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Action-e-Reaction: avoiding blaming in,
93-94; components of, 91, 96; exam-
ples of, 92-93, 94, 98; feeling words
used in, 95; techniques similar to,
208n2; used by subordinate with disre-
spectful superior, 161-165; used for
Routine Performance Return (RPR),
101; used to confront unprincipled be-
havior by colleague, 96-98

Affection, as key to change, 179
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Anderson, Lewis L., 89

Annual performance review, 99—100

Aristotle, 2, 20, 26, 185

Arthur Andersen, 36-38

Arthur, King of England, 185

Assertiveness training, 78

Assessment: in Black Box Solutions
Model, 157; of executive by his direct
reports, 180; of your motivating power,
117; of your own character, 189-197

Authority, as motivating power, 113, 114,
116,121-122

B

Baring, Fred (pseudonym): attempt by, to
solve lateness problem, 76-77; commu-
nication style of, 66, 67, 69; complains
about communication training, 75-76;
successes of, due to courageous com-
munication, 86-87

Barton, Amy, 161-165

Beller, Susan, 200-201

Bennis, Warren, 120

Best business practices, as middle core val-
ues, 25-29

Betzner, Karen, 70

Black Box Solutions Model, 151-159;
causes of relationship problems and,
152-156; cautions on using, 159; pur-
pose of, 186; steps in, 156-159

Blake, Robert R., 72

Blaming, avoiding, when giving feedback
on feelings, 93-94

Boards of directors, core values failure by,
21-22

Bodenheimer, Edgar, 71

Body language, to show respect, 127-128

Brooks, Garth, 202

C

Cardozo, Henry (pseudonym), 170-171

Caring for others: Coach Tony’s teachings
on, 19-20, 35; as key to change, 179

Carnegie, Dale, 91

Carter, Stephen L., 22, 169

Center for Creative Leadership, 98

Challenging wrongs: failure of, as cause of
relationship problems, 155-156; steps
in, 141, 155; as third leadership act,
136-143

Change: caring for others as key to, 179;
courage to, 201-203; fear of, 182-183;
in relationship with family, 175-178,
181-184

Character: defined, 36; as high core value,
29; person of, vs. good person, 188; as
quality of leaders, 108; required at
Points of Decision, 4-5

Character Matrix, 4041, 118

Character Quotient (CQ), 189-197; de-
fined, 190; forms, 192—-197; how to use,
191; purpose of, 186

Child abuse, 105-106, 113

Churchill, Winston, 1, 2, 75, 185, 189
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Civil War, 23

Clark, Dwight, 30

Coach Tony: best punch taught by, 6; on
caring for others, 19-20, 35; courage
taught by, 63—64; encouragement by,
133-134; hated indifference to oneself,
39-40; on need for encouragement
from others, 132; recognition given by,
8; respect shown by, 129-130; support
by, 135

Codes of ethics, 36, 37-38

Collins, Jim, 23, 25, 26, 73, 185, 207n11

Communication: collegial, as step in
Courageous Communication Model,
79-80; courageous, as learnable, 85-86;
emotional content of, 71; fear as moti-
vator in, 69; importance of, 71; princi-
pled vs. unprincipled, and relationships,
70-72; as problem at TPMG, 66-69;
typical, to solve workplace performance
problem, 76-77; value of training in,
75-176, 86. See also Action-e-Reaction;
Courageous Communication Model

Communication triangulation, 146, 147

Conflict avoidance: as core value, 23,
44-45; by male vs. female executives,
40-41; in problem relationships with
colleagues, 146, 148-149; in solutions,
12-13, 17-18; universality of, 20-22

Confucius, 31, 178

Conscience, honoring, to tell right from
wrong, 32-33, 206n2

Consultants: contacted about nonper-
forming COO, 17-18; using Black Box
technique with, 159. See also Counsel

Cooke, Alistair, 57, 125

Core values, 19-30; aligning work behav-
iors with, 150-151; confusion between
results and, 25, 38; defined, 22; high,
23, 29-30; importance of knowing,
23-24; lack of engagement of, at
Points of Decision, 60; low, 23, 24-25;
middle, 25-29; personal, of company’s
CEQ, 23, 24; proposed by new CEQO,
12-13, 32; universality of, 22-23;
Whirlpool’s engagement of, 61

