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A
A player characteristics: experience, 

5, 8; intellectual fi repower, 5–7; 
level of commitment and caring, 
19; passion, 5, 7; seeking honest 
feedback, 19; unlimited upward 
potential, 18–19; values, 5, 6–7; 
willingness to assume risk, 19; 
work ethic, 5, 7–8

A players: creating an organization 
that attracts, 17–18; distinguishing 
B’s from, 18–20; fi lling social 
sector organization leadership 
with, 124–126; fi ve key things to 
look for in, 5–10; gaining the 
confi dence that you can be an, 
140; identifying after mergers and 
acquisitions, 101; Jewish 
Community Center (JCC; 
Cleveland) lesson on, 12–14; leader 
responsibility to identify and 

nurture, 66–67; Mandel 
Leadership Institute focus on 
nurturing, 119, 140–145; 
multiplier eff ect of hiring, 17; 
number of Premier managers who 
were, 161; organizational benefi ts 
of hiring, 16, 61–63, 161–162; 
Peter Drucker on hiring, 9–10, 
126; Phoenicia Glass Works 
transformation through, 16, 
131–132; Premier-Farnell cutting 
the senior management of, 43–45, 
49; retaining B players instead of 
replacing them with, 16–17, 
160–161; settling for B’s instead 
of, 15; sharing the understanding 
of what makes, 20. See also 
Employees; Talent; Teams

A players selection: characteristics to 
look for during, 5–10; four key 
questions to ask for, 18; hiring A’s 
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instead of settling for B’s, 15; 
importance of hiring and retaining 
A’s, 19–20

Acquisitions. See Mergers and 
acquisitions

Akron Brass, 98
Alcoholic beverages rule, 27–28
Amazon, 71
American Airlines, 78
Anti-Semitism, 110
Atheneum Club (London), 37
Avis, 64

B
B players: distinguishing A’s from, 

18–20; how they prevent 
organizations from greater 
accomplishments, 16; identifying 
after mergers and acquisitions, 
101; learning not to settle for hiring, 
15; mistake of settling and retaining, 
16–17, 160–161; Peter Drucker 
on working with, 57–58; sharing 
the understanding of what makes, 
20; tendency to hang onto, 16

Baldwin, George, 103–104
Bates, Sir Malcolm, 28, 47
Benchmarking: description of, 122; 

Jewish Community Centers 
(JCCs), 122–124

Bennis, Warren, 138
Besse, Ralph, 147–148
Bikur Rofe (Tel Aviv), 134, 160
Binford, Tom, 99–100
Blaming behavior, 30

Bradley, Bill, 107
Brandeis University (Boston), 3, 4, 119
British Petroleum (BP), 33
British Rail, 33
Buff ett, Warren, 23
Business management: ability to 

appraise other employees issue of, 
58–59; applying strategies to the 
social sector, 121–127; 
conventional wisdom on 
delegation versus Mort Mandel’s 
delegation approach, 62–63; 
danger of straining time resources, 
59–60; getting into the trenches of 
a business for, 65; “Howdy 
Rounds” for second- and third-
level people feedback on, 55–56; 
identifying the “intermediates” of 
production and distribution, 
54–55; Mort Mandel’s summary 
of best practices for, 66–67; Peter 
Drucker on social sector need for, 
121; Peter Drucker’s advice on, 
53–67; Premier-Farnell merger 
lessons on, 33–49; taking 
inventory of employee 
performance, 56–57; on working 
with B and C players, 57–58. See 
also Corporate value system; 
Organization culture; Principles

BusinessWeek magazine, 77–78

C
C players: generally fi red or quit, 16; 

identifying after mergers and 
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acquisitions, 101; Jewish 
Community Center (JCC; 
Cleveland) lesson on, 12–14; 
making mistake of hiring, 14–15; 
organizational damage caused by 
underperforming, 13–14; Peter 
Drucker on working with, 57–58; 
sharing the understanding of what 
makes, 20

Carlsberg, 131
Carnegie, Andrew, 115, 120
Carnegie Corporation, 117
Carnegie Foundation for the 

Advancement of Teaching, 116
Case Western Reserve University: 

Mandel Center for Non-Profi t 
Organizations at, 106; School of 
Engineering at, 91; Weatherhead 
School at, 92, 159

Caterpillar Inc., 78
CEOs. See Leaders
Churchill, Winston, 2
Cleveland Electric Illuminating Co., 

