
A

Access to decision makers, 31
Activity logs, 140–141
“Attraction campaign,” 32
Authority: giving Gen Yers “real” power

and, 133–137; lack of respect of, 85;
teaching them to deal with senior,
84–88. See also Leadership; Managers

B

Baby Boomers, 5
Behavior: defining workplace citizenship,

114–115; “no-jerk” policy on, 115; set-
ting ground rules related to, 125–128;
tardiness, 105, 106–107; teaching
workplace citizenship, 112–114. See
also Relationship dynamics

Behavioral job interview, 35–37
Big gamble job, 30
Branding company, 26–27

C

Career advisers, 163–164
Careers: bringing out the best in Gen

Yers’, 15–17; common myths about
Gen Yers’ attitude toward, 11–15;
myths regarding interest in, 13

“Cash register culture,” 93

Chain-of-command problem, 80–81
Checklists: helping Gen Yers to use,

110–112; teaching the value of,
109–110

Clear responsibilities, 31
Cliques, 78–79
Coaching-style managers, 162
Communication: effective customer ser-

vice, 94–96; management one-on-
ones, 129–132. See also Feedback

Conflicts, 78–79
Context: of dealing with senior manage-

ment, 84–88; Gen Yers’ lack of, 75–77;
giving Gen Yers the gift of, 77–78;
making customer service the, 93–94;
presentations and meetings, 83–84;
social dynamics, 78–83

Counselor-employee referrals, 26
Creative expression opportunities, 31
Creativity, 66–67
Critical thinking habits, 115–116
Customer service: convincing Gen Yers to

care about, 96–100; Gen Yers’ mental-
ity regarding, 90–92; importance of
teaching, 92–94; learning to under-
stand value of, 89–90; most common
complaints about Gen Yers’, 97; teach-
ing the basics of, 94–96

Customer service basics: choosing your
words carefully, 95; making yourself
available, 94; never winging it, 96;
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problem-solving, 96; requesting feed-
back, 96; saying as little as possible,
94–95

Customer service revolution, 91
Customization: of bodies, 9–10; as Gen

Yer holy grail, 10; uniqueness and self,
8–9

D

Deadlines, 105
“The Decade of the Child” (1990s), 6, 7
Decision makers: allowing access to, 31;

building relationships with, 86–88;
gatekeeper, 87–88; learning how to
work with, 84–88

Decision making: critical thinking habits
for, 115–116; good judgment leading
to good, 115–121; lessons-learned
process to improve, 117–120; teaching
strategic, 117

Decision/action trees, 117
“Delegating the work back up” problem,

111
Diversity: Gen Yers’ embracing of infinite

or total, 8–9; melting pot displaced by
power of, 8

E

Employees: controlling turnover of,
147–164; establishing one-on-ones
with managers, 129–132; friendships
with, 64; hitting the ground running,
43–45; interdependence of, 82–83;
older and more experienced, 81–82;
orientation of new, 44–55; planning
first day of work for, 45–46; relation-
ship dynamics among, 78–83; staying
in touch with newly hired, 41–42;
turning them into knowledge workers,
52–55. See also Generation Y (Gen
Yers); Job applicants

Employment: big gamble job, 30; bringing
out the best in Gen Yers, 15–17; com-
mon myths about Gen Yers’ attitude
toward, 11–15; Gen Yers’ attitudes to-
ward, 10–15; needle-in-a-haystack job,
30; peer group job, 30; safe harbor job,
29; self-building job, 30; turnover
problem of, 147–164; way station job,
29–30. See also Hiring strategies

Employment opportunities: creating net-
working, 85; eight desired self-build-
ing, 31; Gen Yers’ expectations
regarding, 27–30

F

Fast-track programs, 85–86
Feedback: as customer service basic, 96; fo-

cusing on solutions and not problems,
138–139; hit-and-run criticism form of,
137–138. See also Communication

Flexible location, 31
Flexible schedules, 31
Focus meetings. See Management one-on-

ones
Friend referrals, 22–24
Friendships, 64

G

Gatekeepers, 87–88
Generation X, 5, 6
Generation Y (Gen Yers): bringing out

the best in, 15–17; building next gen-
eration of leaders among, 165–170;
challenges of managing, 3–4; historic
and social context of, 5–10; stories on
“attitude” of, 1–3; work and employ-
ment expectations of, 10–15. See also
Employees

Generation Y myths: 1: on loyalty, 12; 2:
on grunt work, 12; 3: on short atten-
tion spans, 12; 4: on wanting the top
job on day one, 12–13; 5: on work
needing to be fun, 13; 6: on wanting to
be left alone, 13; 7: on wanting their
managers to do the work, 13; 8: on dis-
interest in proverbial career ladder, 13;
9: on disinterest in money/traditional
benefits, 14; 10: on importance of
money, 14; 11: on disrespecting their
elders, 14; 12: on learning only from
computers, 14–15; 13: on inability to
be long-term employee, 15