Counsel, seeking, to help discern right
from wrong, 34. See also Consultants

Courage: defined, 35; developing, in daily
life, 201-203; facing fears as element
of, 35-36; as high core value, 29; as
leadership trait, 9; as learnable, 3—4, 6,

63-64; as motivating power, 113, 114,
115-118; required at Points of Decision,
4-5; universal, timeless need for, 2, 5

Courageous Communication Model:
learning, 79-85, 208n1; power of
using, 85-87; steps in, 78, 79, 80, 81,
85; used with family, 176-178

Covey, Stephen R., 65, 120

Cowardice, as opposite of courage, 2

Crew, Mark, problem relationship of, with
colleague, 145-159

Customer focus, as core value, 26-28

D

Daniel, Alison, 181-184

Daniel, John, 179-184

De Pree, Max, 120

Dean, Fred, 205n6

Diaphoranta, 12, 16, 20

Discerning right from wrong, 31, 32-34,
141, 155, 206n2

Doctors: communication as problem for,
66—69; nurse using Action-e-Reaction
with, 161-165

Dornier Klein, demand by, that IntegWare
manager be named COQO, 14-15, 17, 52

Drucker, Peter, 114, 120

E

Ebbers, Bernie, 21, 138, 139

Emotions. See Feelings

Encouraging others: failure of, as cause of
relationship problems, 155; as second
leadership act, 130-135

Encouraging the Heart (Kouzes and Posner),
133

Enron, 23, 32, 36-37

Ethics, 36-38, 187-189

Executives: conflict avoidance by male vs.
female, 40-41; good vs. courageous,
38-39

F

Family: author’s changed relationship with,
175-178; CEO’s interactions with,
13-14, 16, 18, 55; coaching executive
to change relationship with, 179-184;
courageous communication as improv-
ing relationship in, 87; ethics learned
in, 186-187, 190; problem with, as
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excuse for COO’s nonperformance, 44,
47,48

Fannie Mae, 207n11

Fastow, Andy, 114

Fear: of change, 182-183; destructiveness
of, 2; facing, as element of courage,
35-36; in family relationships, 176,
177; learning to avoid responding on
basis of, 19-20; problem solving hin-
dered by, 68-69, 151; as separating
good from courageous people, 38-39

Feedback: in annual performance review,
99-100; benefit of giving, 91-92; de-
fensiveness with judgmental, 92; hon-
est, given employee, 89-90, 91; leaders’
skill in giving, 102—104; positives-to-
negatives ratio in, 98; in routine perfor-
mance returns (RPR), 100-102, 103.
See also Action-e-Reaction

Feelings: covering up, vs. giving feedback,
91-92; fear of, 39; humans as creatures
of, 91; scarcity of, 94; words for, 95

Firing: of nonperforming COO, 49-50;
showing respect when, 128

FIRO-B, 180

France, Niles, 24

G

Gandhi, Mahatma, 19, 113

Gerdelman, John: encouragement by, 130,
131-133, 135; feedback given by, 103;
wrongs challenged by, 136139, 142

Gifts, acceptance of, in business, 27

Global Leadership and Organizational
Behavior Effectiveness (GLOBE)
Project, 210n2

Good to Great (Collins), 73, 207n11

Griggs, Pete, confronting unprincipled
behavior by, 96-98

H

Harvard Business School, leadership defi-
nition of, 119, 120

Helms, Adrienne, 165-167

Herzberg, Frederick, 70

Hicks, Dwight, 205n6

High core values, 23, 29-30

Hockfield, Susan, 51

Honesty, as core value, 24

Honoring and respecting all persons: ex-

amples of, 125-126, 128, 129-130;

failure of, as causing relationship prob-
lems, 153—155; as first leadership act,
126-128, 129. See also Respect

Hoss, Ed, 121-122

House, Robert, 189, 210n2

1

Integrity: business scandals due to failure
of, 30, 32; as core value, 22-23, 29, 32;
defined, 31, 206n1; telling right from
wrong as element of, 31, 32-34, 206n2

