
• Symbols and 
Numerics •
80/20 rule

administration, 118
balancing household tasks with hobbies, 

119–120
defi ned, 51, 114
focusing on vital 20 percent, 117–118
identifying tasks that support goals, 

115–116
investing in personal relationships, 

118–119
management, 117
matching time investment to return, 

114–115
ownership/executive leadership, 117
personal life, 118–120
prioritizing daily objectives, 116
sales, 117
sizing up current situation, 114–115
task-based roles, 117

• A •
abdominal breathing, 531
abilities, 26–27
accelerated programs and courses, 

597–599
accomplishments, 623
accountability, 59
accreditation of online courses

determining, 606
institutional, 605
programmatic, 605
specialized, 605

accusatory language, 313
ACT! by Sage For Dummies (Fredricks), 210
action items, 72, 247

active listening
capturing and confi rming messages with, 

289–290
checking the subject, 297–298
defi ned, 285, 289
door openers, 293–295
drawing out speaker’s message, 293–298
echoing, 295–296
identifying message components, 290–291
improving skills in, 292–293
paraphrasing, 299–300
probing, 296–297
recognizing feelings behind facts, 291–292
refl ecting feelings, 298–299
refl ective paraphrasing, 300
sharing relevant examples, 300–302
verifying your understanding of message, 

298–302
activity trap, 59–60
ad hoc groups, 65
adaptability, 63
administration, 118
Adobe Connect, 603
advice, 292
aesthetics, 141
agenda

in confl ict resolution, 451
in meetings, 71, 239–241
reminding attendees of, 246
setting, 404–405

aggressive speaking, 277–278, 282, 283
Albinoni, Tomaso, 550
Alice’s Adventures in Wonderland 

(Carroll), 48 
already-heard-it audience, 362
American Sign Language (ASL), 393
American workers, hours worked per 

year, 221
Americans with Disabilities Act (ADA), 391
anecdotes, 319

Index
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anger, controlling, 228
angry-at-previous-speaker audience, 362
anxiety, reducing, 20
appointments, 274
appreciation fan, 383
archiving fi les, 203–205
arguers, 433–434
armchair quarterbacking, 280
aromatherapy, 551–552
Aromatherapy For Dummies (Keville), 552
artifacts, 619–620
assertions, 84
assertive speaking. See also 

communication
adding meaning to message, 319–320
versus aggressive speaking, 283
avoiding false positives, 309
avoiding language that hinders message, 

312–314
behaviors in, 281–282
body language, 317–319
can-do and will-do uses of language, 

307–308
clarity in messages, 309–315
considering audience in plans, 324–325
doing your homework, 324
eye contact, 315–316
getting your listener to respond, 321–323
keeping messages short and direct, 

309–310
keeping your listeners stay involved, 

319–323
versus other approaches, 282
putting plan in writing, 325
sense of humor, 320
sensitive subjects, 323–325
tactfully requesting, 314
taking responsibility, 315
techniques, 283–284
tuning on how messages are being 

received, 323
using language that focuses on solutions, 

311–312
using terms your audience understands, 

310–311
voice, 316–317

associate’s degree, 584

associations, 631
assumptions. See also communication

becoming aware of own, 276
in confl ict resolution, 401
defi ned, 274
focusing on intentions, 275
holding off, 292
jumping to conclusions, 275
negative, 274–275
positive, 274
stereotyping, 275
thinking you know best, 275

asynchronous courses, 597, 602
AT&T, 49
attainable goals, 51
attention, 293
attitude

adjusting, 228
choosing success, 21
happiness, 20–21
open-minded, 26
optimism over pessimism, 18–19
positive, 18–19

audience. See also presentation
already-heard-it, 362
angry-at-previous-speaker, 362
asking questions to gauge, 360
attitude, 346–347
beliefs, 346–347
body language, 359
captive, 360
current-event-distracted-them, 361
demographic information, 344
didn’t-come-to-see-you, 361
diffi cult or non-responsive, 359–364
energy level, 359
expectations, 347
general nature of, 345
hostile-to-your position, 361
how much they know, 347
more-educated, 360–361
more-experienced-than-you, 360–361
nonresponsive, reviving, 362–364
off-beat, 360
permissions, 357
reverse-image, 361–362
sick, 362

634
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size, 345
softening up, 360–362
values, 346–347

audio fi les, 620, 629
Australian workers, hours worked per 

year, 221
authority

granting to employees, 260
rescinding, 265

auto relaxation, 512
autogenic training, 538–539
avoidance, 278, 445
awfulizing, 565–567

• B •
Bach, Johann Sebastian, 550
bachelor’s degree, 584
backing up

CDs, 204
DVDs, 204
multiple, 204
overview, 202

bad deal, 91
bad news, managing, 44
banker (presenter type), 354
barriers to clarity, 88
barriers to listening

ineffective placement, 304–305
overview, 302–306
poor eye contact, 302–306
too much movement, 304
unfavorable facial expressions, 303
uninviting tone of voice, 305–306
unwelcoming posture, 303–304

Bates, Bill, 15
be, do, have theory, 22–23
bedtime habits, changing to fi ght work 

stress, 510
Beethoven, Ludwig van, 550
beggar (presenter type), 354
behavior, offensive. See also personality 

types
acknowledging truth, 430
reporting to management, 431–432

responding to, 429–432
responding to offensive comments, 

429–430
showing the person off, 430
taking concrete action, 430–431

behaviors, 410
“belly-button balloon” breathing, 532
benchmarks of success, 23–24
biased co-worker, 427–428
bills, paying, 10
biofeedback. See also mind relaxation; self-

hypnosis
hard-wired, 562–563
mirror, 564
overview, 562–564
pressure cuff, 564
thermometer, 564
watch, 563
without the wires, 563–564

birthdays, remembering, 161
Blackberries, 198, 245
blaming, 277, 284, 401
blank look, 303, 318
blended courses, 594
B-level tasks, 121
blind carbon copy (bcc), 340
blind optimism, 27
blocking time

defi ned, 123
dividing day, 124
eliminating/shifting trivial tasks, 129
evaluation questions, 130
factoring in work activities, 125
fl ex time, 126–127
improving in, 124
measurable goals, 128
periodic review, 128
planning time, 126
practicing in, 123
qualitative goals, 128–129
scheduling personal activities, 125
surveying results, 127–129
weekly self-evaluation, 126

blog, 605

635
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bodily tension. See also stress 
management

autogenic training for, 538–539
body scan, 527–528
breathing techniques for, 528–534
correct posture, 527
effects on body, 526
overview, 525
progressive relaxation for, 534–537
stretching techniques, 540
three-minute energy burst for, 540–541

body language
in assertive speaking, 317–319
of audience, 359
blank look, 318
confi dent, 282
defi ned, 291
eye contact, 302–303, 315–316
facial expressions, 303, 318
fi dgeting, 304
gestures, 318, 354
grooming yourself, 304
intimidating, 277
invading space, 318
looking stern, 318
posture, 303–304, 318
during presentation, 353–354
slouching, 303, 319
of speakers, 291
squirming, 304
standing over listeners, 319
too much movement, 304
withdrawn, 279

body scan, 527–528
bosses

changing, 496
getting along with, 225
getting face time with, 388
interruptions from, 159–160
resolving confl icts with, 457–459
seagull manager, 159
verbal delegator, 159–160

breakfast, 511
breaks, 221, 521
breath-counting meditation, 556

breathing. See also stress
abdominal, 531
“belly-button balloon,” 532
changing pattern of, 530
chest-and-shoulder, 528
complete, 531–532
diaphragm, 531
emergency, 533
evaluating, 529–530
holding, 528
stress-effective, 531
when you feel stressed, 529
yawning, 534
Zen, 531–532

brick-and-mortar schools, 589–590
Bronze customers, 212
buffer time estimates, 379
bug collector (presenter type), 354
bully, 424–425
Bully at Work, The (Namie), 492
Burke, Edmund, 23
Burns, David, 577
Bush, Barbara, 16
business ethics

company information, 482–484
confi dentiality, 482–486
doing personal business on company 

time, 486–488
electronic information, 485–486
expense reports, 489–490
loyalty, 481–482
overview, 477
personal information, 484–485
personal life, 488
professional life, 489
saying “no” yet keeping job, 491–492
separating personal space and business 

space, 488–489
business etiquette. See also offi ce politics

clothes, 384
cubicles, 384–385
dealing with gender and sex differences, 

397–398
dealing with racial and ethnic differences, 

396–397
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developing good relations with staff, 
386–387

developing good relations with superiors, 
387–388

disability guidelines, 390–395
giving sincere compliments, 388–389
greeting people, 385
mingling, 385–386
offering and receiving constructive 

criticism, 389–390
offi ce manners, 384–386
overview, 381
personality types, 382–384
respecting others’ time, 385

• C •
caffeine, 521
caller ID, 153
calls. See also time management

caller ID, 153
cutting, 155
delegating responsibility for, 154–155
forwarding, 152
home offi ce, 146
incoming, 43
listening, 82
during negotiations, 81–82
personal, 487
rescheduling discussions, 155–156
scheduling, 43
screening, 151–152, 153
shortening/condensing conversation, 155