Generation Z, 5
Gift of context. See Context
Globalization, 6–7
Good judgment: Gen Yers’ lack of, 115;

self-evaluation to improve, 120–121;
teaching critical thinking habits to im-
prove, 115–116; work experiences to
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increase, 116–120. See also Work
habits

H

Helicopter parenting, 57–60. See also In
loco parentis management

High-maintenance management, 17
Hiring managers: “attraction campaign”

mistake made by, 32–33; clarifying
pros and cons of job, 33–34; closing
the deal, 40–42; diversifying your
sourcing for applicants, 20–22; recruit-
ing messages preparation by, 26–35.
See also Job interviews

Hiring strategies: diversify your sourcing,
20–22; finding Gen Yers online, 24–25;
friend referrals, 22–24; mistakes to
avoid, 20; tapping parents, teachers,
and counselors, 25–26. See also Em-
ployment; Recruiting messages

Hit-and-run criticism, 137–138

I

In loco parentis management: caring about
your Gen Yer component of, 60–61;
description of, 59–60; get to know your
Gen Yer employee, 61–62; investing
right amount of time component of,
62–63; point system component of,
69–70; rewards component of, 71–74;
self-monitoring component of, 70–71;
sincerity component of, 63–65; struc-
ture and boundaries component of, 65–
67; tracking performance component
of, 67–69. See also Helicopter parenting

Infinite diversity, 8–9
Internships: providing realistic, 39; as

recruiting sales process, 38–39
Interviewing applicants, 35–37
It’s Okay to Be the Boss (Tulgan), 173

J

Job applicants: “attraction campaign”
mistake made with, 32–33; closing the
deal with, 40–42; diversifying your
sourcing for, 20–22; finding Gen Yers
online, 24–25; using friend referrals
for, 22–24; interviewing, 35–37; pro-
viding realistic job preview, 38–40;

recruiting messages prepared for, 26–35;
tapping parents, teachers, and coun-
selors for, 25–26; testing, 34–35. See
also Employees

Job interviews, 35–37. See also Hiring
managers

“Job shadow” opportunities, 39–40

K

Knowledge workers: description of, 53;
turning employees into, 52–55

L

Lack of context. See Context
Leadership: importance of identifying,

165–167, 169–170; “natural leadership”
traits of, 168; reluctance to taking
supervisory roles of, 167; supporting
and guiding new role of, 168–169. See
also Authority; Power relations

Lessons-learned process, 117–120

M

Management: getting performance
through high-maintenance, 17; giving
Gen Yers “real” power approach to,
133–137; in loco parentis approach to,
16, 59–74; turnover, 148–164. See also
Management strategies

Management education: establishing reg-
ular one-on-ones, 129–132; need for
providing Gen Yers with, 123–125;
setting clear ground rules up front, 125–
128; spiral of continuous improvement
through, 137–142; teaching how to get
the most out of management, 142–145

Management ground rules: setting on the
intangibles, 126–128; setting up front
and clear, 125–126; setting up rules
that matter, 128

Management one-on-ones: creating
focused routine for your, 131–132;
customizing for every employee, 132;
establishing regular time and place
for, 129–130

Management strategies: 1: getting them
on board fast, 16, 19–42; 2: getting
them up to speed quickly, 16, 43–55;
3: practicing in loco parentis manage-
ment, 16, 57–74; 4: giving them gift of

Tulgan.bindex.qxd:Tulgan.bindex  12/8/08  8:51 AM  Page 179



context, 16, 75–88; 5: getting them
to care about customer service, 16,
89–100; 6: teaching them how to
manage themselves, 16, 101–121; 7:
teaching them how to be managed by
you, 16, 123–145; 8: retaining best of
Gen Yers, 16, 147–164; 9: building
next generation of leaders, 16,
165–170. See also Management

Managers: chain-of-command problem
with, 80–81; “delegating the work
back up” to, 111; establishing one-on-
ones with, 129–132; hiring, 20–35,
40–42; “no-jerk” policy followed by,
115; providing teaching-style, 162. See
also Authority; Senior management

Marketable skills, 31
“Me decade” (1970s), 5
“Meaningful roles problem,” 48
Meeting deadlines, 105
Meeting preparation, 83–84
Mentoring programs, 162–163
Millennial Generation, 5
Monitoring performance: activity logs

approach to, 140–141; management
benefits of, 139–142; shadowing
approach to, 140

Multiple boss problem, 79–80

N

Needle-in-a-haystack job, 30
Networking: creating opportunities for,

85; learning appropriate, 86–87
New employee orientation: first day

of work, 45–46; hitting the ground
running, 43–45; providing the
latest/greatest technology during,
49–52; training them one task at a
time, 46–49; turning employees into
knowledge worker, 52–55

“No-jerk” policy, 115
Note taking, 109–110

O

Older, more experienced colleagues prob-
lem, 81–82

Online recruitment, 24–25
Organizational supporters, 164
Organizations: branding your, 26–27;

defining value proposition of, 27–30;

new employee orientation by, 44–55;
understanding context of, 75–88, 93–
94. See also Workplace environment