Integrity glossary, 188

IntegWare: confronting problem of non-
performing COO at, 46-50; confront-
ing problem of poor relationship with
manager at, 50-54; core values of, 12—
13, 32; overview of problems/conflicts
facing, 11-18. See also Kay, Christopher
Armstrong; Sampson, Will; Stingley,
Gene

ISEC: confronting unprincipled behavior
by employee at, 96-98; difficulty of
giving feedback at, 89-90. See also
Long, Gilbert W.; Shaw, Don

J
Jackson, Andrew, 199

K

Kai Tu, David, 27, 126, 140-141, 142

The Kaiser Permanente Medical Group
(TPMG): communication problems
at, 66-69, 76-77, 206n2; Courageous
Communication model training at,
79-85; need for communication train-
ing unrecognized at, 75-76; results of
communication training at, 86

Kasser, Tim, 205n1

Kay, Christopher Armstrong: conflict-
avoiding solutions adopted by, 12-13,
17-18; conflicts/problems facing,
13-16; confronting nonperforming
COO problem, 46-50; confronting
problem of poor relationship with
manager at, 50-54; consultant con-
tacted by, 16-17, 44-46; core values
of, 23, 24, 32; family background of,
13-14, 44—45; family life of, 16, 18, 55;
leadership acts by, 142; middle core
values discussion with, 26-28; profes-
sional background of, 11-13, 25, 32
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Keegan, Mike (pseudonym), 130-132,
133, 209n1

Kenner, Tom, problem relationship of,
with colleague, 145-159

Kimberly-Clark, 4, 22-23

King, Martin Luther Jr., 145

Kouzes, James M., 133

L

Lamott, Anne, 19

Lao Tzu, 119, 120

Lawyers: communication and relation-
ships as problems for, 69-70; commu-
nication training for, without top
partners’ support, 165-171; public
opinion of, 207n4

Leadership: courage as trait for, 9; coura-
geous, examples of, 105-112; definitions
of, 119-121, 122-123; management
vs., 118-119; skill of, in giving feed-
back, 102-104; top, communication
training without participation of,
165-171; types of motivating power
used by, 113-118, 121-122; univer-
sally admired traits of, 189, 210n2

Leadership acts, 126-143; challenging
wrongs as, 136-143; encouraging and
supporting others as, 130—136; failure
of, as causing relationship problems,
152-156; honoring and respecting all
persons as, 126-130

Learnable skills: courageous behaviors as,
34, 6, 63—-64; courageous communi-
cation as, 85-86; giving respect as, 129

Lee, Harper, 161

Lewis, C. S, 11

Lincoln, Abraham, 23, 89

Listening: to show respect, 128; as step in
Courageous Communication Model,
80-81

Logan, Thurn, 125-126, 140

Long, Gilbert W.: confronts colleague for
unprincipled behavior, 96-98; e-Reac-
tion given by, 92-93, 94; gives honest
feedback to colleague, 89-90, 91; re-
acts to judgmental feedback, 92

Lott, Ronnie, 205n6

Low core values, 23, 24-25

M

Maaty, Yehia, 72
Mahron, Bill, 59

Management, leadership vs., 118-119

MCI: leadership encouraging others at,
130-133; Point of Decision for, 4, 21,
137-139

Medellin drug cartel, teamwork in, 28-29

Middle core values, 25-29

Military, example of courageous leader-
ship in, 107-109

Minneapolis Gas Company, 70

Montana, Joe, 30, 205n6

Moral imperative, 168

Motivating power: tool for assessing your,
117; types of, 113-118, 121-122

Motivators: fear as, 69; in workplace, 70

Murphy, Ryan, 167-171

Murray, Charles A., 128, 134, 206n3

N

Neelum, Payton (pseudonym), 130-131,
132, 139, 209n1

Nurse, using Action-e-Reaction with dis-
respectful doctor, 161-165

P

Paine, Thomas, 178-179

Pappalardo, Chuck, 186-189

Pearl, Robbie, 66, 206n2

Performance: continual feedback on, with
Routine Performance Returns (RPR),
100-102; typical annual review of,
99-100