Canadian workers, hours worked per 
year, 221

can-do mind-set. See also success factors
abilities, 26–27
adopting, 26–27
education, 26
personal growth, 26
positive thinking, 27

can’t-stand-it-itis, minimizing, 568–569
Capella University, 590
Capra, Frank, 233
captive audience, 360
carbohydrates, 511

career checkup, 29
carpal tunnel syndrome, 142
Carroll, Lewis, 48 
catastrophizing, 565–567
catch phrase, 349
cause/effect presentation, 349
CDs, backing up to, 203–205
cellphones

banning in meetings, 245
saving time with, 102
smartphones, 198
turning off, 152

certifi cations, 586, 592
Chadwick, Florence, 31–32
“chained to your day planner” myth, 112
chair, ergonomic, 142
change on job

accepting, 498
avoiding new assignments, 498
changing bosses, 496
controlling the uncontrollable, 498–499
crisis management, 494–495
decision-making, 499–500
denying, 497
employee initiative, 501–502
exploring, 497
exploring alternatives, 503–504
fi ghting, 498–500
four stages of changes, 497–498
helping employees in coping with, 

500–503
keeping employee moral and loyalty high, 

502–503
looking for employment elsewhere, 504
opening up lines of communications, 

500–501
overview, 493
playing the role of victim, 499
pursuing your dream, 503
resisting, 497
trying to slow things down, 498–499
urgency, 494–495
using old rules to play a new game, 498

character
goals compatible with, 33
in success, 12–13
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chat, 605
checking the subject, 297–298
checkups, 28–30
cherry picker (stretching), 514
chest-and-shoulder breathing, 528
Chopin, Frederic, 550
chronological presentation, 350
clarity in communication, barriers to, 

87–88
classical music, listening to, 550
C-level tasks, 121
clients

availability to, 162–163
birthdays, remembering, 161
calling, 161
categorizing, 211–212
delivering added value to, 161–162
interruptions from, 160–163
profi les, 213–215
thank-you notes for, 161

closed-ended questions, 296–297
closing deal

assessing deal, 91–92
bad deal, 91
barriers to, 93–94
good deal, 91
knowing how to close, 92–93
when to close, 92–93
win-win situation, 90–91

clothes, 384
clutter, clearing away, 81–82
clutter-free workspace

creating digital version of fi les, 141
delegating papers, 138
depot, 139
detouring papers, 139
doing tasks, 138–139
dumping papers, 137
fi ling regularly, 139
limiting the paper you receive, 139–140
single-handling papers, 137–138

code of ethics, 479–480
coffee break, 521
cohort groups, 585
collaboration, 284
colleges

brick-and-mortar, 589–590
defi ned, 591

four-year, 589–591
online, 590–591
recommendations, 589
two-year, 591–592

colored fi le folders, 133
command trams, 64
commitment

delegating tasks, 260
fear of, 94
to success, 11

committees, 63
common ground, 440
communicating the standard, 149
communication. See also communication, 

customer
aggressive approach, 277–278, 282
assertive approach, 281–282
assumptions, 274–276
avoiding barriers to clarity in, 87–88
avoiding tug-of-war in, 272–273
believing actions, not words, 372–373
with customers, 271–272
fostering, 62
mutual understanding, 273–274
nonassertive approach, 278–279, 282
in offi ce politics, 372–374
organizing your thoughts, 86–87
passive-aggressive approach, 

279–280, 282
probing for information, 374
reading between the lines, 373–374

communication, customer
being genuine and sincere, 469
checking out in, 469
handling problem situations, 470
identifying customer needs, 468
sounding defi nitive, 469
using lay terms, 470

commuting
amusing yourself, 512
auto relaxation in, 512
beating the crowd, 512

company information, 482–484
compelling visions, 49
competition, 62–63
complete breathes, 531–532
complex carbohydrates, 511
compliance training, 588, 592
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compliments, 388–389
computer fi les, deleting, 188
computer games, 487
computers

accessing information, 201
archiving fi les, 203–205
cleaning-up, 204
decluttering, 200–205
deleting fi les, 203–205
hand-me-down, cleaning up, 200–205
naming and organizing fi les, 200–203
saving fi les, 205
saving time with, 102

conclusion jumping, 570–571
conferences, 631
confi dential circumstances, 265
confi dentiality

company information, 482–484
in confl ict resolution, 442
electronic information, 485–486
personal information, 484–485

confl ict resolution
assertive approach, 399–403
avoidance, 445
being direct, constructive, and 

sincere, 402
choosing words wisely in, 442–443
collaboration in, 402
common ground, 440
communication tools in, 407–412
compromise in, 403
denial, 444
describing the problem, 410
destructive behaviors, 401
exploring both sides of confl ict, 435–441
focusing on issues, 402
going to the source, 400
hot buttons, 439
issues, 436–437
mode of communication in, 443–444
need-based model, 417–419
with a peer, 456–457
planning to discuss, 441–445
positive intention in, 405–407
proposals, 440–441
push-back tactics, 444

resistance to, 444–445
resolving-concerns model, 412–416
setting agenda in, 404–405
showing understanding, 408–409
with someone you supervise, 455–456
stating feelings in, 411–412
stating thoughts in, 410–411
staying in control, 400
staying in control during meetings, 

432–434
strengths, 439–440
time and location, 442, 445–446
time in dealing with problem, 403
values, 437–439
with boss, 457–459

confl ict resolution meetings. See also 
meetings

brainstorming win-win solutions, 451–453
building agenda, 451
concluding the discussion, 453
deciding who will begin, 449
explaining process and goals, 447–448
I-messages, 451
keeping conversations on track, 452–453
listening closely, 449–450
making decisions, 453
opening statement, 446–447
proposing positive alternatives, 452
sharing experiences and perspectives, 

448–451
speaking to be understood, 450–451
summarizing, 450

confl icts
defi ned, 399
removing source of, 68
source of, 418

connections, 16
consensus-builder, 383
consistency, 14
constructive criticisms, 388–389
constructive feedback, 331, 410
constructive language, 281
continuing education units (CEUs), 592
control freak, 382
conversers, 433
conviction, 11
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Coolidge, Calvin, 16
cooperation, benefi ts of, 62–63
coping self-talk, 578–579
core values, 437–438
corporate citizens, 370
counseling, 264, 265
counselors, 27, 54
courses, online

accelerated, 597–599
adults in, 613–614
amount of work, 604
asynchronous courses, 597, 602
blended course, 594
brick-and-mortar schools, 589–590
certifi cations, 586, 592
cheating in, 615–616
cohort groups, 585
completely online course, 593
compliance training, 588, 592
computer use in, 615
consortium membership, 608
content, 593
credibility of, 608
credits toward undergraduate and 

graduate degrees, 584–585
determining accreditation of, 607
discussion forums, 614
evaluation, 593
four-year colleges, 589–591
group projects, 614
high school credits, 585–586
institutional accreditation, 605
instructor-led courses, 595–597
instructor-to-class communication, 

609–610
instructor-to-student communication, 611
learning methods and technologies, 605
national awards and recognition, 608
one-on-one communication, 611–612
overview, 583–584
personal interest, 587
professional development, 587–588, 592
programmatic accreditation, 605
quality versus traditional education, 

605–606
research efforts, 608
responsibility for your own learning, 604

self-paced courses, 595–597
specialized accreditation, 605
student-to-instructor communication, 

611–612
student-to-student communication, 

610, 612
synchronous courses, 597, 601–603
versus traditional education, 603
two-year colleges, 591–592
Webcams, 609

co-workers
biased, 427–428
interactions with, 106, 224
interruptions from, 156–158
with nothing to do, 156–157
who don’t want to work, 157
who treat work as social outlet, 158
wrapped up in own world, 157

Creating Web Pages For Dummies 
(Smith), 626

credit hours, 584–585
crisis management, 494–495
criticism, fear of, 94
cross-functional teams, 65
cubicles, 384–385
Culver, Bob, 67
current-event-distracted-them 

audience, 361
customer communication

being genuine and sincere, 469
checking out in, 469
handling problem situations, 470
identifying customer needs, 468
sounding defi nitive, 469
using lay terms, 470

customer relationship management (CRM) 
program

automating customer contact, 212–213
categorizing clients, 211–212
compatibility with PDAs, 198–199
contacting target groups, 212
creating client profi les, 213–215
defi ned, 135
integrating co-worker notifi cation, 213
overview, 209–210
putting on server, 215–216
software and services, 210–211
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customer service
closing conversations, 464–465
communication in, 468–470
dealing with irate customers, 473–474
focusing on what you can do, 464
golden rule, 467–468
handling problem situations, 470
identifying customer needs, 462–463
keeping messages concise and clear, 464
negotiating sales deals, 465–467
overview, 461
problem solving with diffi cult customers, 

