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A
Abdul, P., 87
Acknowledging people, 324
Act phase, 283, 286–288
Action: coaching people in, and 

providing feedback, 332, 
334–335; forwarding, 101–102, 107; 
generating, by being milestone 
fanatics, 297–298; opportunities to 
be in, looking for, 252

Action coaching, team-based, 187, 
349, 350

Action Design Associates, 305
Action language, coaching people to 

use, 270–271
Action maps, using, to provide 

feedback in groups, 326–328
Action strategies, 119, 327
Adams, J., 27, 214, 215
Adidas, 189, 208, 297, 323–324
Advance payment, 138
Advanced beginner coach, level 

of, 74
Advocacy, balancing inquiry with, 

269–270, 271, 310, 312, 313
Advocat, D., 12
Age-old problems, 153
Airport test, the, 66
Ali, M., 72
Allaire, P., 41
Allied Signal, 173, 198, 215
al-Qaeda, 291, 302
Alteration, distinguishing between 

assessment and, 161
Amazon.com, 4, 176, 286, 291

Ambitions: of the business, 
determining the, 354; fi nding 
out people’s, 152–153

American Creation (Ellis), 275
American Idol, 31, 87
Ameritech, 173
Amgen, 291
Anderson, F., 40, 343
Anonymous quote, 111
Antigen, 52, 53
Anxiety attacks, obsession 

 leading to, 242
AOL, 3
Apple, 3, 4, 5, 17, 18, 28, 155, 174, 

183, 189, 231, 291
Argyris, C., 56, 97, 119, 302, 304, 

305, 307, 311, 338, 339
Art of Possibility, The (Zander), 

317, 338
Articles, recommended, for leader-

ship transformation, 339
Ascent of Man, The (Bronowski), 

76–77
Aspirations, fi nding out people’s, 

152–153. See also Goals
Assessment: alteration and, 

 distinguishing between, 161; in 
the feedback cycle, 320; in the 
GOAL model, 224, 227, 228, 357, 
359–360; making an, based on 
observable behavior, 321–322; 
observation and, distinguishing 
between, 127

Assessment instruments, issue 
with, 160
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AT&T, 117, 149, 150
Athos, A., 339
Attention tracks, managing, 210
Attribution, obtaining consent 

on, 164
Auerbach, R., 29, 324
Automatic self, defi ned, 118
Awareness, of old frames, 332, 

333–334

B
Baby boomers, 249, 361, 370
“Back to the Future” exercise, 280
Ballard, J., 87
Bally, 369, 373–375
Barr, R., 179
Barzun, J., 36
Basic facilitation, defi ned, 266
Bayer, 233
Beatles, the, 275, 276
Beginner coach, level of, 74
Being, way of, importance of, 75–76,

 77–80. See also Triple loop 
 learning

Belichick, B., 8, 70–71, 76, 231
Belichick, S., 70
Bell Telephone, 143
Bellino, J., 70
Bender, B., 66
Bennett, B., 105, 106
Bennis, W., 196–197, 203, 260
Bezos, J., 150, 176, 286–287
BHAGS (Big Hairy Audacious 

Goals), stating, in a source 
document, 186, 189, 191

Big companies, coaching small 
enterprises vs. CEOs of, 352–353

Binkley, D., 222, 223, 239, 350
Blair, T., 210, 279
Blank, A., 48
Bledsoe, D., 70
Blogging, use of, to build the 

coaching practice, 363–364
Bloomberg, M., 296
Bloomberg Services, 299
Blue Ocean Strategies, 278

BMW, 291
Boeing, 13
Bohm, D., 262–263
Books, recommended, for 

leadership transformation, 339
Bossidy, L., 173, 174, 198, 215, 

222, 295
Boston Celtics, 324
Boston Red Sox, 225
Boston Symphony Orchestra, 29
Boundary conditions, knowing 

the, 151
Brady, S., 69
Brady, T., 8, 69–70, 241
Brainstorming: in the CollabLab, 

284, 289; to generate options, 
for small businesses, 359; for wild 
ideas, 264

Braque, G., 276
Breakdowns: avoiding, 25; 

commonness of, 21; getting 
to the source of, 115; order 
of, in sample action map, 327; 
potential, identifying, 188

Breakthrough: defi ned, 20; as a 
phase in the Masterful Coach-
ing model, 132, 245; phases of, 
131–132, 133

Breakthrough drug, example of a, 
216–217

Breakthrough projects, catalytic, 
executing, 132, 177, 213–220, 
297, 350–351

Breakthrough Strategy, The 
( Schaffer), 338

Breakthroughs: business, coaching 
team members on, 226–227; 
feedback that produces, 31, 64, 
87, 92; leadership, coaching team 
members on, 227–228; learning 
that allows for, 114

Brin, S., 176, 209
British Airways, 189
British Petroleum, 210
Brock, B., 52, 53
Bronowski, J., 76–77
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Brown, J., 210
Brown, J. S., 260
Brown, T., 31
Bruner, J., 111
Buchanan, J., 28
Bucket List, 252
Buddha, 80, 81
Buffett, W., 29
Business breakthroughs, coaching 

team members on, 226–227
Business concept incubator, 186, 

187, 191
Business concept innovation, as 

requisite, for reinvention, 293
Business model, appraising the, 

354–355
Business, the: running vs. creating, 

208–209; working in vs. on, 356
Businesses, small, coaching, 352–360
Bussandri, F., 143
Bypassing defensive routines, 308

C
“Cabin in the Woods” 

 CollabLab, 265
Caddy, P., 72
Caldwell, B., 21
Calendar exercise, 209, 210
Calendar test, 223–224
Calling forth: power of language in, 

68–70; principle of, 66–68
Candor, speaking with, and good 

intention, 164–165
Canon, 191
Carter, J., 372
Carter, M., 10, 24
Case study format, using, for group 

transformation, 339
Catalytic breakthrough projects, 

executing, 132, 177, 213–220, 
297, 350–351

Champion, fi nding a, of a coaching 
culture, 344

Change: commitment to, 129; 
as the job, 173; winds of, 3, 
233–234. See also Transformation; 

Unfreeze-change-refreeze
Change initiatives, key, stating, 

190, 191
Change insurgency, successful, 

mounting a, 132, 172–183
Change insurgents: distinctions of 

being, 179–180; learning to be, 
need for, 24; as part of a team, 
176–177; stories of, sharing, 180, 
183; successful, characteristics 
of, discussing, 178–179; weapons 
of, 174–177