147
Cleveland United Way, 33
Coca-Cola, 78, 85, 131
Cohen, Amnon, 129, 133
Collins, Jim, 2
Colman, John, 45–46, 158
Command presence, 137–138
Commission on Jewish Education in 

North America, 111
Common Cause, 117
Compensation, 17
Corporate social responsibility, 130

Corporate value system: benefi ts to 
employees of ethical, 24–25; 
communicating expectations to 
employees, 23–24; “family fi rst,” 
161; fi ghting for people who 
share, 64; “fi nd a need and fi ll it,” 
73–75, 76; “Kill yourself for your 
customer” as, 69–78, 98–99; 
nonprofi t and corporate shared 
principles and, 107; Premier-
Farnell Electronics merger and 
clash over, 33–48; written 
standards which support the, 24. 
See also Business management; 
Organization culture; Principles; 
Values

Council for Initiatives in Jewish 
Education, 111

Customer service: Caterpillar Inc. 
story on, 78; “fi nd a need and fi ll 
it” sensitivity to, 73–75, 76; how 
to create awesome, 71; “Kill 
yourself for your customer” 
approach to, 70–72, 98–99; 
replacing “sold on price” to sold 
on, 76–77; story on providing 
Disney World with, 69–71

Customers: Disney World, 69–71; 
ethical treatment of, 22; fi nding a 
need and fi lling it for, 73–75; 
identifying the “intermediates” of 
production and distribution to, 
54–55; Phoenicia Glass Works 
transformation by meeting 
expectations of, 130; price versus 
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service approach to selling things 
to, 72–73; serving restaurant, 
62–63; willing to pay for “Kill 
yourself for your customer” value, 
98–99

D
D-A Lubricant, 99–100
Decentralization, 63–64
Delegation: conventional wisdom on, 

62; Mort Mandel’s approach to, 
62–63

Discipline: factbooks as key to 
personal, 89–94; how Premier’s 
success came from, 81–82; Peter 
Drucker on social sector need for, 
121; U.S. Army commitment to, 82

Disney World, 69–71
Do it better for less principle, 155–156
Drucker, Peter: on ability of people to 

appraise others, 58–59; on 
alignment of strengths through 
leadership, 153; on benefi ts of 
decentralization, 63–64; on burden 
of hiring less than capable people, 
61–63; comments on Mort Mandel 
by, 53; on danger of straining time 
resources, 59–60; on delegation, 63; 
on importance of the “best person,” 
9–10, 126; introduction to Mort 
Mandel, 51–53; long-term infl uence 
on Mort Mandel by, 53–67, 108, 
158; mutual respect between Mort 
Mandel and, 60; on social sector 
need for management and 

discipline, 121; on working with B 
and C players, 57–58

DuPont, 78

E
Edwards, Laura V., 139–140, 158
Eigen, Herman, 13, 17, 158
Ellenson, Rabbi David, 109
Employees: ability to appraise other 

employees, 58–59; B player, 
15–20, 57–58, 101, 160–161; 
benefi ts of ethical corporate value 
system to, 24–25; C player, 
12–15, 16, 20; communicating 
ethical expectations to, 23–24; 
identifying A’s, B’s, and C’s after 
mergers and acquisitions, 101; 
meritocracy system to reward, 18, 
151–152; stretching them beyond 
their comfort zone, 153; symbolic 
gestures demonstrating regard for, 
18; taking inventory of 
performance by, 56–57. See also A 
players; Human forces

Enron scandal, 23
Entrepreneurship, 67
Ethical decisions: an ethical culture is 

built on, 21–22, 31; Fred Harvey 
restaurant incident on making, 
137–138, 145; never abandon 
principle and making, 22

Ethical organizational culture: basic 
responsibilities for personal conduct 
in an, 25–28; hiring the right 
people to build an, 23–24; making 
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ethical decisions to maintain your, 
21–22, 31; Premier-Farnell 
Electronics merger and clash over, 
33–48; written standards for 
engaging with staff  members, 29–30

Ethical standards: basic 
responsibilities for personal 
conduct, 25–28; learning the 
wisdom of, 22–23; Mandel 
Leadership Institute emphasis on 
philosophy and, 119; never 
abandon principle and, 22; 
refusing all gifts as part of, 24; 
written standards for engaging 
with staff  members, 29–30

Experience: A player characteristic of, 
5, 8; boundaries of leadership 
involvement change with, 62