470–473
remembering internal customers, 474–476
speaking with sincerity and 

confi dence, 464
underpromise and overdeliver, 470
understanding and addressing customer 

objections, 463
customers

availability to, 162–163
birthdays, remembering, 161
calling, 161
categorizing, 211–212
delivering added value to, 161–162
diffi cult, 471–473
external, 272, 474
identifying needs of, 462–466
interactions with, 106
internal, 272, 474–476
interruptions from, 160–163
irate, 473–474
profi les, 213–215
thank-you notes for, 161

cynics, 19
Czech workers, hours worked per year, 221

• D •
D’Agostino supermarket, 502
daily fi les, 134
Dallas Cowboys, 15
data

categorizing with questions, 194–195
gathering, 195
identifying purpose of, 193–195

need-to-know, 194
nice-to-know, 194
types of, 194
useless, 194

data overload, avoiding, 191–194
dates of service, 623
deadlines, extending, 379
deals

assessing, 91–92
bad, 91
barriers to closing, 93–94
good, 91
knowing how to close, 92–93
negotiating, 265–267
when to close, 92–93
win-win situation, 90–91

decision making
avoiding when you are tired, 230
benefi ts versus risks, 232–233
change on the job, 499–500
deciding in advance, 231
learning from mistakes, 234
listening to advice, 232
listening to your feelings, 233
making the best of the situation, 233
overview, 229
principle-based, 231
questions to ask, 229–230
taking all sides into account, 230
in teams, 62
in time management, 104
tradeoff in, 231

de-cluttering, 135–136
de-cluttering computer

archiving fi les, 203–205
cleaning-up, 204
deleting fi les, 203–205
naming and organizing fi les, 200–203
saving fi les, 205

deep muscle relaxation. See also 
relaxation; stress management

guidelines, 534–535
overview, 534
rapid form, 537
relaxing back, 536
relaxing face and head, 535
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deep muscle relaxation (continued)

relaxing legs and feet, 536
relaxing neck and shoulders, 535–536
relaxing stomach, 537
scrunching, 537

deep trance, 561–562
delegating

completing task faster, 257
control of task and outcome, 256
decrease in fl exibility, 259
dilution of authority, 258
employees are too busy, 259
experience and knowledge of 

employees, 256
monitoring of, 265
myths, 255–260
overview, 253
reasons for, 254–255
reasons for diffi culties in, 254
recognition of employees, 258
to reduce work-related stress, 520
to remove clutter, 138
responsibilities to avoid in, 263–265
stepping in when delegation goes 

wrong, 265
steps in, 260–261
tasks to always delegate, 261–262
thinking you have all the answers, 257
trusting your employees, 256
when you are not boss, 267–268
workers do not see big picture, 259–260

deleting
e-mails, 207
fi les, 188, 203–205

demanding, 277
denial, 444
depot, 139
derogatory remarks, 313
desire for success, 11
Desire2Learn ePortfolio 2.0

artifact in, 621
public view, 618
sublevel navigation, 628

desks
clearing, 81
de-stressing, 518–519

organizer, 133
standard, 142

de-stressing
accepting things that you cannot 

change, 228
adjusting attitude, 228
breakfast, 511
changing bedtime habits, 510
changing things that you can change, 227
in commuting, 512
controlling anger, 228
creating stress-resistance workspace, 

516–520
exercise, 512, 521
fi nding out how to say no, 227
having fun, 227
heading home more relaxed, 522
lunch, 521
managing, 227–228
managing schedule, 228
nourishment, 520–522
overcoming Sunday night stress, 513
refusing to be victim of change, 228
relaxation, 227
stop worrying about small things, 228
stretching techniques, 514–516
walking and strolling, 514
during workday, 513

detail work, delegating, 262
diaphragm, 531
didn’t-come-to-see-you audience, 361
diffi cult customers, 470–473
diffi cult people

biased co-worker, 427–428
bully, 424–425
dealing with, 421–422
passive-aggressive, 423–424
personality types, 423–428
pushing the pause button, 422
reporting to management, 431–432
responding to offensive behavior, 

429–432
responding to offensive comments, 

429–430
screamer, 425–426
showing the person off, 430
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star, 427
taking concrete action against, 430–431
top dog, 427
when you could be the problem, 428–429

digital images, 620, 628–629
diploma mills, 607
Direct Marketing Association (DMA), 140
direction, 48
disability guidelines. See also business 

etiquette
accommodations, 390–391
acting properly, 392
hearing impairments, 392–393
language, 391
mobility impairments, 395
visual impairments, 393–395

discard-the-garnish approach, 178
discipline, 264
discussion forums, 614
disposing of items, 185
distractions, 42–43, 292
D-level tasks, 121
doctorate, 584
documents

adding to ePortfolio, 620
confi dential, 485–486
duplicating, 190
online storage, 190
scanning, 190
storing, 189

dodge, 84
domain names, 626
dominators, 70, 432
door openers

defi ned, 293
nonverbal, 293–294
verbal, 294–295

dream, pursuing, 503
Dreamhost, 626
Dreamweaver, 626
Dreamweaver CS4 All-in-One For Dummies 

(Jenkins/Wagner), 626
dress code, 384
dumbbells, 517
dump folder, 209
dump-it principle, 137
DVDs, backing up to, 203–205

• E •
EarnMyDegree, 590
eat-the-crust-fi rst approach, 176
echoing, 295–296
editing, 26
education reimbursement, 630
El Torito Restaurants, 502
electronic fi les

archiving, 203–205
backing up, 202
confi dentiality, 485–486
converting to, 141
creating new documents, 203
deleting, 203–205
fi le path, 202
fi ling tree, 200–201
naming, 200–201
organizing, 200–201
saving, 205

electronic scheduling
calendar-sharing benefi ts of, 198
overview, 198
setting up meetings with, 198

E-level tasks, 121
Elgar, Edward, 550
Elluminate, 603
e-mail

automating responses, 208
blind carbon copy, 339–340
carbon copy, 340
constructive language in, 334–335
cutting out the clutter in language, 334
deferring responses, 208
deleting, 207
dump folder, 209
effective communication by, 333–336
fi ltering, 205–206
fl aming, 401
humor in, 336
including only the essential stuff, 334–335
managing, 43
organizing and storing, 208–209
overview, 327
personal, 487
privacy policy, 206
professional level of formality, 337–338
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e-mail (continued)

recipient, 340
response system, 206–208
reviewing your writing, 339
scheduling, 151
searching, 209
sending, 339–340
spam fi ltering software, 206
structure and length, 337–338
subject line, 336–337
urgent, 207
urgent-message fl ag, 339
when not to use, 330–333
when to use, 328–330
writing for audience, 336

emergency breathing, 532
Emerson, Ralph Waldo, 16, 18, 20–21
emotional eaters, 511
emotions, compartmentalizing, 37
employees

commitment to goals, 56
coping with change on the job, 500–503
cynic, 19
delegating to. See delegating
experience and knowledge of, 257
initiatives, 501–502
recognition of, 258
trusting, 256

empowerment of teams, 66–68
enemies, gaining love and respect from, 

23–24
energy in goal-setting, 58–59
ePortfolio

artifacts, 619–620
audience, 627
audio fi les, 620, 629
authenticity, 627
creating from scratch, 625–626
designing, 626–627
developing, 617–618
documenting progress with, 619, 629–631
documents, 620
education reimbursement, 630
for educational requirements, 619
external training, 630
external training funds, 630
images, 620, 628–629

informal transcript of courses, 622
institutional resources, 624–625
internal training, 630
job description, 630
overview, 617
overview page, 627
participating in professional networks, 

630–631
PowerPoint presentation, 620
preparing for promotion, 629–631
private and confi dential information, 619
for prospective employers, 619
recommendations from faculty, 622–623
refl ection statements, 620–621
resource links, 624
résumé, 623
sources, 627
subscribing to service, 625
top-level navigation, 627
transferring to the Web, 628–629
typical components of, 619–624
updated information, 627
video fi les, 620, 629
welcome page, 626
word processing documents, 628
work history, 623

ergonomic chair, 142
ergonomic furniture, 519
ergonomics, 141
essential oils, 552
ethical dilemmas

company information, 482–484
confi dentiality, 482–486
doing personal business on company 

time, 486–488
electronic information, 485–486
expense reports, 489–490
loyalty, 481–482
overview, 477
personal information, 484–485
personal life, 488
professional life, 489
saying “no” and keeping your job, 

491–492
separating personal space and business 

space, 488–489
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ethics.  See also ethical dilemmas
choices, 480–481
code of, 479–480
defi ned, 478
education, 492
overview, 477

Ethics at Work (Lattal and Clark), 492
ethnic differences, 396–397
etiquette. See also offi ce politics

clothes, 384
cubicles, 384–385
dealing with gender and sex differences, 

397–398
dealing with racial and ethnic differences, 

396–397
developing good relations with staff, 

386–387
developing good relations with superiors, 

387–388
disability guidelines, 390–395
giving sincere compliments, 388–389
greeting people, 385
mingling, 385–386
offering and receiving constructive 

criticism, 389–390
offi ce manners, 384–386
overview, 381
personality types, 382–384
respecting others’ time, 385

excitement in goal setting, 58–59
exclamation mark behavior, 573
executive leadership, 117
exercise, 86–87, 227, 512, 521, 522
expectations, unrealistic, 571–573
expense reports, 489–490
external customers, 272, 474
external training, 630
external training funds, 630
eye contact, 302–306, 315

• F •
face

massaging, 452
relaxing, 535

Facebook, 631

face-to-face meetings, 56
facial expressions, 303, 318
failure

fear of, 93
overcoming, 23

family, 10, 29, 105
fatigue, 88
fear

absence of, 12
of commitment, 94
of criticism, 93
of failure, 93
of loss, 94
of making mistakes, 94
of rejection, 87
triggering, 167

Federal Express, 502
feedback

constructive, 331, 410
from listeners, 321
to meetings, 72
negative, 331
positive, 331