Character, good, making decisions 
with, importance of, 232

Chase Manhattan Bank, 303, 
304, 369

Check-ins and check-outs, 208, 271
Chéhab, P., 333
Chemistry and rapport, establishing, 

139–140
Chevrolet, 149
Chevron, 49
Chinese proverb, 207
Chögyam Trungpa Rinpoche, 72
Choi, E., 131, 246–247
Chrysler, 19
Churchill, W., 247
Cirque du Soleil, 4, 150, 300, 358
Cisco, 291
City Year Serve-a-Thon, 372
Clarity, 20
Clark, A. C., 46
Clarke, B., 249
Clarke, S., 104–105, 106
Clay, H., 251
Client relationships, importance 

of, 361
Clinton, B., 28, 173
Clinton, H., 178
Club Med, 299
CNN, 189, 291
Coach and mentor, leader as, 132, 

186, 187, 221–230 
Coaching: defi ning, 41, 42, 62; 

enrolling leaders in, 349; 
 getting top leaders involved in, 
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349–350; goals and expectations 
of, clarifying, 142; intention to 
begin, coachee announcing, 
225; model of, to start with, 224; 
myths of, 140–141, 345–346, 347, 
348; new paradigm for, 10, 11–16; 
opportunity in, helping clients 
see the, 141–142, 357; reality of, 
346, 347–348. See also Masterful 
Coaching

Coaching and mentoring culture, 
creating a, 343–351

Coaching communication, 
difference between social grease 
and, 30

Coaching contracts and fees, 357, 
365–366

Coaching conversations: as a 12-step 
process, 132, 133; conversation 
needed for, 91–92; effective-
ness of, judging the, 107–108; 
objectives of, 139; overview of, 
23–25; powerful, success formula 
for, 102–108; preparing for, 
103–104, 106; speaking from a 
stand vs. emotional reactions in, 
86; as special conversations, 92; 
types of, drawing distinctions 
among the, coaching caps that 
support, 97–102; way of being in, 
79. See also specifi c conversation topics

Coaching education: great, ingredi-
ents of a, 71–73; story of a, 70–71

Coaching engagement process, 
356–357

Coaching practice, successful, 
building a, 361–366

Coaching relationships: 
commitment in, 81–83, 136, 137, 
144–145; extraordinary, creating, 
132, 135–147; robust, need for, 
principle of, 16, 43; space in, 159; 
tale involving, 137–139

Coaching roles, 55–57
Coaching schedule, designing a, 

138, 142–143

Coaching sessions: feedback, 
conducting, 167; free, offering, 
365; structuring, 225–228, 
357–358

Coaching tales, 137–139, 161–163, 
186–188, 246–249, 317–319

Coca-Cola, 191, 297, 300
Cocreation vs. colabor, 274–277
Cohen, S., 370–372
Colabor vs. cocreation, 274–277
CollabLab: coaching in the, 

288–289; coach’s role in the, 
281; described, 278; example of 
 running a, 113–114; experience 
of collaboration in the, 278–279; 
facilitating a group in the, 265; 
power of a, 279–281; process 
model of the, 282–288; working 
at reinvention in the, 50

Collaboration: creative, mastering 
the art of, 273–289; defi ning, and 
describing, 274–277; leadership 
required for, 275; as the missing 
factor, 273–274; questions for 
getting started with, 289–290

Collaboration 1.0, described, 
277–278

Collaboration 2.0, described, 
277, 278

Collaboration 3.0, described, 278
Collaborative conversations: everyday 

facilitation of, 266–272; goal of, 
deciding on the, and allowing for 
experimentation, 263–265; idea 
of, introducing, 263

Collaborators, unlikely, connecting, 
275–276

Collins, J., 175
Colonial Pipeline, 49
ComfortSource.com, 14
Command-and-control manager, 

replacing the, 5, 6–9, 12–13, 25
Commitment: to change, and to 

learning, 129; as a coach, 78, 80; 
to the coaching conversation, 
104–106, 108–109; to the 
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coaching relationship, 81–83, 
136, 137, 144–145; vs. compli-
ance, 101; to honest feedback, 
importance of, 88, 164–165; to 
an impossible future, enrolling 
people in the idea of, 153–154; 
to the person receiving feedback, 
declaring, at the outset, 321; 
power of, 69–70, 78, 80; total, 
to the coachee, standing in, 
81–83, 86, 92, 136, 137, 142, 321; 
voluntary, eliciting, 367

Commitment model, internal, 168
Commitment of time. See Time 

commitment
Committed listening, 93–95
Committed speaking, 95–96
Compassion: awakening of, 81; 

 defi nition of, 76
Competent coach, level of, 74
Complexity and simplicity, 

 addressing, 54–55, 214–215
Compliance vs. commitment, 101
Concentration: defi ned, 20; 

described, 21; as a phase in the 
Masterful Coaching model, 132, 
172, 194, 205, 213, 239

Confi dentiality question, addressing 
the, 164

Confl ict, avoiding, problem of, 
36, 37

ConLim, 279, 282, 283, 284
ConocoPhillips, 13, 24, 137, 138, 

161, 162, 186, 210, 217, 285, 287, 
322, 345, 348, 349, 350

Consultants, learning from, 361
Context: altering, 119–120; defi ned, 

116–117; in sample action 
map, 327

Conti, C., 52–54, 55, 56
Controlled burns, using, 309–310
Conversational protocols, using, 

339–340
Conversational recipes: CollabLab 

based on, 282–283; experiment-
ing with, in groups, 264–265

Conversations, phenomenon of, 
91–92. See also Coaching 
conversations; Collaborative 
 conversations

Conway, C., 349
Corporate responsibility, 371
Cost centers, 175
Cost-cutting efforts, 150
Costs: focusing just on, avoiding, 

47; taking control of, as a small 
business option, 360

Courage, to hear feedback, 167
Covey, S., 136
Cowell, S., 31, 87
Creating the business vs. running 

the business, 208–209
Creative collaboration, mastering the 

art of, 273–289. See also CollabLab
Creative economy, shift to a, 3, 4
Creative fearlessness, instilling, 196
Creative sparks, lighting, 275–276
Creativity, distinction between, and 

being creative, 332–333
Crick, F., 276, 287
Crisis decisions, 232, 237
Crooked attitudes, described, 57
CSX, 152
Cultural clearing: for coaching, 343; 

key force in providing a, 38; new, 
creating a, 9–10, 47

Culture: coaching and mentoring, 
creating a, 343–351; desired, 
defi ning the, 189; macho man-
agement, 370; of self-interest, 
issue with a, 377–378; value-
added, creating a, key to, 373

