
Index

abilities, leadership 1–2, 59–60, 93–140, 
141–51, 233–6, 250–4, 275

absenteeism 172
Abulafi a, John 170
Accelerated Learning 60–1
accepts-responsibility leadership trait

concepts 94–5, 106–8
Dick’s story 106–7
Jeremy’s story 107

accommodation leadership skill 141–2, 
145–51

achievements 39–40, 98–100
acquisitions see mergers and acquisitions
action words about self, hot-words 123, 

124–5
actions

see also responsibilities
being-and-doing notions 243–8
letting-go benefi ts 17–18
perception-test-action management 

system 157–60, 162–3
rapport 75–7, 102
sense of self 155, 244–8
strategic infl uences 222
widening/narrowing-the-fi eld-of-attention 

outcomes 71–4
added-value 117
agendas

meetings 223–6
Show-and-Tell agenda frames 224

agreements
change 74
training agreements 204

1-2-1 communications 63–9, 73, 85, 100, 
105, 120, 135–6, 139–40, 165, 173, 
179–95, 209–12, 228

see also meetings
bad experiences 186–7
beginning phase 189–92, 209–10, 212
Board members 211, 215
concepts 179–95, 209–12, 228
ending phase 190, 192, 209–10, 212
Ephrain’s story 183–6
facilitative approaches 180–2, 189
format controls with your own 

bosses 209–12
guidelines 187–9, 209–12
limitations 190–2
management competence levels 187
middle phase 190–2, 209–10, 212
motivation 165, 173, 179–95
new staff 181, 192–5
patterns of behavior 182–6
postponements 186–7
reluctant staff 181, 182–6, 188
rules of engagement 186–9, 209–10, 212
second positioning 214–15
silence 183–4
standard/ordinary day-to-day issues 

179–80
starting guidelines 189–92, 209–10, 212
summaries 189, 190, 192, 212
time issues 187–9
your own bosses 209–12

51 percent rule 142, 257–9
360-degree feedback 257–9, 266–7

CO
PYRIG

HTED
 M

ATERIA
L



280  /  INDEX

All Blacks 259–60
alliances 11
America, European contrasts 14
Analytical Graphics, Malvern 49, 89, 97
anchors, NLP 24–5, 153, 270
annual reviews 180–95
anticipation skills 65, 254
apologies, leadership failures 105–6, 107
appearance issues

life balance 28–30
stress signs 197

Arabs 213
archetypes, leadership 154, 238–9, 242–3
Archimedes 59
attention 21–2, 65, 69–74

concepts 65, 69–74
widening/narrowing-the-fi eld benefi ts 65, 

69–74
authenticity leadership trait 94–5, 117–18, 

137–8, 241–54, 275
see also credibility  .  .  .
concepts 117–18, 137–8, 241–54, 275
evolving state 242–3
recalibrations 248–50

autocratic leaders 113
aviation industry 3–4
avoidance confl ict trait 142, 144–5, 149–50, 

191–2
awareness of others

see also self-awareness
emotional intelligence 269, 271–3

BACS payments 148
bad experiences, 1-2-1 

communications 186–7
bad news, communication issues 100
beginning phase

1-2-1 communications 189–92, 209–10, 
212

rapport 77–80
behaviors 64, 67–8, 73–7, 85–6, 223–6, 

241–54, 255–6, 269–72, 275
being-and-doing notions 243–8
change 64, 67–8, 73–4, 269, 275
communication issues 96–100, 271–2
defi nition 64, 67–8
expectations 96–100, 101–4
meetings agenda-frames 223–6
rapport 75–7, 102
sense of self 155, 244–8

being-and-doing notions 243–8
beliefs 84–6, 90–1, 155, 243–4, 245–8, 

259–60, 269
see also mindsets
self-awareness 155

bio-feedback effects, step-back 
processes 12–13

blame, leaders 106–8
Blanchard, Ken 156, 163

Blue-Sky agenda frames 224, 225–6, 230
Board members, 1-2-1 communications 211, 

215
bodily-kinesthetic intelligence 60–1
body language 120–1, 122
bonuses see reward  .  .  .
bosses, infl uencing guidelines 209–15, 

217–22
boundaries, communication issues 96–100, 

101–4
boxers 259–60
brains 22–6, 132, 175, 267–9

see also minds
emotive reactions 22–6
left/right brain contrasts 267–9
refl ective language 132
Roger Sperry brain theory 267–8
underused areas 268

brainstorming methods 57–8
branding advantages, charismatic 

leaders 111–12
breaks

coffee-breaks 140, 231
meetings 225–6, 228–31

breathing, stillness training 21–2
Breibart, Steve 169
broken-record questioning technique 130, 

185–6
business plans 57
busy bodies 13–14
busy head syndrome 269–70
busyness 6, 12, 13–14, 20–6, 64–5, 269–70

effectiveness 12, 13–14, 64–5
emotive reactions 21, 22–6
stillness benefi ts 6, 20–6

caffeine 8, 14
calmness 6–7, 21–2, 68, 153–4, 188
can-do philosophies 115, 251
career plans 11, 203–5
Carnegie, Dale 139
celebrations, rapport 82–4
cell phones 13, 22, 77, 140, 188–9
CEOs 72
Chairmen 215, 220–1, 232–3
challenges

coaching instrument 165, 167–8
concepts 167–8

change
agreements 74
application methods 63–5, 67–8, 73–4, 

118–19, 254, 275
behaviors 64, 67–8, 73–4, 269, 275
communication issues 63–5, 67–8, 73–4, 254
cultural issues 73–4, 118–19
discussions 74
habits 6, 8, 28
positive-spin benefi ts 63–5, 73–4
resistance problems 43–5, 51



 INDEX  /  281

survival issues 59
time savings 31–4, 64–5
understanding of self 155
Wheel-of-Work segment 48, 51, 205–6

characteristics, leadership 1–2, 13, 34–5, 45, 
67–8, 93–140, 141–51, 234–6, 238–9, 
241–54, 275

charismatic leaders 94, 111–12
see also credibility  .  .  .