Orientation. See New employee
orientation

P

Parent-employee referrals, 25. See also
Helicopter parenting

Peer group job, 30
Performance: behavioral interviewing on

issue of, 37; employee self-monitoring
of, 70–71; high-maintenance manage-
ment for, 17; management monitoring
of, 139–142; tracking employee, 67–69

Performance-based compensation, 31
Personal credit for results, 31
Planning: developing skills for, 108–109;

tardiness due to poor, 105, 106–107
Point systems, 69–70
Power relations: giving Gen Yers “real”

power in, 133–134; lending Gen Yers
your power, 135–136; lessons on shar-
ing, 136–137; “real” vs. “pretend”
power, 134–135. See also Leadership;
Relationship dynamics

“Praise” programs, 15
Presentations, 83–84
Probationary hiring period, 39
Problem-solving, 96

R

Realistic job preview, 38–40
Recruiting messages: be very selective in

what to include, 32–33; defining your
value proposition in, 27–30; using Gen
Yers’ language in, 31; including down-
sides of the job in, 33–34; limitations
of branding, 26–27; testing serious job
applicants, 34–35. See also Hiring
strategies

Relationship dynamics: friendships, 64; is-
sues related to, 79–83; networking,
85–87; problems related to, 78–79. See
also Behavior; Power relations

Relationship dynamics issues: 1: multiple
boss problem, 79–80; 2: chain-of-com-
mand problem, 80–81; 3: older, more
experienced colleagues problem,
81–82; 4: depending on interdepen-
dent employees, 82–83
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“Reward” programs, 15
Rewards: as Gen Yer threshold test, 28;

negotiated in small increments, 73–74;
negotiating small increments of spe-
cial, 71–72; traditional compensation
versus short-term, 72–73

S

Safe harbor job, 29
Scheduling: making a plan component of,

108–109; meeting deadlines, 105; time
management through, 105–108

Schwarzkopf generation, 5
Self-building job, 30
Self-evaluation, 120–121
Self-identity customization, 8–9
Self-management: form for learning, 119;

good workplace citizenship component
of, 112–115; learning to schedule for,
105–108; lessons-learned process for,
117–120; planning skills for, 108–109;
self-evaluation as key to, 120–121;
taking notes and using checklists for,
109–112; teaching good judgment/
critical thinking for, 115–117; time
management skills for, 102–108

Senior management: building relation-
ships with, 86–88; learning to work
with, 84–86. See also Managers

Setting priorities, 103–104
Shadowing, 140
Short-term rewards, 72–73
Skills: behavioral interviewing on issue of,

37; Gen Yers’ gap in, 101–102; plan-
ning, 108–109; scheduling manage-
ment, 105–108; time management,
102–105. See also Work habits

Sleeping, 107
Social relationships. See Relationship

dynamics
Structure/boundaries, 65–67
“Summer partners,” 38

T

“Tag along” opportunities, 39–40
Tardiness, 105, 106–107
Teacher-employee referrals, 26
Teaching-style managers, 162
Technology: Generation Y shaped by,

6–7; providing the latest and greatest,
49–52

Testing job applicants, 34–35
“Thank-you” programs, 15
Time logs, 104
Time management: eliminating time

wasters, 104–105; importance of learn-
ing, 102–103; scheduling component
of, 105–108; setting priorities,
103–104

Time wasters, 104–105
Total diversity, 8–9
Tracking performance, 67–69
Training: on how to shine in presentations/

meetings, 83–84; learning from people,
48–49; one task at a time, 46–49; turn-
ing employees into knowledge workers,
52–55

Turnover: Gen Yers and problem of,
147–148; taking control of, 148–150

Turnover management: career advisers for,
163–164; controlling downward spiral
of good people, 152–154; finding out
what to do to keep employees, 155–156;
keeping the top performers, 157–160;
mentoring programs for, 162–163;
organizational supporters for, 164; pro-
viding teaching-style managers, 162;
pushing out the low performers as,
150–152; retaining the best and the
brightest, 156–157; supporting the
superstars, 160–164; turning needs
into reasons to stay, 154–155

U

U.S. Marine Corps, 34, 45, 143

V

Value proposition, 27–30
Value systems: Gen Yers’, 113; workplace

citizenship, 112–114

W

Way station job, 29–30
Work experiences: creating shared lan-

guage and, 114–115; exposing Gen
Yers to new, 116; teaching them to
learn from, 117–120

Work habits: using checklists and taking
notes, 109–112; critical thinking,
115–116; Gen Yers and deficient,
101–102; planning abilities, 108–109;
scheduling management, 105–108;
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self-evaluation, 120–121; strategic
thinking, 117; teaching good work-
place citizenship and, 112–115; time
management, 102–105. See also Good
judgment; Skills

Workplace citizenship: defining the
meaning of, 114–115; teaching values
of good, 112–114

Workplace environment: cliques and con-
flicts within, 78–79; creating a sup-
portive, 46; employment opportunities
as part of, 27–31; providing structure
and boundaries in, 65–67; relationship
dynamics in the, 78–83; understanding
context of, 75–88, 93–94. See also
Organizations
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