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A
Accountability, as core value,
127
Accountants, value of, 203-205
Adams, Paul, 120-121
Advisors, 203-208
accountants, 203—-205
bankers, 205
board of, 207-208
lawyers, 206-207
weighing advice of, 201
Alexander Hamilton
(Chernow), 215
Alice in Wonderland (Carroll), 58
Amazon.com, 66
AOL, 64
AON Corporation, 48
Arrogance of success, 64-66
Art of survival, 185-190
“how to kill a business”
examples, 186-189
keys to survival, 189-190
planning for hard times,
185-186
Attorneys, 206-207
Autism, 62
Automobile industry, 79, 112

Averages, in industry:
financial statements and,
107-108
forecasting and, 102-103

B
“Bag of Tools, A” (poem), 4
“Balanced life,” entrepreneurs
and, 30-31
Balance sheet, review of, 107
Banks/bankers, as allies in
business, 11-12, 38,
205
Better ways, importance of
finding, 79-83. See also
Change
Blockers, getting rid of, 134,
141-142
Board of advisors, 207-208
Boetcker, Rev. William J.H.,
217
Bonuses:
forecasting and, 101, 103
organization-building and,
140-141
strategic goals and, 92
Buddha, 26

219
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Budgeting and forecasting,
99-104
business survival and, 189
making adjustments in,
103-104, 105
at Quill, 101-103, 104
sharing of financial informa-
tion and, 103
usefulness of, 101, 104
value of projections, 37,
99-100
“Burn out™:
hard work and, 4748
signs of, 165-168
“Burn rate,” of capital, 40
Businesses, societal contribu-
tions of, 50. See also Free
enterprise system, value of

C
Canada, 192-193
Candy store syndrome, 86
Capitalism, value of, 71,
215-218
Carnegie, Andrew, 64
Cash flow, ways to improve,
42-45
Change:
consequences of failure to
respond to, 173174
opportunities and, 174178
Chenault, Ken, 68
Chernow, George, 215
Chrysler, 79
City of Hope, 187

Clausewitz, Carl von, 91
Collection time, improving of,
43-44
Compensation packages,
organization-building and,
137-138. See also Bonuses
Confidence, value of, 28-29, 57
Conner, Bart, 69
Control of business, financing
and, 37-38, 40
Core business, focusing on,
64-70
Core competencies, focusing on,
200
Core values, of Quill, 123-128
Corporate culture, 117-132
institutionalizing of, 128-129
intentional development of,
117-119
mission statements and,
119-120
rules to live by and, 122-124
Cost-cutting:
arguing with success and,
112-116
corporate culture and, 119
customer service and, 72,
7617
at Quill, 23-24, 112-113,
115-116
at Successories, 113-116
Crate and Barrel, 68—-69
Creative destruction, 112,
175-176, 178
Critical success factors, 129-131



Customer service:

aspects of, 74-75, 77-18

benefits of great, 71-78

as core value, 124

as critical success factor, 130

fanatical, at Quill, 13-14,
24-25, 54-56, 7213,
16177

in mission statement, 120

today’s lack of good, 2-3, 33

D

Deadwood, getting rid of, 134,
141-142, 201

Debt, staying free of, 40,
185-187

Decision making, 29

Delegation, time management
and, 149-151, 155

Dickens, Charles, 133

Direct mail, Quill and, 14,
16-21, 80

Discounting, by Quill, 12,

22-23,175
Distractions, avoiding, see
Focus

“Doing more by doing less,”
159-164
“Don’t want to/don’t need to do”

lists, 147-148

E
Ego, business survival and,
190

Employee relations law, 206

INDEX 221

Employees, see also Hiring;
Organization, building of
winning

enabling of people as core
value, 125-126
importance of respect for,
134, 140
involving in cost-cutting,
112-115
involving in forecasting and
budgeting, 101-102
providing support for, 3, 14
sharing financial information
with, 106-107
Entrepreneurs:
characteristics of, 6, 27-32
free enterprise system and,
218
risk and two types of, 10
Entrepreneurship:
easier today, 2-3
simple test for success at, 47