Feeling Good Handbook, The (Plume), 577
feelings

expressing, in resolving-concerns 
model, 414

listening to, in decision-making, 233
refl ecting, 471
stating, 411–412

feelings of others, 88
feet, relaxing, 536
fi dgeting, 304
fi le folder labels, 133
fi le folders, 133
fi les

duplicating, 189
naming, 200–201
storing, 188

fi les, electronic, 141
archiving, 203–205
backing up, 202
confi dentiality, 485–486
creating new documents, 203
deleting, 203–205
fi le path, 202
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fi les, electronic (continued)

fi ling tree, 200–201
naming, 199–200
organizing, 199–201
saving, 205

fi ling, 139
fi ling cabinet, 133, 190
fi ling system, 134–135
fi ling tree, 200–201
fi ltering e-mails, 205–206
fi nancial checkup, 28–29
fi refi ghters, 370
First Things First (Covey et al.), 122
fl ame wars, 332
fl aming e-mails, 332, 401
fl ex time, 126–127, 221
fl exibility, 284
fl exible workspace

compressed workweek, 221
core business needs, 222
fl ex time, 221
job sharing, 221
policies and procedures, 222–223
self-rostering, 221
shift swapping, 221
telecommuting, 221
trial period, 222

fl oor, 142
focus

dealing with distractions and 
interruptions, 42–43

managing worrying, 44
rewarding yourself, 43–44
timing yourself, 43

folding arms, 318
follow-up questions, 83
forgiveness, 23–24
formal teams. See also teams

command, 64
committees, 63
goals, 63
task forces, 63

forwarding calls, 152
Fox, Michael J., 19
friends

gaining love and respect from, 23–24
increase in happiness with, 20
time with, 105

frown, 303
frustrations, managing, 225
furniture, 143
future, 23
future duties, delegating, 263

• G •
gender differences, 397–398
gender-specifi c nouns, 312
General Electric, 69
gestures, 318
getting home, 10
goal-oriented approach

accommodating high-priority tasks in, 38
allocating time in, 36
compartmentalizing tasks in, 36–37
executing plan, 36–39
identifying goals in, 32–33
maximizing time and space in, 38–39
planning, 35
prioritizing tasks in, 34
tackling big tasks, 40

goals
accountability, 59
achieving, 62
achieving overall vision, 48–49
avoiding activity trap, 59–60
characteristics of, 49
choosing, 52–53
clarifying roles of team members, 49
commitment of employees, 56
compatible with your character, 33
detailed, 32
direction, 48
failure to reach, 54
in home offi ce, 145
identifying, 32–33
importance of, 48–49
long-term, 116
measurable, 51
mental organization, 41
milestones, 48
overview, 47
persevering beyond initial excitement, 

58–59
plan of action, 15
power to reach, 57–59
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in presentations, 348
primary sources of power, 56–58
prioritizing, 116
relation to role in the organization, 52
relevant, 51, 53
reminders, 59
revisiting, 53
schedule, 33
seeking counsel and guidance, 54
sharing, 56
simple, 52
skills and knowledge required, 53–54
SMART, 51
specifi c, 32, 51
stretch, 49
taking steps toward, 15–16
team-related, 56
in time blocking, 128
time-bound, 51
tying with organization’s mission, 53
using values to guide behavior, 52
writing down, 32, 56
within your control, 33

goals in negotiations
establishing, 76–78
limits, 78–79
long-term, 76–77
obstacles, 54
personal, 76
prioritizing, 78–79
right number of, 78–79
short-term, 76–77
specifi c, 76

Goethe, 16
Gold customers, 212
golden rule, 467–468
GoldMine, 210
GoldMine 8 For Dummies (Scott), 210
good deal, 91
GoToMeeting, 249–251, 603
graduate degrees, online, 584–585
greeting people, 385
grooming, while listening, 304
group projects, 614
group work, 605
groupware, 67
group-work partners, 631
guest lecturers, 631

guest list, 237–238
guidance, 54
guide animals, 395
guided imagery, 548
guilt, 12
gym, 521

• H •
habitual screamer, 427
hand, massaging, 541
Handel, George Frideric, 550
happiness. See also success factors

accepting here and now, 20
in helping others, 20
humility as key to, 20
making everyday a good day, 20
wealth, equating with, 20

hard work, 12
Harvard Negotiation Project, 417
Hawthorne, Nathaniel, 14
head, relaxing, 535–536
health club, 521
hearing, 285, 392–393
helping others, 20
high school credits, 585–586
highest and best use, 39
high-performance teams, 65
high-priority tasks, 36, 38
Hirsch, Alan, 551, 552
hobbies, 10, 119–120
home offi ce. See also workspace

advantages of, 143–144
attire, 145
blocking household noises with white 

noises, 144
establishing boundaries, 145–146
goals, 145
interruptions, 146
location, 144
music in, 145
personal calls, 146
physical barriers, 144
separate phone lines, 153
starting early, 145
uninterrupted time to decompress, 146
working schedule, 145

46_575253-bindex.indd   64746_575253-bindex.indd   647 3/24/10   11:11 PM3/24/10   11:11 PM



648 Thriving in the Workplace All-in-One For Dummies 

Honest Work: A Business Ethics Reader 
(Ciulla et al), 492

hostile-to-your position audience, 361
hot buttons, 439
hourly rate, 98–99
hourly value, boosting, 99–100
hourly workers, 69
household tasks, 119–120
How Good People Make Tough Choice: 

Resolving the Dilemmas of Ethical 
Living (Kidder), 492

HTML editing program, 626
Hubble Telescope, 33
humility, 20
humor, 17, 320
hygienist (presenter type), 354
hypnosis. See also meditation; mind 

relaxation; stress management
deep trance, 561–562
getting out of trance, 561–562
light trance, 560–561
misconceptions, 559
overcoming roadblocks, 562
overview, 558–559

• I •
imagery for relaxation, 546–548
images, 142, 628–629
I-messages, 451
impact, 450–451
impossible situations, question to ask 

when encountering, 13
inboxes, 133
incident, 450–451
index cards, 351–352
Indiana University, 608
“infl exible ogre” myth, 112
informal meetings, 238–239
informal teams. See also teams

ad hoc groups, 65
defi ned, 64
mentoring circles, 65
uses of, 64

information gathering
delegating, 262
in offi ce politics, 374

initiative, 281
innovation

increasing, 63
optimism in, 18

instant messaging
alerting others to need for use, 341
businesslike language in, 341
defi ned, 605
private setting, 341

institutional accreditation, 605
instructor-led courses, 595–597
instructor-to-class communication, 

609–610
instructor-to-student communication, 611
integrity, 12
interjecting, 298
internal customers, 272, 474–476
internal training, 630
Internet-based subscriptions, 140
interrupting, 298
interruptions. See also time management

from bosses, 159–160
circumventing, 103–104
from clients, 160–163
from co-workers, 156–158
dealing with, 42–43
e-mails, 151
family calls, 153–154
home offi ce, 146
during negotiations, 83, 88
as obstacle to time management, 103–104
overview, 147
phone calls, 151–152
scheduling interaction with staff, 149
screening, 152–153
virtual barriers, creating, 148–149
walk-in intrusions, 148–149

invading space, 318
irate customers, dealing with, 473–474
issues, in confl ict resolution, 436–437

• J •
Japanese workers, hours worked per year, 

221
jargon, 310
jeweler (presenter type), 354
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job description, 630
job sharing, 221
Jordan, Michael, 40
Juran, Joseph M., 114

• K •
Kaplan University, 590
Karasek, Robert, 510
Kennedy, John F., 33
key players, 369–370
key sentences, 351
key words, 351
Kindle, 190
knowledge

listing, 53–54
power, 57
sharing, 62

• L •
labels, 133
latecomers, 245
late-meeting fund, 245
laziness, 88
leading-the-witness questions, 296
leaving work, 10
lectern, 355
left-brain people, 42
leg lift, 514–515, 540
legs, relaxing, 536
lighting, 143, 517
LinkedIn, 631
list of priorities, 34
listener talk, 301
listening. See also listening, active

assertive speaking, 281
attentive position, 85
barriers to, 302–306
clearing away clutter in, 81–82
counting to three before speaking, 84–85
defi ned, 285
eye contact, 302–306
facial expressions, 303
versus hearing, 285

importance of, 79
ineffective placement, 304–305
in meetings, 80
negative impacts of poor skills in, 286
in negotiations, 80
paraphrasing, 80–81
passive, 287–288
positive impact of, 286
posture, 303–304
restating, 80
selective, 288
stages of, 287
taking notes, 82
tone of voice, 305–306
too much movement while, 304
waking yourself up, 85

listening, active
capturing and confi rming messages with, 

289–290
checking the subject, 297–298
defi ned, 285, 289
door openers, 293–295
drawing out speaker’s message, 293–298
echoing, 295–296
identifying message components, 290–291
improving skills in, 292–293
paraphrasing, 299–300
probing, 296–297
recognizing feelings behind facts, 291–292
refl ecting feelings, 298–299
refl ective paraphrasing, 300
sharing relevant examples, 300–302
verifying your understanding of message, 

298–302
listening, avoiding barriers to

ineffective placement, 304–305
overview, 302–306
poor eye contact, 302–306
too much movement, 304
unfavorable facial expressions, 303
uninviting tone of voice, 305–306
unwelcoming posture, 303–304

listening to music, 517
Live Text, 625
loaded language, 313
lonely lover (presenter type), 354

46_575253-bindex.indd   64946_575253-bindex.indd   649 3/24/10   11:11 PM3/24/10   11:11 PM



650 Thriving in the Workplace All-in-One For Dummies 

long-term goals, 76–77, 116, 263
loss, fear of, 94
love, gaining, 23–24
loyalty, 481–482
luck, 16, 17
lunch, 521

• M •
mail, dividing into discrete piles, 183
mailing lists, 140

signing on for, 206
unsubscribing from, 206

making the rounds, 150–151
management, 117
managers, managing, 377
mantra, 557–558
massage. See also relaxation; stress 

management
for face, 542
for feet, 542
giving, 542–543
for hand, 541–542
high-tech, 541
for neck and shoulders, 542
receiving, 542–543

master’s degree, 584
materials, organizing, 189
maximizing time and space, 38–39
measurable goals, 51
meditation. See also mind relaxation; 

self-hypnosis; stress management
adopting right mind-set, 554
benefi ts of, 553–554
breath-counting, 556
Eastern versus Western practice, 553
mantra, 557–558
mini-meditations, 558
overview, 553
preparing for, 555–556