Charvet, Rose 40
children, life balance 3–7, 19–20, 27–36
Christmas celebrations 84
Christo 112–13
clarity leadership characteristic 1
clear-communicator leadership trait 94, 

96–100, 101, 275
see also communication issues

clinical depression 35–6
closed questions, concepts 166
co-worker relationships 90–1, 248–50, 256–7
coaching 3–5, 38–9, 65, 72, 132, 157, 161–79, 

228, 267
challenges instrument 165, 167–8
concepts 3–5, 65, 157, 161–79, 267
interventions 178–9
Master Classes 132
motivation 157, 161–79
Principle Instruments 165–70
questions instrument 165–7, 169–70, 

177–9
self-awareness 267
silences instrument 165, 168–70, 175, 

230–1
Three-Zone Management Model 161–79
time issues 3–5, 65
well-formed goals 38–9

coffee-breaks 140, 231
collaboration strategy 141–2, 145, 148–51

concepts 148–51
win-win strategies 148–9

collective celebrations 83–4
comfort zone 43–5, 51
commitment 37–45, 105–6, 136–7, 156–7, 

160–1, 167–8, 233–6
failures 105–6
goals 37–45
staff 156–7, 160–1, 167–8, 233–6
understanding-others people skill 136–7

communication issues 1, 10, 61–9, 73, 85, 
92–101, 105–6, 112–14, 118–40, 165, 173, 
178–95, 209–12, 217–22, 254, 256–62, 
271–2, 275

1-2-1 communications 63–4, 67–9, 73, 85, 
100, 105, 120, 135–6, 139–40, 165, 173, 
179–95, 209–12

bad news 100
body language 120–1, 122
boundaries 96–100, 101–4
change 63–5, 67–8, 73–4, 254

clear-communicator leadership trait 94, 
96–100, 101, 275

concepts 10, 11, 61, 63–5, 67–8, 94, 96–
101, 179–95, 209–12, 217–22, 254, 271–2, 
275

desired behaviors 96–100, 101–4
expectations 96–100, 101–4
eye contact 120–1, 186
feedback 92, 100, 105–6, 119–36, 194–5, 

256–62, 271–2, 275
hot-words 122–33
infl uencing guidelines 67–8, 70, 118, 141–

51, 209–15, 217–22
leadership trait 94, 96–100, 101, 251, 254
listening 1, 61, 77, 90–1, 94, 101, 119–38, 

191–2, 251, 265–6, 269–70
questions 25–6, 165–7, 169–70, 175–6, 

177–9
skills 61, 94, 96–100
strategic infl uences 217–22
strategic thinking 10, 11, 64–5
styles 96, 118
target audiences 218–19
visionary communicators 1, 94, 112–14

competence levels, staff 156–79, 233–6, 
241–54

competitive positions 142–4, 147, 149–50, 
233

complainers, refocus benefi ts 16
complex systems

crystallizer leadership trait 94, 111
reports 100
research benefi ts 109–11

compromise leadership skill 141–2, 145, 
147–51

confi dential information, discretion 
leadership trait 94–5, 108, 194

confl ict traits 142–5, 149–50
consistency

leadership trait 94–5, 104–6, 116, 248–9
trust 76, 94–5, 104–6, 116

contented people
effectiveness 65
Wheel of Work 48

context considerations
reliability and consistency leadership 

trait 104–5, 250
Three-Zone Management Model 162–3

contingency plans 70
contributions to others, life balance 29–30, 

65
controls

boundaries 96–100, 101–4
lock-in syndrome 6–7, 65, 270
structures 141

core skills 31–4, 70–1
cost-cutting exercises 117
counseling psychotherapy 170–3, 249
Covey, Stephen 14



282  /  INDEX

creative thought 6, 55–61, 135, 230–1, 268
credibility leadership trait 93–4, 108–18

concepts 93–4, 108–18
key factors 94, 108–18

crystallizer leadership trait 94, 111, 154
see also credibility  .  .  .

cultural issues
busy bodies 14
change 73–4, 118–19
charismatic leaders 94, 111–12
international variations 213
risk attitudes 114–15
solution thinking 57, 164–5
Three-Zone Management Model 164–79
training and development Wheel-of-Work 

segment 203–4
we-can/we-can’t cultures 16

customer experiences 236

daily habits, change benefi ts 6, 8
Dalai Lama (Tenzin Gyatso) 242
Darwin, Charles 59
decisions 7–9, 28, 55–61, 94, 100, 108–18, 

134, 164–5, 251
credibility leadership trait 93–4, 108–18
involvement in decisions 134
snap decisions 28, 109
solution thinking 55–61, 110–11, 164–5
strategic/tactical decisions 7–8, 70–1, 118
think–decision–action loops 8–9
urgent situations 94, 110–11

decisiveness leadership trait 94, 110–11, 251
see also credibility  .  .  .

deep-thought solutions 56–61
introspection 58
refl ective practices 58–9

delegation 6, 10, 13, 17–18, 31–4, 70–1
see also letting-go benefi ts
neurotic individuals 33
time savings 31–4

Department of Trade and Industry 231
depression 35–6
depth of thought

see also minds
solution thinking 55–61

desired behaviors, communication issues 
96–100, 101–4

development
emotional intelligence 264–73
organizational development 11, 32–3, 234–6
talented people 233–6
Three-Zone Management Model 161–79
Wheel-of-Work segment 50, 203–5

diary entries, strategic issues 11, 64–5, 71–2
Dick’s story, accepts-responsibility leadership 

trait 106–7
discretion leadership trait 94–5, 108
discussions, change 74
doing, being-and-doing notions 243–8

driving
cell phones 22
radios 21–2
road-rage 23–6

dysfunctional behavior, staff 99–100, 103, 
205, 249–50

eating out, life balance 28–30
ecology checks, goal conditions 39–40
Edelman, Marian Wright 168
effectiveness 6–7, 12, 13–16, 27–8, 44–5, 61, 

64–5
busyness 12, 13–14, 64–5
contented people 65
focus 15–16
stretch zone 44–5
work-time levels 27–8