Points of Decision (POD): character and
courage needed at, 4-5; defined, 4;
results of lack of engagement of core
values at, 60

Posner, Barry Z., 133

Power. See Motivating power

Practice, necessity of, of courageous be-
haviors, 179, 183

Problem solving: Black Box method for,
151-159; fear as hindering, 68-69, 151

Productivity, as core value, 25

Profits, as core value, 25, 38

Q

Questions: asking, in Courageous Com-
munication Model, 81-84, 170; using,
to discuss problems, 101-102

R

Reflection, as element of discerning right
from wrong, 33-34
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Relating respectfully, as step in Coura-
geous Communication Model, 85

Relationships: causes of problems in,
152-156; courageous communication
for improving, 65; principled vs. un-
principled communication and, 70-72;
problem, Black Box technique applied
to, 151-159; results increased by,
72-74,207n11

Respect: behaviors for showing, 127-128;
giving, as learned skill, 129; meaning
of, 127, 154; relating with, as step in
Courageous Communication Model,
85, unconditional positive
respect(UPR), 127. See also Honoring
and respecting all persons

Results: confusion between core values
and, 25, 38; relationships as increasing,
72-74,207n11

Revenue shortfall, courageous values ap-
plied to deal with, 4, 57-62

Rewards: as motivating power, 113, 115,
116; respect vs., 127, 154

Reynolds, Jack “Hacksaw,” 205n6

Right, discerning wrong from, 31, 32-34,
141, 155, 206n2

Roosevelt, Eleanor, 43, 128

Routine performance returns (RPR),
100-102, 103

S

Sampson, Will: being held accountable
for nonperformance, 46-50; con-
frontational meeting with, 46-49;
consultant contacted about, 16-17,
44-46; family problem as excuse for,
44, 47, 48; firing of, 49-50; nonperfor-
mance by, as COQO, 12, 13, 14, 46; sup-
port given to, 142

San Francisco 49ers, 30, 205n6

San Francisco Family Violence Project,
106

Scandals: board cover-ups of, 21-22; due
to integrity failure, 30, 32; middle core
values insufficient to avoid, 27, 28

Schutz, William, 180

Schwarzkopf, H. Norman: encouragement
by, 134; on leadership, 105, 107-109,
120; motivating power modeled by,
114; respect shown by, 129-130; sup-
port by, 135-136

Sellars, Joe, 99-102

Shakespeare, William, 175

Shaw, Don: e-Reaction given to, 92-93,
94; given honest feedback about non-
performance, 89-90, 91; judgmental
feedback given to, 92

Shearn, David, 99-102

Skills. See Learnable skills

Slim, William, 45

Smiling, 127-128

Smith, Darwin, 23

Smith, Rachel (pseudonym), 79-85,
208n2

State Bar of California: example of coura-
geous leadership ignored by, 109-111;
motivating power exhibited by, 113;
response of, to public opinion of
lawyers, 69-70

Stein, Terry, 66, 206n2

Stingley, Gene: CEO’s efforts to improve
professional relationship with, 50-54;
client demanding naming of, as COQ,
14-15, 17, 52; conversation with con-
sultant about, 45-46

Streat, Toussaint, 103

Sullivan, Scott, 138

Sun Tzu, 120

Supporting others: failure of, as cause of
relationship problems, 155; as second
leadership act, 130-133, 135-136

T
Taylor, Jerry, 137, 138

Teamwork: as core value, 28-29; as step in
Black Box Solutions Model, 158-159

Thieneman, Mike, 57, 58, 59, 60, 61-62,
139-140

Tomlin, Lily, 185

TPMG. See The Kaiser Permanente Med-
ical Group (TPMG)

Travers, Sly, 15

Trust, respect vs., 154

Tull, Bob, 66, 206n2

Tyco, core values of, 23

U

U.S. Army, reporting of violations of stan-
dards of conduct in, 37, 206n3
\%

Valdes, Jorge, 28-29
Values. See Core values
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