Meditation For Dummies (Bodian), 557
meetings

action items, 72
agenda, 71, 239–241, 246
arguers, 433–434
arriving early for setup, 243–244
assigning action items, 247

audience, 251
checking in regarding action items, 249
competing conversers in, 433
dealing with habitual latecomers, 245
distributing notes, 248
domination of certain individuals, 70, 432
face-to-face, 56
feedback, 72
focus, 70, 71–72
following up for maximum productivity, 

248–249
frequency, 70, 71
ground rules, 244–245
guest list, 237–238
informal, 238–239
interactivity every 10–15 minutes, 250
keeping the meeting moving, 246
launching, 244–245
length, 70, 71
listening in, 80
location of, 242–243
mini-meetings, 238–239
minutes, 237
overview, 235
participants, 237–238
preparing for, 71
purpose of, 236–237
ramblers, 433
regular, 69
scheduling, 241–243
setting up, 198
statistics, 237
staying in control, 432–434
summarizing and concluding, 247–248
team, 68–72
time slot, 241–242
town-hall-like, 69
unprepared attendees, 70
unproductive, 69–70
virtual, 249–251
work out, 69

meetings, confl ict resolution
brainstorming win-win solutions, 451–453
building agenda, 451
concluding the discussion, 453
deciding who will begin, 449
explaining process and goals, 447–448
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I-messages, 451
keeping conversations on track, 452–453
listening closely, 449–450
making decisions, 453
opening statement, 446–447
proposing positive alternatives, 452
sharing experiences and perspectives, 

448–451
speaking to be understood, 450–451
summarizing, 450

meetings, virtual
audience, 251
interactivity, 250
length of, 249–250
overview, 249
service providers, 251

mental attitude. See also success factors
adjusting, 228
choosing success, 21
happiness, 20–21
open-minded, 26
optimism over pessimism, 18–19
positive, 18–19

mental checkup, 29
mental organization, 41
mental stress, symptoms of, 545
mentoring circles, 65
mentors, 27, 377–378
messages. See also active listening; 

listening; presentation
adding good sense of humor, 320
adding meaning to, 319–320
avoiding language that hinders, 312–314
body language, 317–319
eye contact, 315–316
getting listeners to respond, 321–323
nonverbal, 323
organizing, 348–349
short and direct, 309–310
understanding, 322–323
voice, 316–317

messaging, instant
alerting others to the need for use, 341
businesslike language in, 341
defi ned, 605
private setting, 341

Mexican workers, hours worked per 
year, 221

milestones, 48
mind, 542–543
mind reading, 570–571
mind relaxation. See also relaxation; stress 

management
aromatherapy, 551–552
biofeedback, 562–564
distracting yourself, 546
guided, 548
hypnosis, 558–562
imagery, 546–548
meditation, 553–558
music therapy, 550–551
reducing worries, 549–550
scents, 551–552
thought stopping, 548–549

mind-set, can-do. See also success factors
abilities, 26–27
adopting, 26–27
education, 26
personal growth, 26
positive thinking, 27

mingling, 385–386
mini-meditations, 558
mini-meetings, 238–239
minutes (meetings), 237
mirror, as biofeedback tool, 564
mirrored servers, 204
missing family dinners, 11–12
mistakes, 94
mixed messages, 313
mobility impairments, 395
monotonous tone, 306
monthly fi les, 134
more-educated audience, 360–361
more-experienced-than-you audience, 

360–361
motivation, 106
movers and shakers, 370
Mozart, Wolfgang Amadeus, 550
multiple backups, 204
multi-tasking, 82
mumbling, 317
music, 145, 517
music therapy, 550–551
musterbations, 572–573
mutual understanding, 273–274
MySpace, 631
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• N •
names, remembering, 386
NASA, 33
nasty grams, 332
National Association for Holistic 

Aromatherapy, 552
National Organization on Disability 

(NOD), 391
natural oils, 552
neck

massaging, 542
relaxing, 535–536

needs-based model, 417–418
closing the meeting, 419
defi ning the problem, 417–418
identifying stakeholder needs, 418–419
introducing the meeting, 417
overview, 417
working out solution, 419

need-to-know data, 194
negative assumptions, 274–275
negative feedback, 331
negative power, 57
negative thinking, 27
negotiation

alternatives, 79
asking good questions, 82–84
attentive position, 85
choices, 79
closing the deal, 90–94
counting to three before you speak, 84–85
establishing goals in, 76–78
goal limits, 78–79
listening in, 80
long-term goals, 76–77
personal goals, 76
preparing for industry, 75
preparing for other party, 75
preparing yourself for, 74–75
prioritizing goals in, 78–79
pushing the pause button in, 88–90
responding to non-answers, 84
right number of goals in, 78–79
sales deals, 465–467

short-term goals, 76–77
skills, 73
specifi c goals, 76
strengths and weaknesses in, 75
taking notes, 82
waking yourself up, 85

networking sites, 631
new job, looking for, 504
news, 140
newsletters, unsubscribing from, 206
nice-to-know data, 194
noises, 144–145
non-answers, responding to, 84
nonassertive speaking, 278–279, 282
nonverbal door openers, 293–294
nonverbal message, 280, 323, 353–354
notes

meeting, 248
old, deleting, 188
organizing, 188
for presentation, 351–352
storing, 188
taking, 82, 136–137

Nova Southeastern University, 608
numerical list, 350

• O •
objectives, 13–14
obsessive worker, 383
“obsessive-compulsive” myth, 112
obstacles, 54
off-beat audience, 360
off-color jokes, 320
offensive behavior. See also personality 

types
acknowledging truth, 430
reporting to management, 431–432
responding to, 429–432
responding to offensive comments, 

429–430
showing the person off, 430
taking concrete action, 430–431

offi ce etiquette. See also offi ce politics
clothes, 384
cubicles, 384–385
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dealing with gender and sex differences, 
397–398

dealing with racial and ethnic differences, 
396–397

developing good relations with staff, 
386–387

developing good relations with superiors, 
387–388

disability guidelines, 390–395
giving sincere compliments, 388–389
greeting people, 385
mingling, 385–386
offering and receiving constructive 

criticism, 389–390
offi ce manners, 384–386
overview, 381
personality types, 382–384
respecting others’ time, 385

offi ce politics
assessing organization’s political 

environment’, 368–369
being friendly with all, 375
being trustworthy, 378
being visible, 379–380
believing actions, not words, 372–373
communication in, 372–374
company parties, 376–377
constructive criticisms, 388–389
defi ned, 367
developing good relations with staff, 

386–387
developing good relations with superiors, 

387–388
disability guidelines, 390–395
documenting for protection, 378–379
friendliness with superiors, 387–388
giving sincere compliments, 388–389
helping others, 376
identifying key players, 369–370
managing your manager, 377
moving ahead with mentors, 377–378
overview, 367
probing for information, 374
promises, 379
protecting yourself, 378–380
reading between the lines, 373–374

redrawing organization chart, 371–372
respecting gender and sexual differences, 

397–398
respecting racial and ethnic differences, 

396–397
unwritten rules of, 374–378

one-on-one communication, 611–612
one-on-one meetings, 56
online ordering, 206
online programs and courses

accelerated, 597–599
adults in, 613–614
amount of work, 604
asynchronous courses, 597, 602
blended course, 594
brick-and-mortar schools, 589–590
certifi cations, 586, 592
cheating in, 615–616
cohort groups, 585
completely online course, 593
compliance training, 588, 592
computer use in, 615
consortium membership, 608
content, 593
credibility of, 608
credits toward undergraduate and 

graduate degrees, 584–585
determining accreditation of, 607
discussion forums, 614
evaluation, 593
four-year colleges, 589–591
group projects, 614
high school credits, 585–586
institutional accreditation, 605
instructor-led courses, 595–597
instructor-to-class communication, 

609–610
instructor-to-student communication, 611
learning methods and technologies, 605
myths and facts, 601–616
national awards and recognition, 608
one-on-one communication, 611–612
overview, 583–584
personal interest, 587
professional development, 587–588, 592
programmatic accreditation, 605
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online programs and courses (continued)

quality versus traditional education, 
605–606

research efforts, 608
responsibility for your own learning, 604
self-paced courses, 595–597
specialized accreditation, 605
student-to-instructor communication, 

611–612
student-to-student communication, 

610, 612
synchronous courses, 597, 601–603
versus traditional education, 603
two-year colleges, 591–592
Webcams, 609

online storage, 190
open-door policies, 42
open-ended questions, 296–297
open-minded attitude, 26
opportunities, 18–19
optical character recognition (OCR), 141
optician (presenter type), 354
optimism

blind, 27
in confl ict resolution, 442
to fi ght work stress, 228
versus pessimism, 18–19

ordering, 277
organization chart, 371–372
organization profi le, 623
organizational continuum

keeping record, 110
overview, 108–109
placing yourself on, 110
short test, 110–111

organizational freak, 109
organized person

“chained to your day planner” myth, 112
description of, 108
“infl exible ogre” myth, 112
“obsessive-compulsive” myth, 112
“uptight personality” myth, 112

organizing
avoiding activity trap, 60
electronic fi les, 200–201
e-mails, 208–209

keeping records, 110
myths and facts, 112
short test, 110–111
software, 196
storage areas, 186–187
techniques, 112
in time management, 107–108