Current conditions to change, 
stating the, 190

“Customer, The: Changing the 
Game” CollabLab, 279

Customers, getting close to, 176

D
Dalai Lama, 76, 81, 251
Dalí, S., 72
Dante, 210
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Darwin, C., 292
de Bono, E., 232
Death spiral, 150, 291
Decision making, great, and 

making great judgment calls, 132, 
231–238

Decisions: executing, assisting in, 
234–235; good, source of, 233; 
listing, by category, 236–237; 
most important types of, 232; 
naming and framing, 234; time 
for, recognizing the, enabling 
executives in, 233–234

Declaration of commitment: to 
being a coach, 78, 80; to the 
coaching conversation, 
104–106; to the person receiving 
feedback, 321

Declaration of Independence, 214, 
275, 276

Declarations: in the coaching rela-
tionship, 137; making explicit, 
270, 271; power of, 69, 70, 78, 
80; of vision vs. prediction, 
using, 154. See also Leadership 
declarations

Declaring an Impossible Future: 
capacity for, limiting factor 
on the, 85; as a coaching 
conversation, 132, 148–157; 
impetus to, 291; in a Source 
Document, 191; starting with, 
119–120

Declaring possibilities cap, 
98–99, 106

Defense Acquisition University 
(DAU), 40

Defensive routines: breaking, 
coach’s role in, 303–304; 
common organizational, 96–97; 
defi ned, 54, 302; eliminating, 
strategies for, 305–307, 313; 
emotional reactions leading to, 
57; energy invested in, effect of, 
302; intervening in, facilitating 
the process of, 307–312, 313; 

 pervasiveness of, 302, 305; source 
of, 304–305

Defensiveness, moving from, to 
learning, 301–313

Dell, 291
Deployment manager, need for a, 39
Despair, 302
Detroit Lions, 70
Detroit Pistons, 347
Developmental facilitation, 

defi ned, 266
Diagnosis phase, 268–269
Diagnosis-intervention cycle, 268–269
Dialogue: open, engaging in, with 

groups, after looking at feedback, 
328–329; robust, encouraging, in 
groups, 262–263

Dialogue: The Art of Thinking Together 
(Isaacs), 330

Dilemmas or puzzles, in sample 
action map, 327

Disney, R., 232
Disney, W., 61
DNA secrets, discovery of, 276, 287
Domain expertise, developing, 

importance of, 73
Donahue, B., 15
Double loop learning: for building a 

team of talented “A” Players, 204; 
for creating a Source Document, 
192; for creating extraordinary 
coaching relationships, 146; 
deciding when to use, 120–121; 
for declaring an Impossible 
Future, 156; described, 115; for 
executing catalytic breakthrough 
projects, 220; for executive time 
management, 212; for focus-
ing on the scoreboard, 244; for 
leader as coach and mentor, 229; 
for life coaching, 253; for making 
great decisions and judgment 
calls, 238; for mounting a change 
insurgency, 182; for providing 
360-degree feedback, 170; and 
transformation, 116
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Dowm, J., 233
Doyle, A. C., 320
Dramatic difference, focusing on a, 

importance of, 355
Drawing others out cap, 99–100, 106
Dream Society: How the Coming Shift 

from Information to Imagination 
Will Transform Your Business 
(  Jensen), 152

Dreams, selling, 355–356
Dru, J., 299
Duncan, T., 345, 349
Dunham, A., 161, 162

E
E Leader (Hargrove), 338
“E Myth” (Gerber), 356
eBay, 8, 14, 20, 155, 176, 291
Economist cartoon, 301
Edison, T., 263, 275
EDS, 336–338
Education of a Coach, The 

( Halberstam), 70
Egan, J., 373–375
eHarmony, 4
Einstein, A., 99, 158, 262, 263
Ellis, J., 275
Embarrassment, avoiding, defensive 

thinking and behavior for. See 
Defensive routines

Emerson, R. W., 56, 78, 121
Emory, S., 73
Emotional intelligence, having a 

proven track record of, 66
Emotional reactions: described, 57; 

speaking from a stand vs. one’s, 
86. See also Defensive routines

Emotions, eliciting, appropriate 
ways of, 128

“Emperor has no clothes” situa-
tion, 305

Employee performance, 
recognizing, 374–375

Employee surveys, starting with, 345
Employee training and 

development, 374

Engaging defensive routines, 
308–309

Enterprisewide level, deploying 
coaching on an, 38–40

Erhard, W., 72, 144
Estée Lauder, 282, 283, 284, 287, 288
Eurhythmics, the, 279
Execution, key disciplines of, 242
Extraordinary coaching relation-

ships, creating, 132, 135–147
Extraordinary conversations, 

defi ned, 91–92
Extreme coaches, attributes of, 

29–32
Extreme jobs: consequences of, 

engaging in dialogue about, 
250–251; demands of, 245–246

Extreme leaders: defi ned, 28; 
developing a relationship with, 
24; examples of, 27, 28; who 
stand for something, choosing 
to coach, 32–35

ExxonMobil, 273
Ezra, B., 61

F
Facebook, 5, 85, 291
Facilitation, types of, defi ned, 266
FedEx, 28, 149, 175, 191, 281, 

298, 299
Feedback: analyzing, 166; backing 

up, with specifi c examples, 322; 
based on observing practice of 
new skills, 334–335; following up 
on, 169; giving and receiving, 
general guidelines for, 341; to a 
group vs. individuals, 271–272; 
guiding ideas for giving, 320–329; 
high-quality, essentials of, con-
clusion on, 329; hostile reaction 
to, altering communication due 
to, issue of, 96; and iteration, 
phase of, 283, 288; in leadership 
reviews, 202; learning and, in 
the GOAL model, 224, 227, 228, 
358, 360; meaningful, providing, 
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314–329; ongoing, arranging 
for, 319; providing the, 167–168; 
questions for, 165; that produces 
breakthroughs, 31, 64, 87, 92; in 
triple loop learning, 115. See also 
Honest feedback; 360-degree 
feedback

Feedback coaching sessions, 
 conducting, 167

Feedback exercise, 341–342
Feedback interviews, 163–165, 

325–326
Fettig, J., 222, 223, 239, 350, 351
Fifth Discipline, The (Senge), 338
Fillmore, M., 28
Financial wealth vs. nonfi nancial 

wealth, 245, 250, 251. See also Life 
coaching

Fiorina, C., 236
Fireman, P., 370, 371
Fish, J., 32–34
Fitch, D., 40
Fluid framing, 127
Focus phase, 283, 285–286
Folgers, 149, 150
Follow-up feedback, 169
Ford, 19, 291, 336
Ford, G., 28
Formulation: defi ned, 20; described, 

