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A

Accountability: for bonus planning,
44-46; in City of San Fernando,
117-118, 121; of Cold Stone Cream-
ery franchisees, 69; Goals and Con-
trols system for, 21, 132; in hiring
process, 154-155; through project
managers, 195-196; through using
MAP system, 58. See also Discipline
and accountability

Accountability Pendulum, 86

Affinity Group, Inc., 221-222, 223,
226

Air Couriers International, 256, 257

Alignment: among franchise stores,
68; in best-run companies, 6; at
personal level, 33; between re-
gional managers, 98-99, 101-103;
of vision among partners, 53-54; of
work with meaning and purpose,
32-33

Anheuser-Busch, 62

Anthony, Pat, 75

Authority: delegation of, 172; leader-
ship through influence vs., 242

Awakening: basics of, 31; for Cold
Stone Creamery CEO, 66—67; per-
sonality tests for, 22-23; 360-degree
feedback for, 20-21; value of, 29.
See also Paterson, Debra

B
Behavioral Style Analysis: applied to
personal life, 52-53, 241; for eval-
uating communication effective-

ness, 22; in hiring process, 82,
145-148

Best-run companies: attributes of, 6-7;
people as resource for, 7, 223

Big Red “S”: basics of, 138; of Chris
Thompson, 170; of Christi Wilkins,
211, 212; described, 103; of Kather-
ine Le, 131, 133; of Miguel S.,
103-104

BMC Construction, 85

Bonus plans, 44-46, 84

Border States Electric Supply: com-
munications-based problems tack-
led at, 97-99, 103-104; current
status of, 90, 106; MAP system
implemented at, 92-93, 105-107;
Team Consulting process used at,
101-103, 104; values instilled at,
104-105. See also Miller, Tammy

Buried jewels, 163-178; basics of
unearthing, 178; bottom-line dri-
vers as, 174-176; manager as, 169—
172, 177. See also Thompson, Chris

Burke, Ken, 64

Burnout: in creative companies,
189-190, 196-197; in nonprofits,
212

Business plans: developing, 193, 265;
as dynamic and flexible, 175; im-
portance of written, 41; purpose
of, 41; as team-building compo-
nent, 142; unused, 55

Businesses, future of small, 247-248

Buy-in: basics of, 122; defining strate-
gic goals to obtain, 116-117, 118,
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Buy-in, continued
121; as first step in solving city gov-
ernment’s problems, 114, 115; in
hiring process, 148-150; necessity
of, 38; Twelve O’Clock High work-
shop for getting, 115

C

Caito, Anthony, 48, 49, 51, 52-53, 56,
57, 58, 59

Caito, Michael, 48-59; alignment of
vision of, with partners, 53-54;
background of, 48-50; first expo-
sure to MAP, 50-51; necessity of
change in leadership style of, 54—
55; organizational values and,
55-57; personal coach for, 48, 51;
reduction of health problems of,
59. See also Restaurants on the Run

Campbell, Steve: background of, 75—
77; change in leadership style of,
78, 83-84; on future of small busi-
nesses, 247; future work of, 88; lack
of accountability and discipline
by, 77-78, 81. See also Campbell
Concrete

Campbell Concrete, 75-88; accounting
and hiring procedures overhauled
at, 81-82; bonus plan introduced at,
84; founding and early history of,
75-77; Goals and Controls imple-
mented at, 79-81, 82-83; growth of,
76, 84-85; job costing introduced
at, 83; lessons from story of, 84,
85-88; resistance to MAP system at,
78-79; sale of, 85

Carlson, Maxwell, 95, 107

Cerny, Mark, 184-185, 186

Change: in leadership style, 24-26,
54-55, 78, 83-84; MAP system’s
power to produce, 1, 15-16, 18;
using Planning Checklist to guide
and structure, 136-137

Chutkow, Paul, 17-18, 42-43, 227

Clear communication, 90-107; basics
of, 107; importance of, 93; MAP

primer on, 94-95; MAP system as
fostering, 96-97; potential barriers
to, 96; problems at electric supply
company tackled with, 97-99,
103-104

Coaching: leadership by, 246; by MAP
personnel, 12, 225-226; ongoing,
to build team, 156-159; test of, by
job candidates, 151-152

Cohn, Andy, 18, 237-240

Cohn, Eric, 237

Cold Stone Creamery, 1, 61-73; ac-
countability of franchisees in,
69; creativity and innovation at,
72; early history of, 64-66; future
of, 70-71; MAP system adopted
throughout, 68; passion and spirit
at, 61-62, 72-73; people empow-
ered at, 68; training at, 69-70; Vital
Factors process adopted at, 67-68.
See also Ducey, Doug