Organizing For Dummies (Roth and 
Miles), 133

outboxes, 133
outline, 351
Over the Top (Ziglar), 23
overgeneralizing, 570
ownership, 117

• P •
Pachelbel, Johann, 550
Palmer, Arnold, 41
paperwork

dealing with items in each pile, 184
delegating, 182, 189
dividing mail into discrete piles, 183
overview, 181–182
pitching, 185
prioritizing, 182
processing, 183–184
shredding, 190–191
skimming, 182
storing, 186–187

paralanguage, 356
paraphrasing, 80–81, 299–300, 408–409, 

471–472
Pareto, Vilfredo, 51, 114
Pareto principle

administration, 118
balancing household tasks with hobbies, 

119–120
defi ned, 51, 114
focusing on vital 20 percent, 117–118
identifying tasks that support goals, 

115–116
investing in personal relationships, 

118–119
management, 117
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matching time investment to return, 
114–115

ownership/executive leadership, 117
personal life, 118–120
prioritizing daily objectives, 116
sales, 117
sizing up current situation, 114–115
task-based roles, 117

partner and group work, 631
passion

developing, 15–16
playing with, 15
using head to direct, 16

passive listening, 287–288
passive-aggressive people, 423–424
passive-aggressive speaking, 279–280, 282
past, accepting the, 23
patience, 292
pause button

how to push, 89–90
in negotiations, 88–90
reacting to negative behavior with, 422
when to hit, 89

paying bills, 10
PDAs, 102
pec stretch and squeeze, 514–515
peer introductions, 631
peer pressure, resisting, 174
performance appraisals, 264
performance feedback, 264
per-hour fee, 98–99
permissions, 357
persistence, 13–14
personal activities, scheduling, 125
personal assignments, 264
personal business on company time

computer games, 487
e-mails, 487
overview, 485–486
personal calls, 487
Web browsing, 487–488

personal calls, 153–154
personal checkup, 29
personal digital assistants (PDAs), 198–199
personal documents, storing, 190
personal follow-up, 265
personal growth, 26

personal information, 484–485
personal language, harsh, 278
personal life, 488
personal power, 57
personal relationships, investing in, 

118–119
personality types

appreciation fan, 383
biased co-worker, 427–428
bully, 424–425
consensus-builder, 383
control freak, 382
obsessive worker, 383
passive-aggressive, 423–424
screamer, 425–426
socialite, 383
star, 427
steamroller, 383
top dog, 427

personal life–work life dilemma
achieving balance in, 220–221
avoiding workaholism, 223
balanced, benefi ts of, 220
fi nding space to relax, 221
fl exible workspace, 221–223
getting along with your boss, 225
having fun, 221
helping to develop employees, 224–225
improving attitudes and interactions, 

224–226
managing frustrations, 225
overview, 219
time management, 105

pessimism, 18–19
Peters, Tom, 36
phone calls

caller ID, 153
cutting, 155
delegating responsibility for, 154–155
forwarding, 152
home offi ce, 146
incoming, 43
listening, 82
during negotiations, 81
personal, 153–154, 487
rescheduling discussions, 155–156
scheduling, 43, 150–151
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phone calls (continued)

screening, 151–152, 153
shortening/condensing conversation, 155

phone-conferencing. See teleconferencing
photographs, 628–629
physical checkup, 28
pitching, 185
planning, 35
planning time, 126
Platinum clients, 211
podcasts, 605
points, outlining, 87
politically sensitive situations, 264
porn sites, 488
portable planners, 198–199
portfolio, electronic

artifacts, 619–620
audience, 627
audio fi les, 620, 629
authenticity, 627
creating from scratch, 625–626
designing, 626–627
developing, 617–618
documenting progress with, 619, 629–631
documents, 620
education reimbursement, 630
for educational requirements, 619
external training, 630
external training funds, 630
images, 620, 628–629
informal transcript of courses, 622
institutional resources, 624–625
internal training, 630
job description, 630
overview, 617
overview page, 627
participating in professional networks, 

630–631
PowerPoint presentation, 620
preparing for promotion, 629–631
private and confi dential information, 619
for prospective employers, 619
recommendations from faculty, 622–623
refl ection statements, 620–621
resource links, 624
résumé, 623

sources, 627
subscribing to service, 625
top-level navigation, 627
transferring to the Web, 628–629
typical components of, 619–624
updated information, 627
video fi les, 620, 629
welcome page, 626
word processing documents, 628
work history, 623

position power, 58
position title, 623
positive assumptions, 274
positive attitude, 18–19
positive feedback, 331
positive intention, 405–407
positive performance feedback, 264
positive power, 57
positive spin, 309
positive thinking, 27
posture, 303–304, 318, 527
potassium, sources of, 511
power. See also success

knowledge, 57
negative, 57
personal, 57
position, 58
positive, 57
relationship, 57
sources of, 56–58
task, 57

Power of Teamwork, The (fi lm), 64
PowerPoint, 350
PowerPoint presentation, 620
practice, 45
preliminary meetings, 238–239
P.R.E.P. (point, reason, example, point) 

technique, 86–87
presentation. See also meetings

analyzing your audience, 345–347
asking for essential information, 344
diffi cult or non-responsive audiences, 

359–364
gestures to avoid, 354
goals, 348
length, 358
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making your audience comfortable, 357
materials, 348–349
nonverbal signals, 353–354
notes, 351–352
organizing your message, 349–351
organizing your thoughts, 86–87
outline, 87, 351
overview, 343
physical positioning and movement, 355
power position, 355
PowerPoint, 350
script, 351–352
timing, 357–358
types of presenters, 348
voice, 356
working from lectern, 355

pressure cuff, as biofeedback tool, 564
principle-based decisions, 231
priorities. See also time management

categorizing tasks, 121–122
of company, 116
daily, 120–123
doing number one priority, 60
list, 120–121

probing, 296–297
problems

defi ning, in need-based model, 417–418
saying no to somebody else’s, 60
statement, 418

problem/solution presentation, 350
process management information, 67
procrastination. See also time management

avoiding consequences, 173–174
avoiding unpleasant tasks, 166
carrot-or-stick approach, 172–174
controlling, 104
costs of, 169
decision in fi ghting, 172
defi ned, 165
delegating less important tasks, 178
determination in fi ghting, 172
discipline in fi ghting, 172
external factors, 174–175
fi nishing one task at a time, 177–178
looking for thrills, 168–169
maintaining motivation against, 178–179

putting off, 166, 169–170, 175–176
quality of work, 169–170
quest for perfection, 167–168
resisting peer pressure, 174
sabotaging at midprocess, 168
sandwich tactics, fi ghting with, 176–178
seeking reward, 173
starting tough job, 176
starting with easier tasks, 177
stress from, 170
timing in, 171
triggering fears, 167
when haste could cause harm, 170
when the task is not critical, 171
wise, 170–172

productivity. See also time management
activity trap, 59–60
maximizing, 114–115

profanity, 313
professional associations, 586, 588
professional development, 587–588, 592
professional ethics

company information, 482–484
confi dentiality, 482–486
doing personal business on company 

time, 486–488
electronic information, 485–486
expense reports, 489–490
loyalty, 481–482
overview, 477
personal information, 484–485
personal life, 488
professional life, 489
saying “no” and keeping your job, 

491–492
separating personal space and business 

space, 488–489
professional life, 489
professional networking, 631
programmatic accreditation, 605
progress reports, 265
progressive relaxation. See also relaxation; 

stress management
guidelines, 534–535
overview, 534
rapid form, 537
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progressive relaxation (continued)

relaxing back, 536
relaxing face and head, 535
relaxing legs and feet, 536
relaxing neck and shoulders, 535–536
relaxing stomach, 537
scrunching, 537

project artifacts, 623
proposals, 440–441
proprietary information, 482–484
prospect fi les, 141
prospects, 212
protein, 511
punishment, 14
Pupil Pages, 625
push-back tactics, 444
pushing the pause button, 89–90, 422

• Q •
qualifi er statements, 313
quality customer service

closing conversations, 464–465
communication in, 468–470
dealing with irate customers, 473–474
focusing on what you can do, 464
golden rule, 467–468
handling problem situations, 470
identifying customer needs, 462–463
keeping messages concise and clear, 464
negotiating sales deals, 465–467
overview, 461
problem solving with diffi cult customers, 

470–473
remembering internal customers, 474–476
speaking with sincerity and 

confi dence, 464
underpromise and overdeliver, 470
understanding and addressing customer 

objections, 463
Quality Matters, 607
questions. See also meetings; negotiation

answering, 321–322
answering with questions, 322
asking, avoiding data overload by, 

192–193

asking with purpose, 83
avoiding interruptions, 83
closed-ended, 296
follow-up, 83
good, 82–84
guidelines, 83
leading-the-witness, 296
in making better decisions, 229–230
open-ended, 296–297
planning, 83
responding to non-answers, 84
short and clear, 83
tailoring to listener, 83
transitions between answers and, 83

• R •
racial differences, 396–397
raising one eyebrow, 303
ramblers, 433
rambling, 310
reacting, 101
reading between the lines, 372–374
reassigning activities, 265
recommendations from faculty, 622–623
recycling bin, 138
Reeve, Christopher, 19
refl ecting feelings, 298–299
refl ection statements, 620–621
refl ective listening. See active listening
refl ective paraphrasing, 300, 408–409
rejection, fear of, 87, 93
relationship power, 57
relaxation. See also stress management

auto, 512
autogenic training, 538–539
massage, 541–543
progressive, 534–537
stretching techniques, 540
while commuting, 512