20–21; as a phase in the Masterful 
Coaching model, 132, 133, 135, 
148, 158, 184

Forwarding action cap, 101–102, 107
Frames: new, distinguishing, 332, 

333; old, awareness of, 332, 333; 
types of, in sample action map, 
327; unnoticed, trap of  having, 
57. See also Mental models; 
Reframing cap

Free coaching sessions, offering, 365
Freedom to be, 161
Freud, S., 10
Fritz, B., 332
From Dawn to Decadence (Barzun), 36
Fulfi llment, structure for, 16
Future: of management, 4, 5; new 

and possible, declaring a, 51; 
standing in the, to make it reality, 
46–48, 85, 138. See also Impossible 
Future

G
Gabriel, P., 372
Galbraith, J. K., 302
Game plan, winning, creating a, 

14–15, 132, 184–193
Gandhi, M., 248, 295, 300
Gap, The, 291
Gaps in reasoning, described, 57
Garfi eld, C., 260
Gates, B., 4, 28, 180, 216, 217
GE Infrastructure, 5
General Electric (GE), 5–6, 8, 18, 

28, 31–32, 48, 62, 76, 173, 174, 
209, 241, 291, 298, 299, 300

General Motors (GM), 4, 5, 19, 
85, 291

George III, 214
Gerber, M., 356
Gerstner, L., 236, 293
Gide, A., 41
GOAL model, 224, 225, 226–228, 

357–360
Goals: building, into the vision, 

186, 189; defi nition of, 112; in 
the GOAL model, 224, 226–227, 
357, 358; measurable, and mile-
stones, setting, 189–190, 191; 
quickly achieving, through the 
 CollabLab, 280

Godin, S., 73, 300, 362
Goethe, J. W. von, 303
Goff, G., 13, 24, 210, 279
Goiuzetta, R., 191, 297, 300
Goldfi sh-in-the-water simile, 

107–108
“Good Communication That Blocks 

Learning” (Argyris), 339
Good to Great (Collins), 175
Google, 3, 4, 5, 8, 151, 174, 176, 196, 

209, 234, 291
Gorbachev, M., 149
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Goss, T., 49, 110, 339
Gravitas, having, 66
Great groups, secrets of, 259–272
“Great programmatic fallacy,” 36
Greatness, people’s individual: dis-

covering, principle of, 13, 63, 83; 
standing in, even when they fall 
from it, 83–84, 87, 92, 142, 158, 
159, 167

Greek mythology, 128
Group feedback: exercise involving, 

341–342; vs. individual feedback, 
271–272; providing, method for, 
325–329

Group transformation, 339–342
Groups: accomplishments through, 

259–260; coach’s role in 
transforming, 261–265, 269; 
collaborative conversations in, 
263–265, 266–272; contract-
ing with, for facilitation, 266; 
effect of CollabLab on, 279–281; 
empowering, 271; governing 
values of, establishing, 266–267; 
ground rules for, establishing, 
267; that are great, characteristics 
of, 260–261

Grove, A., 191, 292
GS Technologies, 336
Guiding ideas: learning that pro-

vides, 114; new, distinguishing, 
and key practices, 332, 333; old, 
making people aware of, 332, 
333–334. See also Mental models

H
Habits to abandon, making people 

aware of, 332, 333–334
Halberstam, D., 70
Halpert, T., 53, 55, 56
Hamel, G., 73, 339
Hamm, R., 322–323
Handy, C., 364
Hargrove, R., 66, 255, 274, 338
Harley Davidson, 150
Harmon, B., 9, 43–46

Hartmann, H. P., 112, 113
Harvard Business Review, 245, 339
Harvard Business School, 299
Hedrick and Struggles, 362
Heidegger, M., 68–69
Herndon, W. H., 28
Herzlinger, R., 299
Hewlett-Packard, 236
Hillary, E., 7–8
History, defi ned, 117
Holmes, O. W., 55
Home Depot, 20, 48, 281
HomeFaceLift, 355
Honest feedback: committing to, 

importance of, 88, 164–165; as a 
gift, asking people to receive, 321; 
giving, wearing the cap of, 102

Honesty, issue of, 30, 96
Hoover, H., 28
Horizon of possibility, defi ned, 

117–118
Hot seat exercise, 341–342
Human nature, designing organiza-

tions consistent with, 367–375
Human Rights Award, 371, 372
Human Rights Program, 371, 372
Human spirit, gift to the, 129
Hunger Project, The, 189
Hurd, M., 236
Hurley, E., 282

I
“I Am Legend CEO,” 259
IBM, 4, 5, 40, 236–237, 291, 293, 

300, 301, 356
Icarus, myth of, 128
Ideas: different, juxtaposing, to 

create novel combinations, 
264–265; visibility of, addressing, 
through drawings and sketches, 
265; wild, generating, 264. See also 
Guiding ideas

IDEO, 4, 153, 276, 300
Illusions: penetrating, 323–324; 

responses to, paying attention 
to, 326
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Immelt, J., 5–6, 8, 18, 62, 209, 222, 
241, 300

Impasses, exploring, 271
Implementation phase, 292
Impossible Future: committing 

to an, enrolling people in the 
idea of, 153–154; defi ning an, 
importance of, 39; designing the, 
phase of, 292; favorite examples 
of an, 149; fi rst step toward, 
293–294; focus on the, balancing, 
with short-term plans, 207, 208; 
intention of achieving an, and 
quest for, 24; iteration on the, 
225; realizing an, capacity for, 
limiting factor on the, 85; start-
ing point for an, 148–149; vision 
of the, formulating a, 47. See also 
Declaring an Impossible Future

Incumbent displacement, 149–150
Indiana Jones character, 259
Indianapolis Colts, 241
Industry frames, described, 57
Inferences, making, process of. 

