 60-61; importance
of management of, 37-38,
44-45; interview with
successful leader.on,
61-64; key po1ints on, 57;
network of] for sense of
urgency, 119-I21; questions
for discussing, 59-60. See
also Employees

Teams: decision making
by, 111, 112-117; and great
leaders, 55-56; how to use
book with, 13-14

Ten-year rule, 4
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Terminating employees,
I41-145

Touchpoints in customer
service, 161-163

Toyota, kaizen philosophy
of, 141, 178

Training, 139, 142

Transparency, 68-69

Twain, Mark, 163

U
Urgency. See Sense. of
urgency

\'%

Values, corporate, 22-24. See
also Vision

Values statements: defined,
18, 19; examples of, 19, 33;
how to create, 19-20

Vision, 8-9, 17-36; audit
on, 28-29; benefit of,
2I-22; communicating,
25, 26-28, 34-36, 105, 132,
178; and corporate values,
22-24; creating statement
of, 19-21; implementing
new ideas about, 30-31;
importance of, to fast
decision making, 105; key
points on, 28; questions



for discussing, 29-30;
terminology associated
with, 17-19

Vision statements: defined,
18, 19; examples of, 19, 32,

33; how to create, 19-21

W
Waterman, Robert, 6, 12

Web site, for further
information, 12-13, 179

Welch, Jack, 24, 142

WorldCom, 23

X

Xerox, 125-126
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