EI see emotional intelligence
emails 8–9, 73, 79–81, 83, 139–40, 226
emotional intelligence (EI)

assessment test 264–6
awareness of others 269, 271–3
concepts 59–60, 120, 137, 147, 237, 263–73
development 264–73
EI/IQ successes 59–60, 263–73
improvements 266–73
innate levels 273
levels 264–6, 273
Roger Sperry brain theory 267–8
self-awareness 266–8, 269, 271–3
self-management 269–70, 272–3

emotive reactions
emotive impact curves 23–5
hot-words 122–3, 125–7, 142–3
interventions 24–6
limiting beliefs 44–5
refl ective questions 25–6
resistance problems 44–5
Stillness–Activity dimension diagram 21, 

22–6, 252
Three-Zone Management Model 171–9

ending phase
1-2-1 communications 190, 192, 209–10, 

212
rapport 81, 192

environmental issues
life balance 29–30
strategic thinking 10

Ephrain’s story, 1-2-1 communications 183–6
epilogue 275
ergonomic considerations, meetings 228–9
errors, work-time levels 27–8
eureka moments 21–6, 59
European contrasts, America 14
expectations, behaviors 96–100, 101–4
experience 1, 3–4, 18–20, 25–6, 56–61, 

110–11, 244–5
emotive reactions 25–6
solution thinking 56–61, 110–11



 INDEX  /  283

expletives, hot-words 123, 128–9
expressiveness, behavior 64, 68
exquisite listening 90–1, 101, 119–36
extended perceptions

see also sensory journeys
concepts 18–20

extended Three-Zone Management 
Model 170–9

external objects, stillness 21–2
extreme value-judgments about others, 

hot-words 123, 131
eye contact 120–1, 186

face-to-face meetings 63–4, 67–9, 73, 78–9, 
81, 83, 85, 100, 105, 120, 135–6, 139–40, 
165, 173, 179–95, 209–12

facilitative approaches
1-2-1 communications 180–2, 189
annual reviews 180–2
concepts 165, 225, 232
independent staff 156–7, 160–70, 176–9
meetings 180–2, 189, 225–6, 232

Facilities Management, complaints 16
failures 44–5, 56–61, 99–100, 104–6, 107, 

115, 221, 251
apologies 105–6, 107
commitment 105–6
fears 44–5
learning opportunities 99–100, 251
reliability and consistency leadership 

trait 104–5
risk attitudes 115
solution thinking 56–61

faith activities, life balance 29–30
families, life balance 3–7, 19–20, 27–36
FDs 72, 102
fears

see also emotive reactions
stretch zone 44–5, 51

feedback 92, 100, 105–6, 119–36, 194–5, 
256–62, 271–2, 275

360-degree feedback 257–9, 266–7
concepts 256–62, 271–2, 275
interpretation issues 260–2
knowledge 262
mindsets 259–61
questions 258–9
self-awareness 256–9, 266–8, 271–2
self-learning 257
summaries 134, 194–5

fi re-fi ghting
concepts 7–11, 12–26, 27–8, 64–5
LIS (lock-in syndrome) dangers 7, 16, 27–8, 

64–5
patterns of behavior 7–9
step-back benefi ts 12–13, 16
strategic issues 7–8, 9–11, 64–5
think–decision–action loops 8–9
time issues 7–11, 64–5

fl exibility leadership trait
concepts 94, 98, 101–3, 106–7, 137, 155–7, 

160, 171, 182, 189, 251, 275
favoritism dangers 102

fl exible minds 9–10, 21–6, 59–61
focus

concepts 5–7, 14–16, 28, 65, 203, 251
effectiveness 15–16
impact 14–16, 85–6, 203, 251
letting-go benefi ts 15–16
LIS (lock-in syndrome) 16, 28
lock-in syndrome 5–7
refocus benefi ts 15–16, 69–74

focus groups 226
France 213
friends, life balance 28–36
future pacing see sensory journeys

Gandhi, Mahatma (1869–1948) 242
Gardner, H. 60
Gibran, Kahlil 20–2
giving credit for ideas, people skills 134–6, 

232, 251
goal-creation leadership characteristic 1
goals

comfort zone 43–5
concepts 1, 37–45, 113–14
conditions 39–40
limiting beliefs 44–5
motivation traits 40–2
pre-goal method 37–9
resources 37–45, 113–14
stretch zone 42–5
visioning processes 113–14, 242–3, 275
well-formed goals 38–9

grape-vine, recognition 135
great leaders 154, 238–9, 242–3, 275
growth aspects, understanding of self 155

habits, change benefi ts 6, 8, 28
handwritten notes, interested-in-me people 

skill 139–40
health

hormonal effects 24–5
life balance 28–30
stress levels 195, 197
time issues 3, 6, 28–30

healthy action cycle 34–6, 40, 82–3
heartbeats, stillness training 21–2
hobbies 28–30, 89–90
holidays, life balance 28–30
holistic approaches 4, 20, 32–4, 39–40, 55–6, 

89–90, 142, 166–7, 178, 218, 255–6, 268
honesty 97–8, 118, 138, 189, 191–2, 212

see also authenticity  .  .  .
honoring

giving credit for ideas 134–6, 232, 251
rapport 77, 81, 82–4, 232

hormonal effects, emotive reactions 24–5



284  /  INDEX

hot-words
action words about self 123, 124–5
concepts 122–33, 142–3
expletives 123, 128–9
extreme value-judgments about others 123, 

131
named emotions 123, 125–7
precision words 129–30
refl ective language 123, 126–34
reinterpretation dangers 123–4, 126
sensory words 123, 127–8
types 123
value-judgments about self 123, 124
words sounding out-of-place 123, 129

How to Win Friends and Infl uence People 
(Carnegie) 139

HR, complaints 16
humor, leadership characteristic 252–3

ideas, giving credit 134–6, 232, 251
identity concepts 245–8
impact, focus 14–16, 85–6, 203, 251
independent staff 156–7, 160–70, 176–9
infl uencing guidelines 67–8, 70, 118, 141–51, 

209–15, 217–22
bosses 209–15, 217–22
international cultural variations 213
leadership 67–8, 70, 118, 141–51, 213–15, 