See Ladder of inference
Information technology 

improvement, cost-cutting, 150
Infosys, 6, 7, 18, 154, 298
Inner nature, perfecting one’s, 75
Innovation: as requisite, 293; speed 

of, 276
Innovation Associates, 339
Innovators, 150
Inquiry: balancing, with advocacy, 

269–270, 271, 310, 312, 313; 
engaging people in, of their 
Impossible Future, 154–155

Inspirational statements, 190
Intel, 117, 291, 292
Internal coaching certifi cation 

program, 351
Internal commitment model, 168
International Coaching 

 Federation, 361
Internet, the: connecting and 

 collaborating on, 276, 277; 

 everything on, 4; power of, 154; 
small businesses leveraging, 360

Intervention cycle, 320
Intervention levels, 307–309
Intervention phase, 268, 269
Interventions: in the feedback cycle, 

320; for moving beyond defensive 
routines, 307–312, 313

Interviews, feedback, 163–165, 
325–326

iPod, 264, 297
Iraq war, 216
Isaacs, W., 330

J
Jackson, B., 348
Jackson, R., 87
Jaeggi, R., 208
James, W., 329
Jarvik, R., 237
Jefferson, T., 27, 275
Jensen, R., 152
Jobs, S., 17, 18, 27, 28, 149, 150, 180, 

183, 191, 231, 264, 275, 293, 300
John Adams (McCullough), 214
Jones, G., 111–114
Jordon, M., 44
Judgment calls, making great 

decisions and, 132, 231–238

K
Kaestner, C., 361
Kelleher, H., 28, 29, 61, 75, 81, 149, 

179, 180, 213
Kelly, D., 300
Kelly, K., 250
Kennedy, J. F., 63, 149, 179, 180
Kentucky Fried Chicken (KFC), 234
“Kill the facilitator” game, 272
King, M. L., Jr., 63, 180
Kissinger, H., 66
Kitchen Aid, 222
Klein, J., 295, 296–297
Kliesterlee, G., 10, 24
Knickel, C., 349
Knight, B., 62
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Knight, P., 209
Knowledge for Action (Argyris), 338
Koch Industries, 49
Korkosz, D., 105, 317–319
Kraft, B., 69
Kroc, R., 212
Kushi, M., 72, 74

L
Labrecque, T., 303, 369
Ladder of inference, 56, 57, 310, 

311–312
Lafl ey, A. G., 173, 174
Laliberté, G., 150, 300
Language, power of, 68–70, 80. 

See also Leadership declarations
Last Word on Power, The (Goss), 49
Lauder, A., 286
Lawyers, learning from, 361
Lazard, Ltd., 7
Leader feedback, providing, 328
Leadership: changing role of, 5, 

6–9, 12–13, 25; defi ned, 175; of 
reinvention, 293, 294–295

Leadership breakthroughs, coaching 
team members on, 227–228

Leadership declarations: for building 
a team of talented “A” Players, 204; 
as a coaching tool, 134; for creat-
ing a Source Document, 192; for 
creating extraordinary coaching 
relationships, 146; for declaring 
an Impossible Future, 156; for 
executing catalytic breakthrough 
projects, 220; for executive time 
management, 211; for focusing 
on the scoreboard, 244; for leader 
as coach and mentor, 229; for 
life coaching, 253; for making 
great decisions and judgment 
calls, 238; for mounting a change 
insurgency, 182; for providing 
360-degree feedback, 170

Leadership development vs. the 
Masterful Coaching method, 
10–11

Leadership gaps, fi nding, 224–225
Leadership review, 202
Leadership road map, creating a, 168
Leadership transformation, 338–339
Learning: commitment to, 129; and 

feedback, in the GOAL model, 
224, 227, 228, 358, 360; moving 
from defensiveness to, 301–313; 
transformational, 111–114, 129. 
See also Double loop learning; 
Single loop learning; Triple loop 
learning

Learning capacity, developing, 310
Learning organization 

infrastructure, 336–338
Lee Kuan Yew, 12–13, 66, 149
Left-hand column exercise, 97, 

310, 311
Lemon, D., 49
Lenovo, 4, 237
Lesseps, F. de, 179
Lewin, K., 315, 319
Lexus, 191
Life, as a narrative, 111
Life coaching, 132, 245–253
Limited, the, 291
Lincoln, A., 27, 28, 175, 179, 180, 262
Linux software, 4
Lipitor, 237
Listening, committed, 93–95
Local scene, focusing on the, 360
Lois, G., 234
Lombardi, V., 29
Long-term and short-term focus, 

balancing, 207, 208
Los Angeles Lakers, 324
Lotus Notes, 278

M
Machiavelli, N., 24
Macho management culture, 370
Macintosh computers, 183
Mackey, J., 176, 355
Make-a-difference category, things 

that fall in the, identifying, 206, 
209–210
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Making a difference: commitment 
to conversations that involve, 
104–106, 108–109; giving people 
the opportunity of, 367–375

Management, future of, 4, 5
Manchester United, 347
Mandela, N., 149
Mapping the territory, 10–11, 43–46
Marketing position, for the coaching 

practice, 362
Marketing, spending on, 360
Marketing strategies, for building a 

coaching practice, 362–366
Marks & Spencer, 291
Mass collaboration, 277
Master class: defi ned, 255; example 

of a, 255–256
Master classes, list of, that build on 

coaching conversations, 256–257. 
See also specifi c class subjects

Master paradigms, 118–119
Master programs, defi ned, 

118–119, 304
Masterful Coach: attributes of a, 

62–64; burning desire to become 
a, importance of possessing, 
71–72; fi rst step in becoming 
a, 66–68; images of a, at work, 
examples of, 61–62; level of, 
74; process of becoming, aspect 
about the, 134; qualifi cations of 
a, 65–66; roles of a, 55–57; as a 
thinking partner, 51–55, 94

Masterful Coaching: games in, 62; 
guiding principles of, 11–16, 225; 
as a journey, 64–65; levels of, 
73–74; need for, 3–4; as a new 
tradition, establishing, 41–42; as 
part of a Source Document, 186, 
187; statistics on, 141; success 
 stories of, providing, 141–142; 
waypoints of, 43–54. See also 
 specifi c aspects of coaching

Masterful Coaching Certifi cation 
Program, 16, 17, 19, 40, 65, 73, 
133, 361

Masterful Coaching “Come Froms,” 
80–90, 225

Masterful Coaching Fieldbook 
(Hargrove), 224, 240

Masterful Coaching Inc: powerful 
realization made with, 346; 
strategic philanthropy at, 368–369; 
as a successful practice, 362

Masterful Coaching method: 
introducing the, 17–19; process 
of using, aspect about the, 
134; reviewing the, 225. See also 
Masterful Coaching Wheel

Masterful Coaching paradigm 
(mind-set), 10, 11–16

Masterful Coaching vision 
 statement, 19

Masterful Coaching Wheel: coach-
ing conversations in the, 23–25, 
132, 133; phases in the, 19–22, 
131–132; wizardry in the, 132, 
133, 134