F
Factbook: assessing performance by 

reviewing the, 91; benefi ts of using 
the, 93–94; description of the, 89; 
Jim Fox’s thoughts on using the, 
92; self-accountability through, 
90–91, 93

“Family fi rst” policy, 161
Family partnership lessons, 151–152
Farnell Electronics: background and 

fi nancial information on, 34; 
lessons learned from merger of 
Premier and, 33–49; no-alcohol 
rule for board meetings of, 28

Fear: belief in yourself to combat, 
138–139; struggling against, 138

Feedback: “Howdy Rounds” for 
seeking, 55–56; seeking honest, 
19. See also Performance reviews

Financial Times, 41
“Find a need and fi ll it,” 73–75, 76
Forbes magazine, 66
Ford Motor Company, 78
Fox, Jim, 84–85, 91–92
Fox, Seymour, 109–110, 112, 158
Fred Harvey restaurant incident, 

137–138, 145

G
Gandhi, Mahatma, 138
Gardner, John, 116, 117–118
Gates, Bill, 1, 138
General Electric (GE), 1, 84, 92, 

153
General Motors, 55
Glenville High School (Cleveland), 

139, 158
Golden Rulebook: creating guidelines 

written in, 83; time and attention 
to detail in developing the, 83–84

Gossip, 30
GPA (grade-point average), 6
Grove, Andy, 66

H
Hamilton, Bill, 47–48, 59, 60, 158
Hammer, Zevulun, 111
Happiness, 159
Harvard Business School, 148
Hebrew Union College (New York), 
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Hebrew University (Israel), 109, 
119

Heineken, 131
Hochstein, Annette, 111–112
Hoff man, Steve, 13–14, 158
Honest feedback, 19
Honesty: as enlightened self-interest, 

24; reinforcing corporate value of, 
23

Horowitz, Stan, 158
Horton, Robert, 33
“Howdy Rounds,” 55–56
Human forces: being willing to 

secure the best talent, 2–10; 
infl uence of, 1–2; “It’s all about 
who” wisdom on, 1. See also 
Employees; Leadership

Humanities, 119–120
Humor, 149

I
IBM, 78, 106
Imperial College (London), 36
Independent Sector, 117
Inside Business, 53
Institutional leadership, 2
Intel, 78
Intellectual fi repower, 5–7
Investment policies: Parkwood Corp. 

adherence to their, 86–87; 
resisting Bernie Madoff  by 
following principled, 79–81, 87

Israel Air Force, 141
Israel Equity Ltd. (Tel Aviv), 131, 

132, 160

Israeli Air Force Academy, 141
“It’s all about who” wisdom: 

description of, 1; Phoenicia Glass 
Works example of, 16

J
Jewish Agency, 108–109
Jewish Agency committee on Jewish 

Education meeting (1988), 
109–110

Jewish Community Center (JCC; 
Cleveland): lesson on A players 
learned at, 13–14; replacing C 
leadership with A leadership of, 
11–12

Jewish Community Centers (JCCs): 
Mandel Foundation’s 
benchmarking program for, 
122–124; Mort Mandel’s role in 
Cleveland’s, 11–14

Jewish Community Federation 
(Cleveland), 108

Jewish education: accomplishing 
social change through 
experimental school, 143–144; 
K–12 general education in Israel 
to promote, 113; Mandel 
Foundation’s mission focus on, 
110–112; Mandel Leadership 
Institute’s role in, 119, 140–145; 
Mandel School Educational 
Leadership (MSEL) work on, 
112–113; “A Time to Act” report 
on, 111

Jewish Federation of Cleveland, 13
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Jewish Federations of North America 
(JFNA): bringing in A players into 
leadership of, 125–126; Mandel 
Center for Leadership Excellence 
within the, 125, 154–155

Jobs, Steve, 138

K
Khatib, Ala, 143
“Kill yourself for your customer” 

value: Disney World story example 
of the, 69–70; Mercy (Navy 
hospital ship) story on providing, 
71–72; Premier Industrial Corp. 
built by providing, 73–78; 
training employees to follow the, 
70–71; why customers are willing 
to pay for, 98–99

L
Leaders: basic responsibilities for 

personal conduct for, 25–28; 
being a partner with subordinates, 
94; benefi ts of decentralization for, 
63–64; damage infl icted by 
underperforming, 13–14; doing 
the right things, 137–145; how 
experience changes boundaries of 
involvement by, 62; responsibility 
to identify and nurture star 
employees, 66–67; stretching 
people beyond their comfort zone 
practice by, 153; written standards 
for engaging with staff  members, 
29–30