Relaxation Response, The (Benson), 557
relevant goals, 51
remembering names, 386
reminder fi les, 134
reminders, 59
repetitive assignments, delegating, 262
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rephrasing, 80–81
requests for needs, 282, 314
resolution of confl icts

assertive approach, 399–403
avoidance, 445
being direct, constructive, and 

sincere, 402
choosing words wisely in, 442–443
collaboration in, 402
common ground, 440
communication tools in, 407–412
compromise in, 403
denial, 444
describing the problem, 410
destructive dozen, 401
exploring both sides of confl ict, 435–441
focusing on issues, 402
going to the source, 400
hot buttons, 439
issues, 436–437
mode of communication in, 443–444
need-based model, 417–419
with a peer, 456–457
planning to discuss, 441–445
positive intention in, 405–407
proposals, 440–441
push-back tactics, 444
resistance to, 444–445
resolving-concerns model, 412–416
setting agenda in, 404–405
showing understanding, 408–409
with someone you supervise, 455–456
stating feelings in, 411–412
stating thoughts in, 410–411
staying in control, 400
staying in control during meetings, 

432–434
strengths, 439–440
time and location, 442, 445–446
time in dealing with problem, 403
values, 437–439
with your boss, 457–459

resolving-concerns model
closing the meeting, 416
describing concerns, 413
explaining the impact, 414
expressing your feelings, 414

introducing the meeting, 412–413
letting other people respond, 414
overview, 412
working out solution, 415–416

resource links, sharing, 624
respect

in assertive speaking, 284
gaining, 23–24

responding, 101
responsibilities

in assertive speaking, 281
to avoid delegating, 263–265
benchmarks of success, 23
counseling, 264
discipline, 264
long-term vision and goals, 263
performance appraisals, 264
personal assignments, 264
politically sensitive situations, 264
positive performance feedback, 264

responsive listening. See active listening
restating, 80
results, getting

can-do mind-set, 26–27
determining where you want to go, 30–31
executing plan, 36–39
identifying goals, 32–34
knowing yourself and where you are, 

28–30
overview, 25–26
planning effectively, 35
prioritizing tasks, 34
tackling big tasks, 40

résumé, 623
reverse-image audience, 361–362
revisiting goals, 53
rewards

for completing tasks, 43–44
denying, 44

ridicule, 320
right connections, 16
right-brain people, 42
rights, 23
Rogers, Will, 20
Roman-numeral outlines, 351
routine, creating, 101
Rudolph, Wilma, 18
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• S •
SaaS (software as a service), 210
safe, fi reproof, 190
safety, in confl ict resolution, 443
salami approach, 177–178
salary, calculating, 98–99
sales, 117
sales negotiations, 465–467
Salesforce, 210
sampling, 265
Samsung, 49
sandwich tactics

discard-the-garnish approach, 178
eat-the-crust-fi rst approach, 176
salami approach, 177–178
Swiss-cheese approach, 177

sarcasm, 280, 306, 320
scanning, 190
scanning exercise, 527–528
Scarlet Letter, The (Hawthorne), 14
scents, 517, 551–552
schedule

managing, 228
rearranging, 44
verbally communicating, 149

scheduling
electronic, 198–200
e-mails, 151
interaction with staff, 149–150
meetings, 241–243
personal activities, 125
phone calls, 43, 150–151, 155–156
time, 101

Schubert, Franz, 550
scowl, 303
screamer, 425–426
screaming bully, 427
screening calls, 151–153
script, 351–352
scrunching, 537
seagull manager, 159
seasonal items, 187
second-guessing, 280
selective listening, 288–289
self-control, 284

self-created stress
awfulizing, 565–567
can’t-stand-it-itis, 568–569
catastrophizing, 565–567
conclusion jumping, 570–571
exclamation mark behavior, 573
mind reading, 570–571
overgeneralizing, 570
overview, 565–567
self-rating, 573–574
unrealistic expectations, 571–573
what-if-ing, 569

self-discipline, 14–15
self-evaluation, 126
self-hypnosis. See also meditation; mind 

relaxation; stress management
deep trance, 561–562
getting out of trance, 561–562
light trance, 560–561
misconceptions, 559
overcoming roadblocks, 562
overview, 558–559

self-managed teams, 65–66
self-paced courses, 595–597
self-rating, 573–574
self-rostering, 221
self-talk

coping, 578–579
self-producing, 576–577
vertical arrow technique, 577

sense of humor, 17, 320
sensitive documents

retaining tasks with, 265
storing, 189

sensitive issues, 332
servant friend, 24
servant leadership, 24
service, customer

closing conversations, 464–465
communication in, 468–470
dealing with irate customers, 473–474
focusing on what you can do, 464
golden rule, 467–468
handling problem situations, 470
identifying customer needs, 462–463
keeping messages concise and clear, 464
overview, 461
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problem solving with diffi cult customers, 
470–473

remembering internal customers, 474–476
speaking with sincerity and confi dence, 

464
underpromise and overdeliver, 470
understanding and addressing customer 

objections, 463
service-based roles, 117–118
sexual differences, 397–398
sexualized language, 313
sharing

goals, 56
vision, 55

sharing relevant examples, 300–302
shift swapping, 221
shift-and-show understanding tool, 408–409
short-term goals, 76–77
short-term objectives, 41
shoulders

massaging, 542
relaxing, 535–536

shredding documents, 190–191
sick audience, 362
simple carbohydrates, 511
simple goals, 52
sincerity

in confl ict resolution, 443
in speaking, 281

single-handling papers, 137–138
skills, 53–54
slouching, 304, 319
SMART goals, 51
smartphones, 198
smirk, 303
smoking, quitting, 11
social events, 376–377
social networking, 631
social-constructivist format, 610
socialite, 383
softening up audience, 360–362
software, 196
software as a service (SaaS), 210
South Korean workers, hours worked per 

year, 221
space, maximizing, 38–39

spam fi ltering software, 206
speaker talk, 301
speaking, assertive

adding meaning to message, 319–320
versus aggressive speaking, 283
avoiding false positives, 309
avoiding language that hinders message, 

312–314
behaviors in, 281–282
body language, 317–319
can-do and will-do uses of language, 

307–308
clarity in messages, 309–315
considering audience in plans, 324–325
doing homework, 324
eye contact, 315–316
getting listener to respond, 321–323
keeping listeners involved, 319–323
keeping messages short and direct, 

309–310
versus other approaches, 282
putting plan in writing, 325
sense of humor, 320
sensitive subjects, 323–325
tactfully requesting, 314
taking responsibility, 315
techniques, 283–284
tuning on how messages are being 

received, 323
using language that focuses on solutions, 

311–312
using terms audience understands, 

310–311
voice, 316–317

specialized accreditation, 605
specifi c goals, 51
spiritual checkup, 29
sponsorships, 378
squirming, 304
staff, scheduling interaction with, 149–150
stakeholders, 418–419
star, 427
stating-feelings tool, 411–412
stating-thoughts tool, 410–411
status report, 82
steamroller, 383
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stereotyping, 275, 313
sticky notes, 136–137
stomach, relaxing, 537
stopwatch, 43
storage areas, organizing, 186–187
storing

e-mails, 208–209
personal documents, 190
sensitive documents, 189

strategy, 22–23
streaming, 629
strengths, 439–440
strengths and weaknesses, 75
stress. See also tension

being an optimist, 228
emotional eating, 511
managing, 44
muscle tension, 525
self-created, 565–567
streamlining work process, 228
Sunday night stress, 513
symptoms of, 226–227
systematic analysis, 574–580

stress, self-created
awfulizing, 565–567
can’t-stand-it-itis, 568–569
catastrophizing, 565–567
conclusion jumping, 570–571
exclamation mark behavior, 573
mind reading, 570–571
overgeneralizing, 570
overview, 565–567
self-rating, 573–574
unrealistic expectations, 571–573
what-if-ing, 569

stress management
accepting things that you cannot 

change, 228
adjusting attitude, 228
breakfast, 511
changing bedtime habits, 510
changing things that you can change, 227
in commuting, 512
controlling anger, 228
creating stress-resistance workspace, 

516–520

exercise, 512, 521
fi nding out how to say no, 227
having fun to reduce, 227
heading home more relaxed, 522
lunch, 521
managing, 227–228
managing schedule, 228
nourishment, 520–522
overcoming Sunday night stress, 513
refusing to be a victim of change, 228
relaxation, 227
stop worrying about small things, 228
stretching techniques, 514–516
walking and strolling, 514
during workday, 513

stress triggers
responses to, 575
writing down, 575

stress-resistant thinking
avoiding overgeneralizing, 570
curbing unrealistic expectations, 571–573
cutting out what-if-ing, 569
exclamation mark behavior, 573
minimizing can’t-stand-it-itis, 568–569
overview, 564–566
quit catastrophizing and awfulizing, 