217–22
peers 213–15, 217–22
second positioning 214–15
stakeholders 218–22
strategic issues 217–22
target audiences 218–19

information
see also knowledge
concepts 109, 163, 271–2
media options 96, 229
sources 109, 271
Three-Zone Management Model 161–79

insights 271–2
instincts 55–6, 137
integrity 118

see also authenticity  .  .  .
intelligence quotient (IQ) 59–60, 263–4, 269
intelligences

see also emotional intelligence
concepts 59–60, 120, 137, 147, 237, 

263–73
types 59–60

interested-in-me people skill 94, 139–40
interim activities, meetings 226
internal marketing 11
internal objects, stillness 21–2
internalized goals, motivation factors 41–2
interpersonal intelligence 60–1

see also emotional intelligence
interpretation issues

feedback 260–2

reinterpretation dangers 123–4, 126
semantics 191

interruptions, listening 121, 175–6, 183–4, 
191–2

interventions, emotive reactions 24–6
intrapersonal intelligence 60–1

see also emotional intelligence
introspection

see also refl ective practices
deep-thought solutions 58
leadership characteristics 1, 28–30, 34–6
life-balance areas 28–30

involvement in decisions, people skills 134
IQ (intelligence quotient) 59–60, 263–4, 269
IT, complaints 16

Japan 213
Jeremy’s story, accepts-responsibility 

leadership trait 107
job satisfaction see work satisfaction
John’s story, time issues 3–4
judgments, listening 121–3, 124, 131, 273

Kate’s story, time issues 4–5
Kékulé 59
kids, life balance 3–7, 19–20, 27–36
King, Martin Luther, Jr (1929–68) 242
king-makers 255–6
knowledgable leadership trait 94, 108–10

see also credibility  .  .  .
knowledge 3–4, 94, 108–10, 252, 262, 269

see also information; research benefi ts
concepts 3–4, 94, 108–10, 252, 262
feedback 262
sources 109, 269

language patterns, behavior 64, 68
lateness, meetings 13
leadership

see also Three-Zone Management Model
abilities 1–2, 59–60, 93–140, 141–51, 

233–6, 250–4, 275
accepts-responsibility trait 94–5, 106–8
accommodation skill 141–2, 145–51
anticipation skills 65, 254
apologies 105–6, 107
archetypes 154, 238–9, 242–3
authenticity trait 94–5, 117–18, 137–8, 

241–54, 275
avoidance confl ict trait 142, 144–5, 

149–50, 191–2
being-and-doing notions 243–8
blame 106–8
characteristics 1–2, 13, 34–5, 45, 67–8, 

93–140, 141–51, 234–6, 238–9, 241–54, 275
charismatic leaders 94, 111–12
clear-communicator trait 94, 96–100, 101, 

275
collaboration skill 141–2, 145, 148–51



 INDEX  /  285

comfort/stretch zone balance 45, 51, 
160–1, 167–8, 206, 268

communicator trait 94, 96–100, 101, 251, 254
competitive positions 142–4, 147, 149–50, 

233
compromise skill 141–2, 145, 147–51
concepts 1–2, 13, 59–60, 93–140, 141–51, 

238–9, 241–54, 275
confl ict traits 142–5, 149–50
consistency trait 94–5, 104–6, 116, 248–9
credibility trait 93–4, 108–18
crystallizer trait 94, 111, 154
decisiveness trait 94, 110–11, 251
discretion trait 94–5, 108
emotional intelligence 59–60, 120, 137, 

147, 237, 263–73
epilogue 275
fl exibility trait 94, 98, 101–3, 106–7, 137, 

155–7, 160, 171, 182, 189, 251, 275
great leaders 154, 238–9, 242–3, 275
humor characteristic 252–3
infl uencing role 67–8, 70, 118, 141–51, 

209–15, 217–22
interested-in-me people skill 94, 139–40
international cultural variations 213
knowledgable trait 94, 108–10
listening skills 1, 61, 94, 101, 119–36, 138, 

191–2, 251, 265–6, 269–70
management contrasts 156–7, 261–2
metaphors 154
mindsets 84–6, 153–4, 243–4, 259–61, 269, 

275
over-management problems 32, 74, 138, 

155–60, 171, 197, 261
people skills 93–4, 118–40, 155–6, 191–2, 

233, 250–4
perceptions of others 90–1, 248–50
perfection-tuning processes 253–4
qualities 1–2, 93–140, 141–51, 233–6, 

238–9, 241–54
rapport and trust 75–87, 93–118, 141, 

148–51, 167–9, 192, 213–15
reliability and consistency trait 94–5, 

104–6, 116, 248–9
risk attitudes 45, 94, 114–15, 149, 251
role-models 154, 238–9, 242–3
self concepts 1–2, 33, 36, 40, 84–6, 153–4, 

155–6, 171–2, 175–8, 237–9, 242–3, 
244–54, 255–62, 266–9, 271–3

self-acknowledgement imperatives 34–6, 40
self-learning leaders 237–9, 242–3, 244–8
Situational Leadership Model 156–7, 163
skills 1–2, 59–60, 93–140, 141–51, 160, 

170–9, 233–6, 237–8, 250–4, 275
straight-talker trait 94, 100, 189, 191–2
stringed-instrument analogy 250–4
styles 113–14, 156–79, 238–9, 242–3
supportive qualities 94–5, 101, 137–8, 199, 

251

symbols 154
totems 154
traits 93–118, 250–4, 275
trust factors 75–87, 93–118, 141, 148–9, 

213–15
under-management problems 155–60, 171, 

197
understanding-others people skill 94, 

136–7, 155–60, 171–4, 237–9, 263–73
vision 1, 94, 112–14, 242–3, 275
walks-the-talk trait 94–5, 116–18

learning
see also stretch zone
failures 99–100, 251
ongoing processes 233, 275
self-learning leaders 237–9, 242–3, 244–8

Learning & Development, complaints 16
left/right brain contrasts 267–9
letters, rapport 83
letting-go benefi ts

see also delegation
concepts 15–18, 22
focus 15–16
responsibilities 17–18

life balance 3–7, 19–20, 27–36, 64–5, 82–3, 
195, 241–2, 253–4

see also Wheel of Work
concepts 6–7, 19–20, 27–36, 64–5, 195, 

253–4
healthy action cycle 34–6, 40, 82–3
introspection areas 28–30
priorities 6–7
rankings 29–30
Robin’s story 35
self-acknowledgement imperatives 34–6, 