Leadership: A’s unlimited upward 
potential for, 18–19; command 
presence and confi dence aspects 
of, 137–145; getting A players in 
social sector organization, 124–
126; how experience changes 
boundaries of involvement by, 62; 
how institutions are defi ned by 
quality of, 2; “It’s all about who” 
wisdom on, 1, 16; making the 
commitment to build best team, 
2–3; nonprofi t organization, 
106–107; Peter Drucker on 
alignment of strengths through, 
153; providing a competent and 
ethical, 22; understanding that 
relationships are basis of, 150; 
U.S. Army’s “Be-Know-Do” 
approach to, 22; written standards 
for engaging with staff  members, 
29–30. See also Human forces

Lehavi, Ruth, 144–145
“Th e Lex Column,” 41
Life principles: on doing it better 

for less, 155–156; on key to 
successful family partnership, 
151–152; knowing the value of 
long-term relationships, 150–151; 
living a stress-free life, 149–150; 
90 percent budgeting, 155; for 
running a meeting, 147–149; on 
stretching people beyond their 
comfort zone, 153; on thinking 
big, start small, 153–155. See also 
Principles
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Lighting candles: through Mandel 
Foundation, 108; Mandel 
Foundation-Israel’s mission as, 
111–113; a powerful lesson on, 
103–104. See also Philanthropic 
principles

Lincoln, Abraham, 2
“Th e Little Engine Th at Could” 

(children’s story), 139
Long-term relationships: appreciating 

the value of, 150–151; 
understanding that leadership 
depends on, 150

Lynn, Jim, 96

M
Madeja, Mark, 15
Madoff , Bernie, 79–81, 87
Mandel, Barbara (wife), 3, 4, 27, 

61–62, 157
Mandel Center for Leadership 

Excellence, 125, 154–155
Mandel Center for Non-Profi t 

Organizations (Case Western 
Reserve University), 106

Mandel Foundation: the big ideas 
that defi ne giving by, 118–120; 
“fi nd a need and fi ll it” philosophy 
used at, 75; Henry Zucker made 
executive director of, 108; how 
Jehuda Reinharz joined the, 3–5; 
Jewish Community Centers 
(JCCs) program benchmarked by, 
122–124; lighting candles through 
the, 108; mission to strengthen 

Jewish education by, 110–111; 
Mort Mandel continued leadership 
of, 118; opening a center in 
Jerusalem, 111–113; origins of 
the, 106; philanthropic principles 
followed at, 116–117; quality of 
execution and discipline of, 
81–82; think big, start small 
principle followed at, 154–155. 
See also Nonprofi t organizations

Mandel Foundation-Israel: Jewish 
education focus of the, 111–113; 
Mandel Leadership Institute of 
the, 119, 140–145, 160; opening 
of the, 111

Mandel, Jack (brother), 34, 42, 
151–152

Mandel, Joe (brother), 34, 42, 
151–152

Mandel Leadership Institute 
(Jerusalem): emphasis on ethics 
and philosophy, 119; as great place 
to work, 160; nurturing confi dence 
to become A players, 140–145

Mandel, Mort: ability to listen and 
ask the right questions, 61; 
command presence lesson learned 
as soldier, 137–138, 145; 
comments by Peter Drucker on, 
53; continued leadership of 
Mandel Foundation by, 118; on 
getting Jehuda Reinharz to 
succeed, 3–4; on his mother’s 
teachings, 22–23, 104–105, 106, 
157–158; “Howdy Rounds” 
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practice of, 55–56; infl uence of 
Peter Drucker’s advice to, 53–67, 
108, 158; interest and work in the 
social sector by, 104–113; 
introduction to Peter Drucker, 
51–53; learning discipline through 
the U.S. Army, 82–83; mutual 
respect between Peter Drucker 
and, 60; named by Peter Drucker 
as business leader to admire, 66; 
olive tree planted in honor of, 
129–130; on recruiting Jon 
McCloskey, 8–9; refl ections on his 
life by, 157–162; refl ections on 
lessons of Premier-Farnell 
Electronics merger, 33–49; on 
successful family partnership, 
151–152

Mandel, Rose (mother): infl uence on 
Mort’s social sector interest by, 
104–105, 106; lifelong infl uence 
on Mort by, 157–158; teachings 
on ethics by, 22–23