Collins, James C., 29

Commitment. See Buy-in

Communication: Behavioral Style
Analysis for evaluating style of, 22,
52; in best-run companies, 6; tech-
nique for evaluating effectiveness
of, 95, 107; of values, 137-138; of
vision, b4. See also Clear communi-
cation; Written documents

Confirming understanding, for clear
communication, 95, 107

Conservation International (CI),
261-262

Corrective action, 56-57

Countrywide Credit, 1

Cramton, Kim, 64

Creative people: basics of managing,
201; empowering, 199-200; liber-
ated by MAP system, 197-198, 251—
252. See also Innovation; Insomniac
Games; La Agencia de Orci

D
Daquino, Joe: background on, 219-
222; life coaching of, 223-225; Life



Plan of, 219, 226-231; mentors for,
222-223; personal caring shown
by, 226

De la Vina, Guillermo (“Bill”), 34-47;
on accountability of Onboard
Troublemakers, 44—46; background
on, 34-37; first MAP workshop
attended by, 37-38; MAP tools
adopted by, 39-40; on meaning
and purpose, 4647

DISC Behavioral Style Analysis. See
Behavioral Style Analysis

Discipline and accountability: basics
of, 89; imposed through Vital Fac-
tor Meetings, 39-40, 78-79, 81;
lack of, 77-78, 81, 103. See also Ac-
countability; Goals and Controls

Dot.com bubble, 172-173

Dramatic Results, 202-217; creation
of, 202, 208; credibility of, 204;
description of approach of, 203,
208-210; management team built
at, 212-213; MAP system internal-
ized throughout, 215-216; results
measured in, 214

Ducey, Doug, 61-73; awakening of,
66—67; background of, 62-64;
creativity and innovation by, 72;
family time for, 66, 71-72; new
leadership style introduced to, 67;
on passion and spirit, 72-73; pas-
sion of, 61-62; Vital Factors con-
cept embraced by, 67-68. See also
Cold Stone Creamery

Dumpster, 4, 152

Duncan, Dave, 237

Duncan Bolt Company, 237-240

E

Education, Hector Orci’s work with,
252. See also Dramatic Results

Elliott, Lana, 190, 191

Employees: caring personally for, 226;
line of demarcation between lead-
ers and, 86; measuring empower-
ment of, 86-87; quality of life of,
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196-197. See also Creative people;
Empowering your people; People

Empowering your people: benefits of,
to leaders, 26; at Coldstone Cream-
ery, 68; at Insomniac Games, 199—
200; leadership as, 23, 239-240,
243, 259; to overcome Big Red “S”
problem, 103-104; at Stearns
Lending, 132-133

Empowerment Pendulum, 86-87

Engels, Friedrich, 248

Enlightenment Phase, of MAP system,
87

Entrepreneurs’ Organization (EO),
50

F

Fear, as preventing following dreams,
33

Financial issues: introducing disci-
pline and accountability into, 79,
81-82, 83; overhauling budgeting
process of city government, 115,
117-118

Firing: manager unable to change,
105; Onboard Troublemakers, 46;
top managers in merged compa-
nies, 257; unsuccessful new hires,
155-156

FIRO-B assessment, 22, 52, 82

First Interstate Bank, 19-20

First Pacific Financial, 129

Football. See Sports

Franchises. See Cold Stone Creamery

Franklin Mortgage, 129

Froschheiser, Lee, 12-15, 51

Fundamentals, 6, 13-15. See also Vital
Factors; Vital Few

G
Ganahl, Christian, 244
Ganahl, Frank, 244
Ganahl, Mark, 244-245
Ganabhl, Peter, 243, 244-246
Ganabhl, Peter, Jr., 244, 245
Ganahl Lumber, 243-246
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Gates, Bill, 248

Gillberg, Eric: background of, 3-5;
earliest MAP client of, 244; MAP
system originated by, 5-12, 141; on
universality of Vital Factors, 262

Goals: of best-run companies, 6; as
component of Life Plan, 229;
defining, 74, 79, 80; implemented
at Campbell Concrete, 79-81; set
at Insomniac Games, 195; strategic,
to obtain buy-in, 116-117, 118,
121; for training new hires, 154;
written, 42, 80

Goals and Controls: description of sys-
tem of, 21, 79-80; as key to ac-
countability, 21, 132; as opening
Vital Factor meetings, 42; value of,
107

Good Sam Club, 220-221

Good to Great (Collins), 29

Government. See San Fernando, City
of

Group evaluation, in hiring process,
148

Guidelines. See MAP tools

H

Halle, Randy, 130, 152, 211

Hastings, Al, 184, 185, 186

Hastings, Brian, 185

Hawkins, Tom, 251

Hawkins, Tripp, 183

Henriksen, Dane: and Chris Wexler,
168, 169, 170, 171, 172, 177; and
Joe Daquino, 223-225, 228, 231