40
time savings 31–4, 64–5

limitations, 1-2-1 communications 190–2
limiting beliefs 44–5
linguistic intelligence 60–1
LIS (lock-in syndrome), concepts 5–7, 16, 

27–8, 35, 64–5, 270
listening 1, 61, 77, 90–1, 94, 101, 119–38, 

191–2, 230, 251, 265–6, 269–70
concepts 1, 61, 77, 94, 119–36, 138, 230, 

251, 265–6, 269–70
exquisite listening 90–1, 101, 119–36
eye contact 120–1, 186
hot-words 122–33, 142–3
interested-in-me people skill 139–40
interruptions 121, 175–6, 183–4, 191–2
judgments 121–3, 124, 131, 273
leadership characteristics 1, 61, 94, 101, 

119–38, 191–2, 251, 269–70
rapport 77
skills 1, 61, 77, 94, 119–36
summaries 121, 130–4, 189
supportive leaders 138
thinking errors 121–2, 127, 230



286  /  INDEX

lock-in syndrome (LIS), concepts 5–7, 16, 
27–8, 64–5, 270

logical processing 21–6, 71–3, 244, 267–8
logical thinking, limiting beliefs 44–5
logical–mathematical intelligence 60–1
Lowell, James Russell 14
loyalties, staff 104–7, 116–17, 118, 137–8, 

204–5

McDonald’s food chain 116
Maharshi, Sir Ramana 168
mail 8–9, 73, 79–81, 83, 139–40, 226
major tasks, Wheel-of-Work segment 48, 

51–2, 206–7
management

see also Three-Zone Management Model
concepts 2, 155–60, 261–2, 272–3
emotional intelligence 269–70, 272–3
leadership contrasts 156–7, 261–2
meetings 223–32
over-management problems 32, 74, 138, 

155–60, 171, 197, 261
perception-test-action system 157–60, 

162–3
styles 156–79
under-management problems 155–60, 171, 

197
Mandela, Nelson 42, 242
Maslow, A. 51
Master Classes, coaching 132
measure risks 94, 114–15
meditation 21
meetings 13, 31, 63–73, 85, 100, 105, 120, 

135–6, 139–40, 165, 169–70, 173, 179–95, 
209–12, 223–32

1-2-1 communications 63–4, 67–9, 73, 85, 
100, 105, 120, 135–6, 139–40, 165, 173, 
179–95, 209–12

agendas 223–6
beginning phase 189–92, 209–10, 212, 

227–8
breaks 225–6, 228–31
ending phase 190, 192, 209–10, 212, 227–8
energy-monitoring guidelines 228–9, 231
ergonomic considerations 228–9
face-to-face meetings 78–9, 81, 83, 179–95
facilitative approaches 180–2, 189, 225–6, 

232
interested-in-me people skill 139–40
interim activities 226
involvement success factors 228
lateness 13
management 223–32
middle phase 190–2, 209–10, 212, 227–8
objectives 223–4, 231–2
purposes 223–4, 231–2
silence 169–70, 175, 183–4, 194–5, 230–1
status quo 231–2
strategic thinking 71–2

success factors 226–32
terminations 231–2
thought leaders 229
time issues 31, 73, 187–9, 225–6, 227–31

mental disorders 33, 35–6
mentoring

concepts 160–79, 205
Three-Zone Management Model 161–79

mergers and acquisitions 70, 115, 143, 224
metaphors, defi nition 154
metaprograms 40
mid-brain activities, emotive reactions 22–6
middle phase

1-2-1 communications 190–2, 209–10, 212
meetings 190–2, 209–10, 212, 227–8
rapport 79–81

mile posts, goals 40
minds

see also brains
fl exible minds 9–10, 21–6, 59–61
solution thinking 55–61
training 21
workouts 21

mindsets 84–6, 153–4, 243–4, 259–61, 269, 
275

see also beliefs; values
defi nition 84, 153, 259
feedback 259–61
rapport/trust 84–6

misunderstandings 10
modesty 244
morale 107, 116–17, 156–7, 187, 204–5
motivation 19–20, 40–2, 49, 52–3, 70–1, 94, 

103, 133, 136–7, 144–5, 155–208
1-2-1 communications 165, 173, 179–95
coaching 157, 161–79
component parts 155–6
concepts 40–2, 49, 52–3, 155–208
goals 40–2
mentoring 160–79
over-management problems 32, 74, 138, 

155–60, 171, 197
perception-test-action system 157–60, 

162–3
relationships 49, 198–9
security concepts 51, 205–6
stress 195–7, 252
Three-Zone Management Model 161–79
under-management problems 155–60, 171, 

197
understanding of self 155–6, 237–9, 242–3
understanding-others people skill 94, 

136–7, 155–60, 171–4
Wheel of Work 52–3, 192–4, 197–208
work satisfaction 49–50, 199–203

multiple intelligences
see also intelligences
concepts 59–61

musical intelligence 60–1



 INDEX  /  287

named emotions, hot-words 123, 125–7
names, usage 81
narrowing the fi eld of attention, purpose 

level 65, 69–74
negative attitudes, staff 205
neurotic individuals 33
new staff 1-2-1 communications 181, 192–5
Newsom, Gavin 99
NLP 24–5, 153, 270
number of major tasks, Wheel-of-Work 

segment 48, 51–2, 206–7
number of reports, Wheel-of-Work 

segment 48, 52, 207–8

objectivity 10–11, 12–13
‘okay’ word 137, 146–7
open questions, concepts 166
opportunities 64, 70–1, 109–10, 203–4, 