567–568
self-created stress, 565–567
stopping mind reading and conclusion 

jumping, 570–571
stopping musterbating, 572–573
stopping self-rating, 573–574
systematic stress analysis, 574–578

stress-resistant workspace
delegating tasks, 520
de-stressing your desk, 518–519
dumbbells, 517
ergonomic furniture, 519
lighting, 517
listening to music, 517
overview, 516
scents, 517
sitting up straight, 520
toys, 517
visual resting spots, 517

stretch goal, 49
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Stretching For Dummies (Chabut), 516
stretching techniques. See also 

de-stressing
cherry picker, 514
leg lift, 514–515, 540
pec stretch and squeeze, 514–515
twist, 540
upper-back stretch, 515–516

strolling, 514
student-to-instructor communication, 

611–612
student-to-student communication, 

610, 612
subscriptions, canceling, 140
success

benchmarks of, 23–24
choosing, 21–22
committing to, 11–12
desire for, 11
failure in, 10
maximizing chances of, 40
mental organization in, 41
overview, 9
as a process, 23
signs of, 10
staying focused, 42–44
visualizing, 41

success factors
character, 12–13
consistency, 14
hard work, 12
integrity, 12
luck, 17
passion, 15–16
persistence, 13–14
right connections, 16
self-discipline, 14–15
sense of humor, 17

sugarcoating, 309
SugarCRM, 210
Sunday night stress, 513
superteams, 65
surrogate roles, delegating, 262–263
surrogates, 380
suspects, 212
Swiss-cheese approach, 177

synchronous courses, 601–603
systematic stress analysis

fi nding thinking errors, 577–578
identifying stress-producing self-talk, 

576–577
overview, 574–575
rating importance of stressful 

situation, 576
rating level of stress, 575
using coping self-talk, 578–579
worksheet, 580
writing down responses to stress 

triggers, 575
writing down stress triggers, 575

• T •
tailor (presenter type), 354
taking notes, 82
talents, recognizing and using, 24
task forces, 63
task power, 57
task-based roles, 117–118
tasks

categories, 121–122
compartmentalizing, 36–37
crossing items off list, 37
deadlines, 43
delegating, 138, 261–263
delegating, steps in, 260–261
high-priority, 36, 38
household, 119–120
large, managing, 40
list, 34
multi-tasking, 82
prioritizing, 34, 116
thinking in terms of present, 37
top, identifying, 115–116
trivial, 129
writing down activities, 37

team members, roles of, 49
team players, 387
team-related goals, 56
teams

ad hoc groups, 65
advantages of, 61–63
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teams (continued)

command, 64
committees, 63
defi ned, 64
effectiveness factors, 68
empowerment of, 66–68
formal, 63–64
groupware, 67
informal, 64–65
meetings, 68–72
mentoring circles, 65
overview, 61
process management information in, 67
self-managed, 65–66
task forces, 63
uses of, 64
Web sites, 64

tear fi le, 140
techies, 370
telecommuting, 221
teleconferencing, 102, 249–251
telephone calls

caller ID, 153
cutting, 155
delegating responsibility for, 154–155
forwarding, 152
home offi ce, 146
incoming, 43
listening, 82
personal, 153–154, 487
rescheduling discussions, 155–156
scheduling, 43, 150–151
screening, 151–152, 153
shortening/condensing conversation, 155

telephone conference, 59
Tennessee Valley Authority (TVA), 65–66
tennis balls, 518
tension. See also stress management

autogenic training for, 538–539
body scan, 527–528
breathing techniques for, 528–534
correct posture, 527
effects on body, 526
overview, 525
progressive relaxation for, 534–537
stretching techniques, 540
three-minute energy burst for, 540–541

thank-you notes, 161
theory/practice presentation, 350
thermometer, as biofeedback tool, 564
thinking, stress-resistant. See also stress 

management
avoiding overgeneralizing, 570
curbing unrealistic expectations, 571–573
cutting out what-if-ing, 569
exclamation mark behavior, 573
minimizing can’t-stand-it-itis, 568–569
overview, 564–566
quit catastrophizing and awfulizing, 

567–568
self-created stress, 565–567
stopping mind reading and conclusion 

jumping, 570–571
stopping musterbating, 572–573
stopping self-rating, 573–574
systematic stress analysis, 574–578

thoughts
negative, 27
organizing, 86–87
stating, 410–411
stopping, 548–549

threatening gestures, 318
three-minute energy burst, 540–541
tickler fi lers, 134
time

allocating, 36
calculating worth of, 98–99
managing, 40
maximizing, 38–39
scheduling, 101
valuing, 97–100

time blocking
defi ned, 123
dividing day, 124
eliminating/shifting trivial tasks, 129
evaluation questions, 130
factoring in work activities, 125
fl ex time, 126–127
improving in, 124
measurable goals, 128
periodic review, 128
planning time, 126
practicing in, 123
qualitative goals, 128–129
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scheduling personal activities, 125
surveying results, 127–129
weekly self-evaluation, 126

time management
80/20 rule, 114–115
balancing work and time with family and 

friends, 105
boosting hourly value, 99–100
communicating effectively, 103
creating routine, 101
interactions with co-workers and 

customers, 106
interruptions, 103–104
making decisions, 104
motivation, 106
obstacles to, 103–104
organizational continuum, 108–112
organizing surroundings in, 102
overview, 100
procrastination, controlling, 104
scheduling time, 101
time-saving technology, 102

time-bound goals, 51
time-saving technology, 102
to-do list, 522
tone of voice, 291
top dog, 427
topic pattern, 350
town gossips, 370
town-hall-like meeting, 69
toy maker (presenter type), 354
toys, 518
tracking system, 265
tradeoff in decisions, 231
trances, 560–562
transcript of courses, 622
trigger words and phrases, 313–314
trust, 12
twist, 540
two-year colleges, 591–592

• U •
ultimatums, issuing, 401
undergraduate degrees, online, 584–585
unhappy people, 21

United States Distance Learning 
Association, 605

University of Phoenix, 590
University of Wisconsin, 608
unproductive competition, reducing, 62
unproductive meetings, 69–70
upper-back stretch, 515–516
“uptight personality” myth, 112
urgency, 494–495
useless data, 194

• V •
values

in confl ict resolution, 437–439
core, 437–438
of other people, 438–439

vegetables, 511
verbal browbeating, 278
verbal delegator, 159–160
verbal door openers, 294–295
Verizon Communications, 65
vertical arrow technique, 577
vetoer, 370
video fi les, 620, 629
videoconferencing, 102, 249–251
virtual barriers, 148–149
virtual meetings

audience, 251
interactivity, 250
length of, 249–250
overview, 249
service providers, 251

vision
achieving, 30
compelling, 49
delegating, 263
goals, achieving with, 48–49
sharing, 55

visual aids, 320
visual impairments, 393–395
visualizing success, 41
voice

in assertive speaking, 316–317
confi dent, 282
harsh tones, 305
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voice (continued)

infl ecting, 316
monotonous tone, 306
during presentation, 356
projecting, 316
raised, 278
sincerity in tone, 317
soft, 278
tone of, 291, 305–306

voice mail, 151, 162–164, 340–341. See also 
e-mail

volunteer opportunities, 631
volunteering for special assignments, 221
vulgar language, 313

• W •
walk-in intrusions, 148–149
walking and strolling, 514
walls, 142
watch, as biofeedback tool, 563–564
weaknesses, 75
wealth, happiness, equating with, 20
Web browsing, 487–488
Web hosting service, 626
Web programming, 626
Web sites, teams, 64
Webcams, 609
Web-conferencing, 249–251
WebEx, 249–251, 603
Webinar, 605
Welch, Jack, 69
what-if-ing, 569
Wheel of Life, 31
whiners, 370
white noise, 144
wiki, 605
win-win situation, 90–91
wireless reading device, 190
word processing documents, 628
words, 291
work history, 623
work hours, 98–99, 222
work out meetings, 69
work relationships, getting along with 

co-workers, 224

work stress. See also stress management
de-stressing, 522–523
fi ghting, 510–513
leaving work at work, 522
overview, 507
source of, 509–510
statistics, 508
symptoms of, 508

workaholism, 223
working out, 521, 522
work–personal life dilemma

achieving balance in, 220–221
avoiding workaholism, 223
balanced, benefi ts of, 220
fi nding space to relax, 221
fl exible workspace, 221–223
getting along with boss, 225
having fun, 221
helping to develop employees, 224–225
improving attitudes and interactions, 

224–226
managing frustrations, 225
overview, 219
time management, 105
treating everyone like VIPs, 225–226
Web sites, 224

workspace
assembling organizational tools, 133
clearing off desk, 132–133
de-cluttering, 135–136
decorating, 142–143
fl exible, 221–223
limiting items on desk, 143
notes, 136–137
organizing, 102
overview, 131
personalizing, 143
placement of materials, 143
setting up fi ling system, 134–135
stress-resistant, 516–520

workspace, clutter-free
creating digital version of fi les, 141
delegating papers, 138
depot, 139
detouring papers, 139
doing tasks, 138–139
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dumping papers, 137
fi ling regularly, 139
limiting the paper you receive, 139–140
single-handling papers, 137–138
tackling piles systematically, 135–136

workspace, fl exible
compressed workweek, 221
core business needs, 222
fl ex time, 221
job sharing, 221
policies and procedures, 222–223
self-rostering, 221
shift swapping, 221
telecommuting, 221
trial period, 222

workspace, stress-resistant
delegating tasks, 520
de-stressing your desk, 518–519
dumbbells, 517
ergonomic furniture, 519
lighting, 517

listening to music, 517
overview, 516
scents, 517
sitting up straight, 520
toys, 517
visual resting spots, 517

workstation, setting up, 142
workweek, compressed, 221
worrying, 44

• Y •
yawning, 534
yelling, 401
Young Adult Library Services 

Association, 588

• Z •
Zen breathing, 531–532
Ziglar, Zig, 23

46_575253-bindex.indd   66746_575253-bindex.indd   667 3/24/10   11:11 PM3/24/10   11:11 PM



Notes
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________
______________________________________

46_575253-bindex.indd   66846_575253-bindex.indd   668 3/24/10   11:11 PM3/24/10   11:11 PM