Herbst, Lew: at Campbell Concrete,
77-79, 80-84; as Enforcer, 78, 84,
150, 251-252; at La Agencia de
Orci, 251-252; at Steve Campbell’s
new business venture, 88

Hiring process: accountability in,
154-155; basics of, 142, 162; Behav-
ioral Style Analysis and FIRO-B in,
82, 145-148; example of MAP
applied to, 159-162; firing unsuc-
cessful new hires as part of, 155—

156; importance of, 139-141; train-
ing and support in, 152-156; used
at MAP, 142-152

Hock, Dee, 95

Humility, 38, 39, 54-55

I

Incentives, in best-run companies, 6

Innovation, time for, 72, 177, 237. See
also Creative people

Insomniac Games: accountability
through project managers at, 195—
196; avoiding burnout at, 189-190,
196-197; creativity liberated at,
197-198; early history of, 183-190;
empowering and educating staff at,
198-199, 199-200; goal setting at,
195; introducing MAP system into
culture of, 192; mission and values
of, 192-193; retention at, 197;
strategic planning at, 193-194;
Vital Factor meetings at, 194—
195; written records at, 199. See also
Price, Ted

Internalization Phase, of MAP system,
87-88

Interviewing process, 142, 145, 148-150

Jefferson, Thomas, 41

Job descriptions, 6, 142, 143-144, 145
Jobs, Steven, 93, 248

Juran, Joseph M., 22

K
Kennedy, John, 93
Koldstadt, Dave, 239

L

La Agencia de Orci, 250-252

Lange, Sylvia, 20

Le, Hong, 124-125, 137

Le, Katherine, 123-138; education
and early career of, 128-130; es-
cape from Vietnam by, 123-128;
Goals and Controls used by, 132;



leadership style of, 133-134; peo-
ple empowered by, 132-133; values
communicated by, 137-138; Vital
Few as focus of, 131-132; as wear-
ing Big Red “S,” 131, 133. See also
Stearns Lending

Leaders: attributes of, 37-38; change
realized by, using MAP system, 1,
15-16, 18; line of demarcation
between employees and, 86; as
teachers, 157

Leadership: by coaching, 246; as em-
powering your people, 23, 239—
240, 243, 259; humility as element
of, 38, 39, 54-55; by inspiration,
246; through influence vs. author-
ity, 242

Leadership style: of Debra Paterson,
24-26; evaluating, of job candi-
dates, 150; of Jose Pulido, 116; of
Katherine Le, 133-134; MAP, as
facilitation, 39, 53, 67; of Michael
Caito, 54-55; modeling of, 23-24,
53, 97-98; of Steve Campbell, 78,
83-84

Life coaching: of Joe Daquino, 223-
225; by MAP coaches, 12, 225-226

Life Plans: basics of, 232; example of
development of, 219, 226-231;
impact of, 219, 231-232; template
for developing, 268-272; written,
42-43, 232

Listening, 241-242, 251

M

Management: basic functions of, 2,
15, 266; top, support by, 28-29; val-
ues upheld by, 56-57

Management Action Programs. See
MAP system

Mantras: about supply chain, 236;
about Vital Few, 21, 39

MAP coaches, 12, 225-226

MAP system: described, 10-11; flexi-
bility of, 1-2; as having long-term
impact, 163-164; leadership as
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defined by, 23; origin of, 5-12, 141;
phases of, 87-88; power of, to pro-
duce change, 1, 15-16, 18; practi-
cal value of, 3, 121, 253; resistance
to introduction of, 78-79; six criti-
cal missions performed by, 10; top
management’s support for, 28-29;
vehicle for sharing, 16-18

MAP tools: barriers to effective com-
munication, 96; communication
primer, 94-95; Goals and Controls
description, 80; list of attributes of
leaders, 38; Monday Morning Ac-
tion Plan, 265-267; Personal Devel-
opment Plan guidelines, 227-228;
Planning Checklist, 135-136; Team
Consulting Guidelines, 100; tem-
plate for developing Life Plan,
268-272

MAP workshops, 11-12; 360-degree
feedback in, 20-21; Twelve O’Clock
High, 26, 91-92, 115

Marriage, MAP system as improving,
238-240, 241, 242

Marriott Hotels, 1

Marston, William M., 146

Martha, Matt, 48, 49, 51, 52, 53, 56,
57, 58, 59

Marx, Karl, 248

Mathison, Thomas Kyle, 233

Mathison, Tom, 234-235

Mathison, West, 233, 234, 235-237

McCann-Erickson, 250

McNey, Craig, 43

Meaning and purpose: basics of, 47;
example of work aligned with,
32-33; importance of defining, 33,
46-47. See also De la Vina, Guil-
lermo (“Bill”)