218–22
organizations

development issues 11, 32–3, 234–6
overview of characteristics 234–6

out-of-place words, hot-words 123, 129
outcomes

goals 39–40
meetings agenda-frames 223–6

over-management problems 32, 74, 138, 
155–60, 171, 197, 261

concepts 138, 155–60, 171, 197, 261
supportive leaders 138

P&D (Participate-and-Develop) agenda 
frames 224, 225

panic 171–2
Participate-and-Develop (P&D) agenda 

frames 224, 225
partnerships

collaboration leadership skill 141–2, 145, 
148–51

life balance 29–30
patterns of behavior 7–9, 23–6, 28, 55–6, 

182–6, 197, 269–70
1-2-1 communications 182–6
emotive reactions 23–6
fi re-fi ghting dangers 7–9
instinctive solutions 55–6
stress 197

pauses
rapport 80–1
step-back benefi ts 12–13

payroll staff 98
peers, infl uencing guidelines 213–15, 217–22
people skills

see also staff
giving credit for ideas 134–6, 232, 251
interested-in-me skill 94, 139–40
involvement in decisions 134
leadership 93–4, 118–40, 155–6, 191–2, 

233, 250–4

listening 1, 61, 77, 94, 119–36, 265–6, 
269–70

refl ective language 123, 126–34, 191–2
understanding-others skills 94, 136–7, 

155–60, 171–4, 237–9, 263–73
perception-test-action management 

system 157–60, 162–3
perceptions 1–2, 10, 18–20, 90–1, 136–7, 

143–4, 157–60, 162–3, 165, 167–70, 
214–15, 243–50, 268

challenges 165, 167–8
extended perceptions 18–20
second positioning 214–15
third parties 248–50

perfection-tuning processes 253–4
Performance Coaching (author) 112–13
Performance-and-Priorities agenda 

frames 224, 225
Persistent Stress Syndrome (PSS) 197
personal changes

see also change  .  .  .
application methods 63–5, 67–8, 73, 254

personal contributions
see also responsibilities
concepts 17–18, 65

personal growth, life balance 29–30
personal information, relationships 90–1
personal state, concepts 22, 35–6, 272–3
perspectives 1–2, 10, 19–20, 131
physical activities, life balance 28–30
positive effects, goals 39–45
positive-spin benefi ts, change 63–5, 73–4
postponements, 1-2-1 communications 

186–7
powers, silence 169, 175, 183–4, 194, 

230–1
pre-goal method, concepts 37–9
precision words, hot-words 129–30
presentations

media options 96, 229
time savings 32

Principle Instruments, coaching 165–70
priorities 6–7, 14, 29–30, 224, 225

life balance 6–7
lock-in syndrome 6–7
Performance-and-Priorities agenda 

frames 224, 225
resources 38

private information 90
proactiveness 14–15
projections 18–20

see also sensory journeys
PSS (Persistent Stress Syndrome) 197
psychological state see personal state
psychotherapy 170–3, 249
purposes

meetings 223–4, 231–2
narrowing the fi eld of attention 65, 69–74
Wheel-of-Work segment 48, 52–3, 71, 208



288  /  INDEX

qualities
leadership 1–2, 93–140, 141–51, 233–6, 

238–9, 241–54
sense of self 244–7

questions
broken-record questioning technique 130, 

185–6
coaching instrument 165–7, 169–70, 177–9
feedback 258–9
number of reports 207–8
refl ective questions 25–6
types 166, 175–9
what-if questions 225–6

R&D (research and development) 261
R&R (rest and recuperation), life 

balance 28–30
R&R (reward and recognition) 47–9, 85, 

102–3, 134–5, 198, 232, 236
radios, driving 21–2
rankings

life balance 29–30
Wheel of Work 53, 194

rapport
see also relationships; trust
beginnings 77–80
celebrations 82–4
concepts 75–87, 102, 141, 148–51, 167–9, 

192, 213–15
defi nition 75–7
ends 81, 192
honoring 77, 81, 82–4, 232
international cultural variations 213–14
listening 77
middles 79–81
mindsets 84–6
pauses 80–1
skills 76–7
suggestions 76–7
tangible aspects 75–6

the Real Thing 241–54, 275
see also authenticity  .  .  .

recognition 47–9, 85, 134–6, 149–51, 198, 
232, 236

confl ict traits 149–51
giving credit for ideas 134–6, 232, 251
grape-vine 135
Wheel-of-Work segment 47–9, 85, 134–5, 

198
recruitment issues 97, 233
refl ective language 123, 126–34, 191–2

concepts 131–4, 191
hot-words 123, 126–34
practice 132–3

refl ective practices 9–11, 15–16, 20–6, 58–9, 
100, 153–4, 165, 230–1, 269–71

benefi ts 9–11, 15–16, 20–6, 58–9, 153–4, 
165, 230–1, 269–71

breaks in meetings 230

deep-thought solutions 58–9
emotive reactions 25–6
focus 15–16
mindsets 153–4
strategic issues 9–11, 58–9

refocus benefi ts 15–16, 69–74
reinterpretation dangers, hot-words 123–4, 

126
relationships 48–9, 70–1, 89–92, 131, 178, 

198–9, 248–50
see also rapport; trust
building methods 89–92, 178, 198–9
co-worker relationships 90–1, 248–50, 

256–7
concepts 48, 49, 89–92, 198–9, 248–50
motivation 49, 198–9
personal information 90–1
Wheel-of-Work segment 48, 49, 198–9

reliability and consistency leadership trait
concepts 94–5, 104–6, 116, 248–9
context considerations 104–5, 250
failures 104–5

reluctant staff, 1-2-1 communications 181, 
182–6, 188

reports 31–4, 48, 52, 71, 73, 207–8
see also staff
complex systems 100
time savings 31–4, 71, 73
Wheel-of-Work segment 48, 52, 207–8

research benefi ts
see also knowledge
decisions 109–11
vision 113–14

resistance problems
change 43–5, 51
emotive reactions 44–5
stretch zone 43–5, 51

resources
goals 37–45, 113–14
priorities 38
solution thinking 55–61

respect 89–90, 233
responsibilities

see also personal contributions
51 percent rule 142, 257–9
leadership trait 94–5, 106–8
letting-go benefi ts 17–18
neurotic individuals 33
Wheel-of-Work segment 52

rest and recuperation (R&R), life 
balance 28–30

restructurings, time savings 31–4, 70
retention issues, staff 204
reward and recognition (R&R) 47–9, 85, 