Mandel School for Educational 
Leadership (MSEL), 112–113

Marshall, George C., 64
McCabe, Bob, 21–22
McCloskey, Alison, 9
McCloskey, Jon, 8–9
McDonald’s, 63, 85
McKinsey & Co.’s Institute for the 

Non-Profi t Sector, 107
Meetings: importance of predictable 

and timing of, 149; lessons on 
running, 148–149

Mercy (Navy hospital ship), 71–72
Mergers and acquisitions: Akron 

Brass acquired by Premier, 98; 
batting hit singles approach by 
Premier for, 99; cutting costs 
mistake following, 45–46, 49, 
101; D-A Lubricant acquired by 
Premier, 99–100; identifying the 
A’s, B’s, and C’s during, 101; 
knowing how to do successful, 53; 
Newark Electronics acquired by 
Premier, 76–77, 95–101; 
organizational culture as most 
important part of, 100–101; 
Phoenicia Glass Works Ltd. 
acquired by Premier, 129–136, 
160. See also Premier-Farnell 
Electronics merger

Meritocracy: instituted at Premier, 
151–152; rewarding excellent 
performance, 18

Metz, Milton, 42, 139
Mitzna, Amram, 132, 134
Moulding clips story, 73–74
Multiplier eff ect of A’s, 17

N
Neidus, Stu, 158
New York Stock Exchange, 95
New York Yankees, 17
Newark Electronics: decision to 

purchase, 95–98; negotiating the 
price for, 96–97; transforming 
customer service of, 59–60

90 percent budgeting, 155
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No-alcohol rule, 27–28
No-nepotism rule, 151–152
Nonprofi t organizations: 

commonalities of corporate success 
and, 106–107; great opportunities 
provided through, 106; Stanford 
University conference (1999) on, 
116–118; United Way of 
Cleveland, 103, 105–106. See also 
Mandel Foundation; 
Organizations; Social sector

O
Offi  cer Candidate School, 82
Ohio State University, 109
Olive tree story, 129–130
Operation Desert Storm, 71–72
Organization culture: building and 

maintaining an ethical, 21–48; 
“family fi rst” value of, 161; “fi nd a 
need and fi ll it” value of, 73–75, 
76; “Kill yourself for your 
customer” value built into, 69–78; 
making a great place to work, 
160–161; as most important part 
of mergers and acquisitions, 
100–101; transforming from “sold 
on price” to “sold on service,” 
76–77. See also Business 
management; Corporate value 
system

Organizations: benefi ts of hiring A 
players, 16, 61–63, 161–162; 
building a rich, deep, and ethical 
culture, 21–31; creating one that 

attracts A players, 17–18; how B 
player prevent greater 
accomplishments by, 16; how 
underperforming individuals hurt, 
13–14; sharing the understanding 
of what makes A’s, B’s, and C’s, 
20. See also Nonprofi t 
organizations; Policies

Osborne, Richard, 92, 159–160
Oslo Accords (1995), 144

P
Palm Beach Country Club, 79
Parkwood Corp. (Cleveland): as great 

place to work, 160; hiring a chief 
investment offi  cer at, 8–9; hiring 
A’s instead of settling for B’s at, 
15; investment policies of, 86–87; 
Six Sigma quality incorporated 
into, 84–85

Parkwood Trust Co. (Wilmington), 
160

Passion: A player characteristic of, 5, 
7; description of, 7

Peale, Norman Vincent, 139
Peretz, Dalia, 142–144, 143
Performance, rewarding excellent, 18
Performance inventory, 56–57
Performance reviews: importance of 

accurate, 19; Parkwood Corp. 
approach to, 20; personal conduct 
rule for, 28; Peter Drucker on 
ability to appraise others issue of, 
58–59. See also Feedback

Phi Beta Kappa, 6
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Philanthropic principles: Andrew 
Carnegie’s, 115; believing and 
betting on people as, 116; the big 
ideas that defi ne Mandel 
Foundation’s giving, 118–120; 
“good and eff ective use” of money 
as, 116–117; investing in research 
to make best decisions, 116; 
systematic pursuit of philanthropy 
as, 116. See also Lighting candles

Philosophers, 119
Phoenicia Glass Works Ltd. (Israel): 

benefi ts of A player team for, 16; 
employees’ olive tree planting to 
honor Mort Mandel, 129–130; 
evidence of successful application 
of core principles to, 135–136; as 
great place to work now, 160; 
poor conditions at time of 
purchase, 131; recruiting A 
players to, 131–132; textbook 
execution of transformation of, 
130–135