Essay on the Principle of
Population (Malthus), 53

Estate planning, 206-207

Execution, see Implementation

Experience, learning from
others’, 1-2, 181-182, 191.
See also Mistakes

F
Failure, see also Experience;
Mistakes
avoiding fear of, 1011
implementation and, 93-95
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Family, making time for,
49-50
Family business, 209-214
business survival and,
188-189
reasons for tensions in,
213-214
values and, 210-213
“Fanatical,” use of term, 3
FedEx, 79
Financial statements, 105109
forecasting and sharing of
information, 103
importance of regular review
of, 106-109
Financing:
methods of, 3640
strategic choices about,
40-45
Firing, of deadwood, blockers,
and malcontents, 134,
141-142, 201
Fiscal responsibility, as core
value, 126-127
Flat organization, 143
Fleet Boston Financial, 65-66
Focus, 3, 61-70. See also
Strategic planning
business survival and,
187-188, 200
core competencies and,
64-70
critical success factors and,
129-130
hard work and, 48

resources and, 63—-64
talent and, 61-63
vision and, 59
Food service industry, 83
Ford Motor Co., 79
Forecasting, 99-104
budgeting and, 100-101
making adjustments in,
103-104, 105
at Quill, 101-103, 104
sharing of financial
information and, 103
usefulness of, 101, 104
value of projections, 37,
99-100
Foreign competition, better ways
and, 83
Free enterprise system, value of,
71, 215-218

Future, see Vision

G
General Motors, 79
Getting started, 33-38
acquiring knowledge, 35
choosing business, 33-35
financing and, 36-38
talent and temperament and,
35-36
Growth, of business, 190
realism and, 200-201
Growth, of leader, 165-171
warning signs of lack of,
165-168

ways to increase, 168171



H
Halas, George, 158
Hamilton, Alexander, 215
Hard work:
as core value, 125
necessity of, 30-31, 47-51
time management and, 154
Heraclitus, 176
Hiring:
fundamentals of, 134—138
of good administrator, 149
of talented employees, 31-32
time management and, 163
Horders office supplies, 175
Hubbard, Elbert, 99

1
Implementation, 91-97
simplicity and, 95-97
strategic goals and, 91-95
Industry averages:
financial statements and,
107-108
forecasting and, 102-103
Information:
flow of, 180
gathering of, 80
Integrity, as core value, 127-128
Inventory turns:
business survival and, 187
improving of, 42
review of, 107-108
Investments, business focus and,
69-70. See also Retained

earnings
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K
Knowledge, value of, 35

L
Labor relations, 139
Lawyers, 206-207
Leader, growth and, 165-171
warning signs of lack of,
165-168
ways to increase, 168—171
Learning:
as core value, 124-125
as critical success factor, 130
importance of leaders’,
165-171
value of, 27-28
value of lifelong, 179-183
Life, control of, see Time
management
Lifelong learning, value of,
179-183
Lincoln, Abraham, 53-54
Lombardi, Vince, 124
Low-cost production, as critical
success factor, 130-131

M

Mail order business, Quill and,
14, 16-21, 80

Malcontents, getting rid of, 134,
141-142

Malthus, Thomas, 53

Management, corporate culture
and, 118-119

Manual, for employees, 139
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Marketing, as critical success
factor, 130
Marshall Field, 81
MCI World Com Conferencing,
157
Medical supply business, 87-88
Meetings:
increasing productivity of,
157
time management and, 150,
155-157
Mergers and acquisitions, lack of
focus and, 64-66
Micromanagement, avoiding,
159-164
Miller, Arnold:
continual learning and, 181
division of responsibilities
and, 32, 210-212
joins Quill, 10, 20, 39
Miller, Audrey, 13, 49
Miller, Goldie, 62
Miller, Harvey:
continual learning and, 181
division of responsibilities
and, 32, 210-212
hard work and, 49
joins Quill, 10, 12, 14, 39,
179
Miller, Judy, 69
Mission statement:
customer service and, 77
importance of, 63
of Providence St. Mel,
120-121

of Quill, 119-120
strategic planning and, 89
Mistakes, 191-202. See also
Experience; Failure
at Quill, 191-193
at Successories, 195-199
tips for avoiding, 200-201
Monitoring of activities, 134,
142-143
Montgomery Ward, 79, 112,173

N

Niche, see also Focus
importance of finding, 26,
33-35
strategic planning and, 86
“No,” learning to say, 149-150

(0]
Office Depot, 21-22, 34, 64-65
Office Max, 21-22, 34
Office superstores, 5, 21-25
“Old truths,” 3
Organizational structure:
S corporation, 204
success and, 142—-145
Organization, building of
winning, 113-145
high standards and, 134,
140-141
hiring and firing and,
134-138
leaders’ growth and, 169
monitoring of activities and,

134, 142-143



removing deadwood,

blockers, and malcontents,

134, 141-142
respect for people and, 134,
140
structure choice and,
143-145
training and, 134, 138-140
Outsourcing, 177-178