102–3, 134–5, 198, 232, 236
right/left brain contrasts 267–9
risk attitudes

see also credibility  .  .  .
leadership 45, 94, 114–15, 149, 251



 INDEX  /  289

road-rage 23–6
Robin’s story, life balance 35
role-models, leadership 154, 238–9, 242–3
rules of engagement, 1-2-1 

communications 186–9, 209–10, 212

savings, time issues 31–4, 38–9, 64–5, 71, 73
scenarios 18–20, 43, 55–61

see also sensory journeys
solution thinking 55–61

second positioning 214–15
security concepts 51, 104–5, 138–9, 205–6

job security 205–6
motivation 51, 205–6

segments, Wheel of Work 47–53, 192–3, 
197–208

self
see also mindsets
being-and-doing notions 243–8
concepts 1–2, 33, 36, 40, 84–6, 153–4, 

155–6, 171–2, 237–9, 242–3, 244–54, 
255–62, 266–9, 271–3

sense of self 84–6, 153–5, 237–9, 242–3, 
244–54, 259–60

stringed-instrument analogy 250–4
understanding of self 155–6, 237–9, 242–3, 

244–8, 263–73
self-acknowledgement imperatives, 

leadership achievements 34–6, 40
self-awareness

see also understanding of self
coaching 267
concepts 155–6, 175–8, 237–9, 242–3, 

244–54, 255–62, 266–8, 269, 271–3
emotional intelligence 266–8
feedback 256–9, 266–8, 271–2

self-challenge leadership characteristic 1
self-coaching 2
self-confi dence 36, 40, 171–3
self-esteem 33, 36, 40, 171–2
self-harming individuals 172
self-learning leaders 237–9, 242–3, 244–8, 

257
self-management, emotional 

intelligence 269–70, 272–3
self-refl ection see refl ective practices
semantics, interpretation issues 191
sense of self 84–6, 153–5, 237–9, 242–3, 

244–54, 259–60
see also self  .  .  .

sensory journeys
concepts 19–20, 34
Viv’s story 19–20

sensory words, hot-words 123, 127–8
shareholders 72

see also stakeholders
Show-and-Tell agenda frames 224
silence 20–6, 165, 168–70, 175, 183–4, 194–5, 

230–1

see also stillness
1-2-1 communications 183–4
coaching instrument 165, 168–70, 230–1
concepts 20–6, 165, 168–70, 175, 183–4, 

194–5, 230–1
discomfort 169, 175
meetings 169–70, 175, 183–4, 194–5, 

230–1
powers 169, 175, 183–4, 194, 230–1

sinusoidal effects, emotive reactions 24–5
Situational Leadership Model 156–7, 163
skills 1–2, 6, 11, 31–4, 48, 50, 59–60, 61, 

70–1, 89–90, 93–140, 141–51, 160, 170–9, 
203–5, 233–6, 250–4

communication issues 61, 94, 96–100
core skills 31–4, 70, 71
leadership 1–2, 59–60, 93–140, 141–51, 

160, 170–9, 233–6, 237–8, 250–4, 275
listening 1, 61, 77, 94, 119–36
rapport 76–7
staff 6, 11, 31–4, 50, 170–9, 203–5, 233–6
Three-Zone Management Model 170–9

sleeping 21
snap decisions 28, 109
solution thinking

concepts 55–61, 110–11, 164–5
cultural issues 57, 164–5
deep-thought solutions 56–61
EI/IQ successes 59–60, 263–73
instinctive solutions 55–6
multiple intelligences 59–61

solution-seeking leadership characteristic 1
spatial intelligence 60–1
specifi c factors, goals 39–40
Sperry, Roger 267–8
staff 6, 10, 11, 13, 31–4, 47–53, 63–5, 67–9, 

70–1, 73, 85, 100, 105, 120, 135–6, 
139–40, 155–208, 233–6, 254

see also people skills; teams
1-2-1 communications 63–4, 67–9, 73, 85, 

100, 105, 120, 135–6, 139–40, 165, 173, 
179–95

annual reviews 180–95
boundaries 96–100, 101–4
career plans 11, 203–5
characteristics’ overview 234–6
coaching 3–5, 38–9, 65, 72, 132, 157, 

161–79
commitment levels 156–7, 160–1, 167–8, 

233–6
competence levels 156–79, 233–6, 241–54
desired behaviors 96–100, 101–4
dysfunctional behavior 99–100, 103, 205, 

249–50
independent staff 156–7, 160–70, 176–9
loyalties 104–7, 116–17, 118, 137–8, 204–5
mentoring 161–79, 205
motivation 19–20, 40–2, 49, 52–3, 70–1, 

94, 103, 133, 136–7, 144–5, 155–208



290  /  INDEX

new staff 1-2-1 communications 181, 
192–5

over-management problems 32, 74, 138, 
155–60, 171, 197, 261

personal changes 63–5, 67–8, 73, 254
recruitment issues 97, 233
retention issues 204
reward and recognition Wheel-of-Work 

segment 47–9, 85, 102–3, 134–5, 198, 
232, 236

skills 6, 11, 31–4, 50, 170–9, 203–5, 233–6
strategic thinking 10, 11, 64–5, 71–2
talented people 233–6
threats 50
Three-Zone Management Model 161–79
training 50, 203–5, 236
training and development Wheel-of-Work 

segment 50, 203–5
under-management problems 155–60, 171, 

197
Wheel of Work 47–53, 192–4, 197–208
work satisfaction 49–50, 199–203

stakeholders 72, 84–5, 113–14, 115, 118, 
218–22

starting guidelines, 1-2-1 
communications 189–92, 209–10, 212

status quo, meetings 231–2
step-back benefi ts, fi re-fi ghting 12–13, 16
stillness

see also silence
concepts 6, 20–6, 252
training 21–2

Stillness–Activity dimension diagram 20–6, 
252

stimulants 8, 14, 140, 231
straight-talker leadership trait 94, 100, 189, 

191–2
strategic issues

accommodation leadership skill 145–51
actions 222
collaboration leadership skill 145, 148–51
compromise leadership skill 145–51
diary entries 11, 64–5, 71–2
fi re-fi ghting dangers 7–8, 9–11, 64–5
infl uencing guidelines 217–22
people skills 118
refl ective practices 9–11, 58–9, 153–4
subjects 11
widening the fi eld of attention 65, 