Pierre Hotel (New York City), 40
Policies: “family fi rst,” 161; 

importance to well-run 
organization, 85–86; Parkwood 
Corp. adherence to investment, 
86–87; principle-based, 81; 
resisting investing with Bernie 
Madoff  due to principle-based, 
79–81, 87; time and attention to 
detail in developing, 83–84. See 
also Organizations

Poncher brothers, 95–96, 97

Poulson, Howard: breaches 
agreement to protect Premier 
senior management, 43–45, 49; 
fi red from Premier-Farnell, 46–47; 
making the Premier-Farnell merger 
terms, 35–36, 37–43

“Power of positive thinking,” 139
Premier-Farnell Electronics merger: 

background of both companies, 
34–35, 36; broken agreement to 
protect Premier senior 
management, 43–45, 49; CEO 
leadership change following, 
46–48; cutting costs mistake 
following, 45–46, 49, 101; 
exploring the terms of the, 35–43; 
initial contact on possible, 33; 
negative press reaction to news of, 
41–42; no-alcohol rule following, 
28. See also Mergers and 
acquisitions

Premier Industrial Corp.: accepted 
for trading on NY Stock 
Exchange, 95; Akron Brass 
acquisition by, 98; background 
and fi nancial information on, 34, 
36; building and keeping an 
ethical culture, 21–22; built 
through excellent customer service, 
73–78; BusinessWeek’s “King 
Customer” cover story on, 77–78; 
D-A Lucricant acquisition by, 
99–100; do it better for less 
principle followed at, 156; as great 
place to work, 160; hiring A’s 
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instead of settling for B’s at, 15; 
lessons learned from merger of 
Farnell Electronics and, 33–49; 
making acquisitions to bat hit 
singles approach at, 99; Newark 
Electronics acquisition by, 76–77, 
95–101; no alcoholic beverages 
rule at, 27–28; no-nepotism rule 
in, 151–152; performance review 
approach at, 20; Phil Sims 
position as chief fi nancial offi  cer 
of, 150; Phoenicia Glass Works 
Ltd. acquisition by, 129–136, 160; 
quality of execution and discipline 
of, 81–82; refl ections on hiring A 
players at, 161; think big, start 
small principle followed at, 154

Price-selling approach: replacing with 
“sold on service,” 76–77; why this 
is not the best approach, 72–73

Prince, Ken, 96
Principles: corporate and nonprofi t 

shared values and, 107; Golden 
Rulebook created from your 
corporate, 83–84; philanthropic, 
115–117; quality of execution and 
discipline, 81–82; resisting investing 
with Bernie Madoff  due to, 79–81, 
87; smart policies based on solid, 
81; transformation of Phoenicia 
Glass Works by using core, 129–
136; transparency guideline and, 80. 
See also Business management; 
Corporate value system; Life 
principles

Q
Quality of execution, 81–82

R
Rabin, Yitzhak, 144
Ramah Camps, 109
Reinharz, Jehuda, 3–5
Reinharz, Shula, 3, 4
Reputation: jealously guard good 

corporate, 26; Warren Buff ett on 
importance of, 23

Restaurant customers, 62–63
Risk assumption, 19
Rockoff , Todd, 123–124
Ronis, Leonard, 150, 174
Running meetings tips, 147–149

S
Sacrifi ce–work ethic relationship, 8
Sagiv, Chezie, 141–142, 145
Self-confi dence: appreciating the 

power of, 138–139; Chezie Sagiv’s 
story on power of, 141–142, 145; 
Dalia Peretz’s story on power of, 
142–144, 145; Fred Harvey 
restaurant incident as lesson on, 
137–138, 145; Mandel Leadership 
Institute’s focus on teaching, 
140–145; Ruth Lehavi’s story on 
power of, 144–145; understanding 
the sources of, 139–140

Shiff er, Varda, 154–155
Shulman, Lee, 116–117
Sims, Phil, 150, 158
Six Sigma, 84–85
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Sloan, Alfred P., 64
Smith, Deborah, 125–126
Social sector: benchmarking analysis 

used in the, 122–124; benefi ts of 
applying business practices into 
the, 121–127; getting A players in 
key leadership jobs in, 124–126; 
Mort Mandel’s interest in the, 
104–105; Peter Drucker on 
discipline and management in the, 
121; philanthropic principles to 
use in the, 115–117. See also 
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