P

Partners, value of good,
31-32

Payables, 44

Pension plans, avoiding,
137-138, 203

Perot, Ross, 29

Personal accountability, as core

value, 127

Peter, Lawrence J., 119

Planning, see Strategic planning

Plateau of business, as danger

sign, 166-167

Prioritization, time management

and, 150, 153-158

Private equity funding, 36-37,
39-40

Private label products, 175

Profit and loss statements,
review of, 107

Profits, putting back into
business, 40—42, 185-186,
189

Profit sharing plans, 137-138,
203-204
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“Program of the month”
syndrome, 92-93

Projections, value of, 56, 196

Promotions, of employees,
136-137

Providence St. Mel, 120-121

Public companies, time required
to report on, 196

Q
Quill Office Products:

core values of, 123-128

corporate culture of, 117-132

cost control and, 23-24,
112-113, 115-116

critical success factors of,
130-131

customer service and, 13-14,
24-25,72-13, 1677

discounting and, 12, 22-23,
175

financial statements and,
106-107

forecasting at, 101-103, 104

history and growth of, 5-25

implementation of strategy
at, 93-95

mail ordering and, 14, 16-21,
80

mission statements and,
119-120

mistakes at, 191-193

organizational structure of,
144-145

private labels and, 175
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Quill Office Products (continued)

risk and, 10

rules to live by of, 122-124

sale of, 5, 10, 65

strategic planning and,
85-86, 88—-89

superstores and, 5, 21-25

vision and, 5458

R
Reagan, Ronald, 134, 142
Reavis, Isham, 53-54
Receivables:
invoicing and, 13
reducing of, 42-44
review of, 108
References, checking of, 135
Reliable office supplies, 64—65
Reports, time management and,
150, 155-157, 163
Resolve, future success and,
53-54
Resources, focus and, 63-64, 189
Results-orientation, as critical
success factor, 131
Resumes, interpreting of, 135
Retained earnings, 40—42,
185-186, 189
Returns, processing of, 73
Risks:
caution and, 200
entrepreneurs and, 10,
29-30
vision and, 57
Rope theory, 68

Rules of business, changes in:
consequences of failure to
respond to, 173-174

opportunities and, 174—178
Rules to Live By, of Quill,
122-124
Ryan, Pat, 48

S
Santayana, George, 191
Sargent, Ron, 65
Schumpeter, Joseph, 175-176,
178
S corporation, 204
Sears, 79, 112, 173
Segal, Gordon and Carol, 68-69
Self-service stores, 81
Self-starting, 31
Seneca the Younger, 158
Significant few, focusing on, 87
Simplicity:
implementation of strategy
and, 95-97
strategic planning and, 86
value of, 12-13
Smith, Fred, 79
Spouses, business survival and,
188-189, 212
Standards, setting high, 134,
140-141
Staples, 22, 34, 80
business changes and,
174-175, 177
Quill and, 5, 10, 65
Steel industry, 83



Stemberg, Tom:
mass merchandising and, 80
origins of Staples and, 21,
174-175, 177
Quill and, 65
Strategic planning, 85-89
cardinal rules of, 86-88
implementation tactics and,
91-95
Structure of organization:
S corporation, 204
success and, 142—-145
Success:
arrogance of, 64—66
critical factors of, 129-131
organizational structure and,
142-145
value of “arguing with,”
111-116
Successories:
core business and challenges,
67-68
cost control and, 113-116
mistakes at, 195—-199
Supervisors, training of, 139
Survival, art of, 185-190
“how to kill a business”
examples, 186-189
keys to survival, 189-190
planning for hard times,

185-186

T
Talent:
focus and, 61-63
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getting started and,
35-36
Target, 112
Teaching software, mistakes
with, 194-195
Teamwork, as core value,
126
Technology, better ways and,
79-83
Temperament, getting started
and, 35-36
Terms of payment:
for payables, 44
for receivables, 43—44
3M, 75-76
Time management:
avoiding micromanaging,
159-164
delegation and, 149-151
learning and, 182
lists and, 147-148
prioritizing and, 153-158
Time Warner, 64
Titles, avoiding too many,
143-145
Training, organization-building
and, 134, 138-140
Trust, verification and, 134,

142-143

U

United Parcel Service, 79

Unwavering integrity, as core
value, 127-128

Ultility office supplies, 175
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\%
Values
core values of Quill, 123-128
family businesses and,
210-213
Venture capital, 36-37, 39-40
Viking office supplies, 6465
Vision, 53-59
Quill Office Products and,
54-58
shaping of future with, 53-55
sharpening of focus with, 59

\%Y

Wal-Mart, 112, 173

“Want to/must do” lists,
147-148

Ward, Aaron Montgomery,
173
Waste, eliminating:
business survival and, 188
cash flow and, 44
presence of waste and, 24
time management and, 155

Work, see Hard work

X
Xerox, 79-80

Y

“You cannots,” 217

Z
Zook, Chris, 66-68









