-
.

Contents

Preface  xi
Acknowledgments  xiii

If a Tree Falls in the Woods...: Competing in the
Age of Intangibles

Are We Using Yesterday's Weapons
to Fight Tomorrow's Wars? 2
The Coming of the Age of Intangibles 3
Deciding What's Important 5
What Goes Around Comes Around 6

From Obedience to Commitment: Building an
Organization with Passion

Why Love a Company That Doesn’t Love You Back? 12
A New View: Employees as Assets 17

A New Management Paradigm 19

Management by Principles 22

It’s a Good Idea, But...: Building an Innovative
Organization That Reinvents Itself Every Day

Unlocking the Creative Mystique 30
Running the Creative Gauntlet = 32

wii



viii

4

Contents

Management Style 32
Operational Style 39

The Organizational Culture 47
Reaching the Winner's Circle 52

Internal Communication—More Than Lip Service:
Building an Organization with Total Concentration
and Focus 55

Stress to Success 57

Communicating in the Information Age 58
The Role of Leadership 59

The Role of First-Line Management 68
The Flow of Information 73

Honest, Open Communication 79

The New Way to Communicate 80

If 1 Only Had One Client: Building an Organization
Devoted to Service Excellence 83

The Q Word 85

The Long-Term Consequences of Your Actions 86
Taking a Holistic View 87

The Road to Quality 88

Conclusion 108

Change—Winning in the Fast Lane: Building an
Organization That Adapts Well to Change

We Must Change the Way We View Change 110
Fallacies about Change 113

Change...Why Bother? 116

The Only Thing We Have to Fear Is Fear Itself 117
Learning...K through Life 121

Learning to Learn 125

Organizational Learning 130

Conclusion 135

109

When Fast Isn’t Fast Enough: Building an
Organization That Responds with Speed 137

Picking Up the Pace 139

Organizational Effectiveness 141

Management Style—Getting the Most from Others 151
Personal Time Management 158

Conclusion 163

Caczents

8. Partnering—Entering the Age of Cooperation:

10.

Building a Flexible Organization 185

What Causes Relationships to Fail? 168

The Anatomy of Relationships 175

When Does the Relationship Begin? 176
Creating the Right Environment for Growth 178
Maintaining the Relationship 180

Making It Happen 184

Trust Me...Trust Me Not: Building a Trusting
Organization 187

Trust—The Miracle Ingredient 190
The Parameters of Trust 191
Winning Trust 192

Conclusion 209

Following Your Conscience: A Recipe for Peak
Performance 211

Notes 237
Index 251