Masterful Coaching Workshop, 
sponsoring a, 345

Mastering the Art of Creative 
Collaboration (Hargrove), 
274, 283

McCullough, D., 214
McDonald’s, 212, 356
MCI, 291
Mead, M., 259
Meaningful feedback: gathering, 

importance of, 164; providing, 
314–329. See also 360-degree 
feedback

Meetings, group, holding, without 
an agenda, 271

Mental models: learning that alters, 
114, 115; unnoticed, trap of, 57. 
See also Frames; Guiding ideas

Mentor, leader as coach and, 132, 
186, 187, 221–230

Mentoring and coaching culture, 
creating a, 343–351

Mentors, seeking out, importance 
of, 72–73
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Mercury Marquis, 150
Methodologies, determining the, 

190, 191
MGM, 3
Michelangelo, 197
Microsoft, 4, 28, 234, 291
Midas, 265
Milestones, setting: being a fanatic 

about, 297–298; and measurable 
goals, 189–190, 191

Military reinvention, 24
Mind-sets, resetting, guiding 

principles for. See Teachable 
points of views (TPOVs)

Missing skills, labeling, and 
explaining their importance, 
331–333

Missing X Factor, 274
Mission and vision, 

combination of, 50
Mission statement, fl uffy, vs. winning 

game plan, 14–15
Misunderstandings, that fester, 

avoiding, 202–203
Miszion, building a, 

working at, 50
MIT Organization Learning 

Center, 336
Model II Theory-in-Use, 307
Model I Theory-in-Use, 304, 307
Moderate leaders: avoiding the 

coaching of, reason for, example 
demonstrating, 35–38; examples 
of, 27, 28

Momentum: defi ned, 20; described, 
21; as a phase in the Masterful 
Coaching model, 132, 133, 205, 
213, 221, 231, 239, 245

Monster.com, 176
Montaigne, M. E. de, 334
Montana, J., 69
Monthly sessions, described, 226
Morgan, J., 14
Motorola, 40
Moving mountains, teaching the 

how of, 25–26

Mozart, W. A., 262, 263
MSN, 234
Mueller, J., 334
Muktananda, S., 72
Murthy, N., 6, 7, 10, 18, 28, 

153–154, 298
MySpace, 8, 155, 234

N
Nahil, B., 77
Naming defensive routines, 308
Napoleon, 64
Nardelli, B., 48
National Football League, 31
Nelson, J., 46–48, 76
Nelson, Lord, 179
Netscape, 291
Networking, 364
Never Eat Alone (Ferrazzi), 364
New England Conservatory of 

Music, 32, 255, 335
New England Patriots, 31, 69, 71, 

76, 231
New Rules for the New Economy 

(Kelly), 250
New York Giants, 71, 231
New York Jets, 31
New York Stock Exchange (NYSE), 

10, 24
New York Yankees, 225, 347
Newton, I., 180
Nicklaus, J., 44
Nietzsche, F. W., 8
Nike, 209, 291, 297, 299
9/11 terrorist attacks, 302
Nokes, J., 161–163, 295
Nokia, 291
Noll, C., 71
Nonfi nancial wealth vs. fi nancial 

wealth, 245, 250, 251. See also Life 
coaching

Nontraditional perspective of work, 
368–369

Norton Company, 46, 76
Norwegian Wood (The Beatles), 276
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O
Obama, B., 63
Objective of the conversations: on 

building a team of talented “A” 
players, 197–199; on creating a 
Source Document, 185–188; on 
creating extraordinary coaching 
relationships, 139; on declaring 
an Impossible Future, 152; on 
executing catalytic breakthrough 
projects, 214–215; on executive 
time management, 207–208; 
on focusing on the scoreboard, 
241–242; on leader as coach 
and mentor, 223–224; on life 
coaching, 249–250; on making 
great decisions and judgment 
calls, 235; on mounting a change 
insurgency, 177–178; on provid-
ing 360-degree feedback, 163

Observations: assessments and, 
distinguishing between, 127; in 
the feedback cycle, 320; making, 
doing interviews and, 325–326; 
of practice, 334, 335

Observing current reality, 224, 
227, 228, 357, 358–359. See also 
Reality, facing

Offers, making explicit, 270, 271
Offl ine sessions, 310
Ogilvy, 291
“One More Euro” project, 217, 283, 

284, 285
One-on-one coaching sessions, 

described, 226–228
Online sessions, 310
Open feedback style, explaining 

the, 164
Optimistic point of view, adopting 

an, importance of, 88–90
Options, identifying, in the GOAL 

model, 357, 359–360
Organizational chart, creating an, to 

identify talent, 200–201
Organizational transformation. 

See Personal and organizational 
transformation

Organizations, reinventing. See 
R einvention

Organizing Genius (Bennis), 
196–197, 260

Ortiz, D., 225
Overcoming Organizational Defenses 

(Argyris), 338
Owens, T., 31

P
P&G, 291
Page, L., 176, 209
Palmisano, S., 300
Paradigm, new, 10, 11–16
Parcells, B., 10, 29, 31, 32
Partner, role as. See Thinking 

 partner
Partnerships, powerful, creating, 

43–46
Pascale, R., 339
Pasteur, L., 11, 180
PC mouse track ball, design of 

the, 286
Pentagon, the, 40, 184, 241, 291, 

299, 300
Pentagon University, 343
People decisions, 232, 236
People’s Bank, 368
Performance: defi ning oneself 

in terms of, issue with, 25; 
employee, recognizing, 374–375

Performance fi elds, moving between 
practice fi elds and, 73, 310, 
335–336

“Permission Marketing” 
(Godin), 300

Personal and organizational trans-
formation: phases of, 315–316; 
process of, 119–121; realizing 
the need for, importance of, 36; 
as requisite, and described, 116. 
See also Reinvention

Personal transformation: providing 
feedback with a strong intention 
for, 167; willingness to partici-
pate in, 110. See also Reinventing 
yourself
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Pet theories, described, 57
Peters, T., 73
Pettitte, A., 225
Pfi zer, 237
Picasso, P., 276
Pitfalls, avoiding. See Things to do/

pitfalls to avoid
Pittsburgh Steelers, 71
Planning phase, 292
Point of view, positive, importance 

of a, 88–90
Point person, need for a, 39
Points of views, teachable. See 

 Teachable points of views 
(TPOVs)

Political chessboard, mastering the, 
175–176

Politics, learning to love, 24
Position, issue of, 175
Possibilities: defi nition of, 112; 

scanning to discover, 283–285; 
wider range of, bringing order 
to a, 280–281

Possibility, horizon of, defi ned, 
117–118

Powell, C., 66
Power, 20, 110, 129, 178, 245
Power of language, 68–70, 80. See 

also Leadership declarations
Power words, 26
Powerlessness, power of, 178
Practice fi elds: examples of, 