69–74
stress 10–11, 172–3, 195–7, 207, 252–3

concepts 195–7, 207, 252–3
health problems 195, 197
humor 252–3
oscillating levels 195–6
reduction methods 252–3
signs 195–7

stretch zone, concepts 42–5, 51, 160–1, 
167–8, 206, 268

stretch-goals 1, 39–40, 42–5
see also goals
leadership characteristic 1

stringed-instrument analogy 250–4
‘stuff’, focus issues 15–16
successes 44–5, 56–61, 83–4, 87, 115, 163, 

218–19, 221–2, 226–32, 247–8, 263–73
being-and-doing notions 247–8
celebrations 82–4
EI/IQ successes 59–60, 263–73
meetings 226–32
rapport/trust 87
risk attitudes 115, 149
solution thinking 56–61

succession planning 11, 70–1
summaries

1-2-1 communications 189, 190, 192, 212
feedback 134, 194–5
listening 121, 130–4, 189

supportive leaders
concepts 94–5, 101, 137–8, 163, 199, 251
listening skills 138
over-management problems 138
Three-Zone Management Model 161–79

survival issues, change 59
symbols, leadership 154

tactical decisions 7–8, 70–1, 118
fi re-fi ghting dangers 7–8
people skills 118–19

talented people 233–6
see also competence levels

teams 70, 72, 83–6, 99–100, 106–7, 113–14, 
134–6, 203–5, 222, 225–6, 234–6, 252–3, 
256

see also staff
giving credit for ideas 134–6, 232, 251
humor benefi ts 252–3
overview of characteristics 234–6

technologies 72–3
telephone beginnings, rapport 78–81
terminations, meetings 231–2
tests, perception-test-action management 

system 157–60, 162–3
Theresa, Sister 242
think–decision–action loops, fi re-fi ghting 8–9
third parties, perceptions 248–50
thought leaders, meetings 229
threats 44–5, 51, 64, 70, 109–10, 214–15, 

218–22
Three-Zone Management Model

concepts 161–79
context considerations 162–3
counseling psychotherapy 170–1
cultural issues 164–79
extended model 170–9
practical workings 170–9
zonal differences 171–9
Zone 0 people 170–6



 INDEX  /  291

Zone 1 people 173–6
Zone 2 people 176–8
Zone 3 people 178–9

time issues 2–30, 31, 58–9, 64–5, 73, 83–6, 
187–9, 226, 227–8, 269–70

1-2-1 communications 187–9
breaks 225–6, 228–31
busy bodies 13–14
busyness 6, 12, 20–6, 64–5, 269–70
celebrations 83–4
coaching benefi ts 3–5, 65
deep-thought solutions 58–9
fi re-fi ghting 7–11, 64–5
focus 5–7, 14–16, 28
health effects 3, 6, 28–30
John’s story 3–4
Kate’s story 4–5
letting-go benefi ts 15–18, 22
life balance 31–4
lock-in syndrome 5–7, 27–8, 35, 64–5, 270
meetings 31, 73, 187–9, 225–6, 227–31
savings 31–4, 38–9, 64–5, 71, 73
sensory journeys 19–20, 34
solution thinking 55–61
step-back benefi ts 12–13, 16
stillness 6, 20–6
strategic thinking 7–8, 9–11, 64–5, 71–2
trust 86–7

time management 8–9, 11–12
time-constraint factors, goals 40
totems, leadership 154
‘toward orientation’ motivation factors 41–2
training

see also coaching; skills
agreements of tenure 204
minds 21
staff 50, 203–5, 236
Three-Zone Management Model 170–9
time savings 32–3
Wheel-of-Work segment 50, 203–5

traits, leadership 93–118, 250–5, 275
travel, time savings 31
trends 114
trust

see also rapport; relationships
accepts-responsibility leadership trait 94–5, 

106–8
authenticity leadership trait 94–5, 117–18, 

137–8, 241–54
concepts 75–87, 93–118, 141, 148–9, 

213–15
consistency needs 76, 94–5, 104–6, 116
defi nition 86–7
discretion leadership trait 94–5, 108
factors 93–118
fragility 86–7
interested-in-me people skill 94, 139–40
international cultural variations 213–14
mindsets 84–6

reliability and consistency leadership 
trait 94–5, 104–6, 116

supportive leaders 94–5, 101, 137–8
time issues 86–7
walks-the-talk leadership trait 94–5, 

116–18

U-model 58
under-management problems 155–60, 171, 

197
understanding of self

see also motivation; self-awareness
change aspects 155
component parts 155
concepts 155–6, 237–9, 242–3, 244–8, 

263–73
growth aspects 155

understanding-others people skill 94, 136–7, 
155–60, 171–4, 237–9, 263–73

unions 102–3
urgent situations, decisions 94, 110–11

value-judgments
about others 123, 131
about self 123, 124

values 84–6, 90–1, 123, 124, 131, 243–4, 
245–8, 259–60, 269

see also mindsets
vision-creation leadership characteristic 1, 

94, 112–14, 242–3
visionary communicators, leadership 1, 94, 

112–14
visioning processes 112–14, 242–3, 275
Viv’s story, sensory journeys 19–20

walking benefi ts 8
walks-the-talk leadership trait 94–5, 

116–18
see also credibility  .  .  .

we-can/we-can’t cultures 16
weaknesses 10, 109–10
wealth area, life balance 28–30
web 72
well-formed goals 38–9
what-if questions 225–6
Wheel of Work

see also life balance; staff
concepts 47–53, 192–4, 197–208
contentment levels 48
motivation 52–3, 192–4, 197–208
new staff 192–4
rankings 53, 194
segments 47–53, 192–3, 197–208
uses 197

widening the fi eld of attention, strategic 
level 65, 69–74

Williamson, Marianne 42
win-win strategies, collaboration leadership 

skill 148–9



292  /  INDEX

words sounding out-of-place, hot-words 123, 
129

work satisfaction
see also staff
concepts 49–50, 199–203
drivers 199–201

Wheel-of-Work segment 49–50, 199–203
work-life balance see life balance
work-time levels, effectiveness 27–8
working groups 226

Zones see Three-Zone Management Model

Index compiled by Terry Halliday