336–342; moving between 
performance fi elds and, 73, 
310, 335–336

Practice of new skills, observing, and 
giving feedback, 334–335

Practices, key, distinguishing, 
332, 333

Prahalad, C. K., 339
Praising people, 324
Price, small businesses competing 

on, issue with, 355
Priority-setting, 297, 298
Problems: focusing on solutions 

instead of, 87, 324; looking at, 
from a variety of perspectives, 264

Procter & Gamble, 173
Professional service fi rms (PSF), 

175, 355–356, 360, 361, 362
Promises, making explicit, 270, 271
Provocative statements, announcing, 

before delivering, 323
Prunaiche, M., 200–201
Pull vs. push approach, 13–14, 155, 

321, 346
Putnam, B., 305, 307–312

Q
QLT Inc., 249
Questions for feedback, 165
Question-to-talk ratio, 140

R
Rapid prototyping, 216, 283, 

286, 287
Raytheon, 13
Reagan, R., 149, 175
Reality, facing, 292, 293–294, 357, 

358. See also Observing current 
reality

Reasoning process, steps in 
the, model for. See Ladder of 
 inference

Recognition, importance of, 
374–375

Reebok, 369, 370–372
Reebok Foundation, 371
Reengineering, 150
Referrals, asking for, 364, 365
Reframing cap, 100, 106–107
Reich, R., 173
Reinventing yourself: ability and 

power to engage in, 76–77; 
recognizing the need for, 24, 
25, 38, 48–51, 295; as requisite 
for organizational reinven-
tion, 24, 37, 38, 48, 295–296. 
See also Personal and organiza-
tional transformation; Personal 
 transformation

Reinvention: coaching strategies for 
leaders of, 298–299; dynamics 
of, 292–293; examples of, 299; 
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failure of, reason for, 37; further 
advice on, 298–300; guiding 
principles of, 293–298; leader-
ship necessary for, 293, 294–295; 
phases of, 292; realizing the 
need for, 291, 292; requirement 
for, 24–25, 37, 38, 48, 295–296; 
roller coaster of, jumping on the, 
291–300; sabotaging, example of, 
37; types of, 292; underestimat-
ing the leadership necessary for, 
example of, 36

“Reinvention Roller Coaster, The” 
(Goss, Pascale, and Athos), 339

Relationships: building, before talk-
ing about coaching  contracts, 
356–357; client, superb, 
 importance of, 361; completing, 
exercise on, 340–341; developing, 
with extreme leaders, 24; and 
return on investment, 25, 33; 
using blogging to establish and 
strengthen, 363–364. See also 
Coaching relationships

RE/MAX, 299, 356
Requests, making explicit, 270, 271
Resources, issue of, approach to, 265
Respect, issue of, 30
Results: proven track record 

of,  having a, 66; step-by-step 
method that delivers, having a, 
 importance of, 72

Return on investment in 
relationships (ROIR), 25, 33

Return on investment (ROI), 
 connecting coaching to, 240–241, 
365. See also Scoreboard, focusing 
on the

Reverse-the-risk approach, 365
Revolutionary War, 214
Richard I, 24
Riley, P., 62, 324
River stories: creating, 126–129; 

defi ned, 121; recognizing, 122; 
transforming rut stories into, 
121–122, 123–129

Role frames, described, 57
Role model, 225, 267
“Rooms To Go,” 360
Roosevelt, E., 206
Roosevelt, F. D., 13, 27, 28–29, 175, 

178, 179, 180
Roosevelt, T., 13
Rumsfeld, D., 8
Running the business vs. creating 

the business, 208–209
Russell, B., 52
Russo’s, 354
Rut stories: breaking the grip of, 

125–126; defi ned, 121; inter-
rupting, 125; recognizing, 122; 
transforming, into river stories, 
121–122, 123–129; types of, 
123–124

Ruts of the past, 149, 150, 291

S
Safeway, 3, 355
San Francisco 49ers, 69
SAP, 273
Sayle, B., 16
“Scan, Focus, and Act” model, 283
Scan phase, 283–285
Scarlet Pimpernel character, 323
Schaffer, R., 338
Schön, D. A., 338
Schrage, M., 276
Schwab, 291
Schwarz, R., 267, 268, 305, 306, 

313, 338
Scoreboard, focusing on the, 15, 

132, 239–244
Scorecard, relevant, creating a, 

242–243, 360
Scott, B., 49–50
Scott, S., 350–351
Scouting the territory, 233–234
Sears, 3, 291
Self-awareness, using, as a 

resource, 271
Self-deception, patterns of, 

revealing, 323–324
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Senge, P., 302, 335–336, 338
Serious Play (Schrage), 276
7 Cap Coaching Conversation 

System, 97–102, 106–107
Severance, R. W., 137–139, 140, 142, 

186–188, 192, 217, 349, 350
Shared spaces, collaboration 

dependent on, 276, 278
Shared understanding, building, 

261, 263, 271, 288
Shearing Inc., 52
Shell, 49
Short-term and long-term focus, 

balancing, 207, 208
Simplicity and complexity, 

addressing, 54–55, 214–215
Single loop learning: deciding when 

to use, 121; described, 115; and 
transformation, 116

Six Sigma approach: for a break-
through project, 217; mounting 
change insurgency with, 174; 
need for, 36; as part of a Source 
Document, 186, 190, 191; path 
including, 150; resistance to, 37; 
return on investment in, 241

Skill development, high level of, 
phenomenon of, 330–331

Skill-building methodology, 331–336
Skilled Facilitator, The (Schwarz), 267, 

305, 338
Skilled unawareness, 334
Skills and capabilities, new, teaching, 

330–342
SKYPE, 150
Small business checklist, 354–356
Small enterprises, coaching, 352–360
Small, high-leverage wins, power of, 

realizing the, 177, 215
Smith, F., 28, 149, 175, 298
Social grease, difference between, 

and coaching communication, 30
Social responsibility, 371, 378
Solutions: best, focusing on the, 

in CollabLab, 283, 285–286; 
focusing on, instead of problems, 

87, 324; specifi cation criteria for, 
set of, creating, 280–281, 285–286

Sony, 3, 291, 297, 347
Sounding board role, 55–57
Source Document: components of 

the, 189–190; creating a, 132, 
184–193; defi ned, 188–189; 
iteration on the, 225

Southwest Airlines, 28, 61, 75, 81, 
149, 291

Speaking, committed, 95–96
Staff needs, looking after, 373–375
Starbucks, 22, 150, 281
Status quo, maintaining the, issue 

with, 173
Staubach, R., 70
Steel, S., 52–54, 55–56
Stewardship: cycle of, 370 ; defi ned, 

377; lack of, 377–378; quality of, 
embracing the, 378

Stiers, F., 240
Stories, types of, that people tell, 

121–129, 235–236. See also 
Coaching tales

Strategic intent, stating, 189, 191
Strategic philanthropy, 368–369
“Strategy as Stretch and Leverage” 

(Hamel and Prahalad), 339
Strategy, coaching people to 

 create their own, for a change 
insurgency, 180

Strategy decisions, 232, 236–237
Strength, issue of, 30
Stretch assignment, coaching 

 leaders around a, 222, 350
Successful coaching practice, 

 building a, 361–366
Suffolk Construction, 15, 32–33, 34
Sun, 291
Super Bowl, the, 8, 18, 31, 71, 231
Support, issue of, 30
Surveys, employees, starting with, 345
Sustainability: creating, importance 

of, 10, 40; defi ned, 20; as a 
phase in the Masterful Coaching 
model, 132, 221, 245
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Swiss Air, 333
Swiss Consulting Group, 217

T
Talent: age of, shift to the, 3, 4, 195; 

engaging, 196–197; hiring, in 
small businesses, 359; pursuing, 
195–196; recognizing the need 
for, 199–200; war for, 9, 201, 222

Talent assessment, 223, 226
Talent strategy, codeveloping a, 

201–202
Talented “A” players, building a 

team of, 132, 194–204, 222, 225
Taylor, G., 283
Taylor, J., 176
Taylor, M., 283
Teachable points of views (TPOVs): 

on building a successful coaching 
practice, 366; on building a team 
of talented “A” players, 204; on 
coaching small enterprises, 352; 
coming up with a vision for rein-
vention and, 296–297; on creat-
ing a Source Document, 192; on 
creating extraordinary coaching 
relationships, 147; on declaring 
an Impossible Future, 157; on 
executing catalytic breakthrough 
projects, 220; on executive time 
management, 212; on focusing 
on the scoreboard, 244; on leader 
as coach and mentor, 230; on 
life coaching, 253; on making 
great decisions and judgment 
calls, 238; on mounting a change 
insurgency, 182; on providing 360-
degree feedback, 170–171; provid-
ing, to help people transform, 
134; on reinvention, 300; stating, 
in a source document, to defi ne 
the corporate culture, 189, 191

Teaching and advising cap, 
100–101, 106

Team coaching, enrolling leaders 
in, 349

Team input, soliciting, 234
Team sport, 176–177
Team-based action coaching, 

187, 350
Team-building, 132, 194–204, 

222, 225
Technology: and collaboration, 

276–277; new, transformational 
power of, using the, 176, 293. See 
also Internet, the

Tenzing Norgay, 8
Tesco, 291
Tesla, N., 180
Texaco, 49
Theory in Practice (Argyris and 

Schön), 338
Things to do/pitfalls to avoid: for 

building a team of talented “A” 
Players, 203; for creating extraor-
dinary relationships, 143–144; for 
declaring an Impossible Future, 
155–156; for executing catalytic 
breakthrough projects, 219; for 
executive time management, 211; 
for focusing on the scoreboard, 
243; for leader as coach and men-
tor, 228–229; for life coaching, 
252; for making great decisions 
and judgment calls, 237

Thinking and attitude, fundamental 
shifts in, 114. See also Double loop 
learning; Reframing cap

Thinking and interaction, in groups: 
altering, through CollabLab, 
279–281; transforming, coach’s 
role in, 261–265, 269

Thinking partner: coach as a, 
51–54, 94, 234; reason for 
being a, 54–55

Thinking partner cap, 99
Thompson Corporation PLC, 105
Thoreau, H. D., 246
Thought frames, described, 57
Threats, avoiding, defensive 

thinking and behavior for. See 
Defensive routines
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360-degree feedback: as a coaching 
conversation, 132, 158–171, 
319; coaching tales involving, 
161–163, 317–319; in the GOAL 
model, 228; key principles of, 
163; process of, 320; reason for 
using, 314; results of, examples 
of, 34–35, 49–50, 77, 121–122; 
role of, in the transformation 
process, 315, 316–317; use of, 13, 
20, 82, 295

3M, 291
Thus Spake Zarathustra (Nietzsche), 8
Tibetan Buddhism, 75–76
Tichy, N., 11, 233
Time commitment, 18, 45, 73–74, 

131, 266
Time management, executive, 132, 

205–212
Time-outs, taking, to assess the 

coaching relationship, 143
Tips and techniques, offering, 

115, 121
Titus Marcus, 248
Toyota, 195, 196, 291
Transactional purveyor, shift from 

being a, 15
Transformation: agent of, being 

an, 15; defi ned, 116, 134; group, 
339–342; leadership, 338–339; 
personal, 110, 167. See also 
Personal and organizational 
transformation

Transformation, magic of. See 
Wizardry of the conversations

Transformation stories. See River 
stories

Transformational goals: defi ning, 
importance of, 39; forming, 47; 
realizing, requirement for, 24; 
starting with, 161

Transformational learning, 
111–114, 129

Transformational metaphors, 
developing, 322–323

Trapped thinking, examples of, 57

Trasylol, 233
Triple loop learning: for building a 

team of talented “A” Players, 203; 
for creating a Source Document, 
192; for creating extraordinary 
coaching relationships, 144, 
145–146; deciding when to use, 
120; for declaring an Impossible 
Future, 156; defi nitions and dis-
tinctions of, 116–119; described, 
114–116; for executing catalytic 
breakthrough projects, 219; for 
executive time management, 211; 
for focusing on the scoreboard, 
244; for leader as coach and 
mentor, 229; for life coaching, 
252; for making great decisions 
and judgment calls, 237–238; for 
mounting a change insurgency, 
182; for providing 360-degree 
feedback, 169–171, 322; and 
transformation, 116

Trust, speed of, 136–137
Two minute drill, the, 18

U
UCLA, 61, 260
Undiscussables: dealing with, con-

trasting models for, 307 ; discuss-
ing, 96–97, 201, 202, 262, 302, 
303, 309–310, 311. See also Defen-
sive routines

Unfreeze-change-refreeze, 163, 168, 
315, 316

University of Michigan, 233
UPS, 4, 299, 300
U.S. Constitution, 214
U.S. Department of Defense, 40
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