Measurement: of accountability, 86; in
best-run companies, 6; of empow-
erment of employees, 86-87; of
personal Vital Factors, 230-231; of
Vital Factors, 57-58, 214

Mechanics Phase, of MAP system, 87

Merrill, Vicki, 239
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Merrill Lynch, 128-129

Miguel S. (Border States Electric man-
ager), 101-105

Miller, Tammy, 90-107; background
on, 90-91; communications-based
problems tackled by, 97-99, 103~
104; first MAP workshops attended
by, 91-92; leadership style modeled
by, 97-98; MAP system imple-
mented by, 92-93, 105-107; Team
Consulting process used by, 101-
103, 104; values instilled by, 104-
105. See also Border States Electric
Supply

Mission statements, 40-41

Modeling: of hiring process, 143; of
leadership style, 2324, 53, 97-98

Mondavi, Robert, 33, 74, 178, 246

Monday Morning Action Plan,
265-267

Monkey concept, 133

N
9/11 terrorist attacks, 111, 173
Nonprofits: burnout in, 212; MAP sys-
tem implemented in, 215-216,
261-262; solving “warm, fuzzy
blob” problem in, 213-214, 261.
See also Dramatic Results

o

Oliff, Carrie, 190

Onboard Troublemakers, at Sigue
Corporation, 44-46

O’Neill, Don, 148, 159-162

Orci, Hector, 18; background on,
249-251; education work of, 253;
MAP system used by, 251-252, 253

Orci, Norma, 250

)
Parenting, MAP system as improving,
241-242
Pareto, Vilfredo, 21
Pareto principle, 21-22, 132
Passion, 33, 46, 74

Passion and commitment: basics of,
74; at Cold Stone Creamery, 61-62,
72-73. See also Cold Stone Cream-
ery; Ducey, Doug

Paterson, Debra, 19-30; first MAP
workshop attended by, 19-24; lead-
ership style of, 24-26; personal life
of, 29; second MAP workshop
attended by, 26; Team Consulting
used by, 25, 27-28, 29; Vital Factor
process used by, 21, 24, 28

People: importance of quality of, 140;
as resource for companies, 7, 223.
See also Creative people; Employ-
ees; Empowering your people

Personal coaching. See Coaching; Life
coaching

Personal Development Plans, 31, 142,
227-228

Personal life: alignment in, 33; bal-
ance in, 66, 71-72, 176, 197; Be-
havioral Style Analysis applied to,
52-53, 241; impact of MAP system
on, 29, 59, 171, 176, 177, 240. See
also Life Plans

Personnel policies. See Hiring process;
Team building

Planning: to avoid reactive recruit-
ment, 143; communication as root
of problem with, 98; MAP checklist
for, 135-136; strategic, 193-194;
value of, 172. See also Business
plans

Planning the Plan, 193, 265

Price, Ted: background on, 179-183;
early computer game career of,
183-190; introduced to MAP sys-
tem, 190, 191-192; personal life of,
189-190. See also Insomniac Games

Procter & Gamble, 62-64, 250

Pulido, Jose: background on, 108-
111; city administrative problems
uncovered by, 111-113; first MAP
workshop attended by, 113-114;
leadership style of, 116; MAP sys-
tem implemented by, 114-118; on



value of MAP system, 121. See also
San Fernando, City of
Purpose. See Meaning and purpose

R

Randy Halle test, 152

Reagan, Ronald, 93

Recruitment, 143, 144

References, 144-145, 151

Repair or replace. See Firing

Responsibility, delegating. See Big Red
“S”; Empowering your people

Restaurants on the Run: current sta-
tus of, 58-59; founding and early
history of, 49-50, 51; organiza-
tional values of, 55-57; vision for,
53-b4; Vital Factor Teams at,
51-52, 53; Vital Few for, 52, 57. See
also Caito, Michael

Results, basics of creating outstanding,
217. See also Dramatic Results; Mea-
surement

Résumés, 144-145

Retention, 156-159, 197

Rocket Messenger Service, 253-254,
255

Rogers, Don, 240, 241

Rogers, Dorriah: at City of San Fer-
nando, 120; at Dramatic Results,
211, 212-213, 215, 216; at Insom-
niac Games, 191-196, 198-199; at
Stearns Lending, 130, 133, 136-137

Rogers, George, 18, 240-243

Rogers, Kristen, 241, 242

Rogers, Mack, 241, 242

Rouse, Art, 220

RQ Construction, 240-241, 242, 243

S

San Fernando, City of: administrative
problems in, 111-113; impact of
MAP system in, 108, 118-120; MAP
system implemented in, 114-118.
See also Pulido, Jose

SBC Communications, 1

Schneider, Mike, 222
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Self-discovery. See Awakening

Sigue Corporation: bonus planning
at, 44-46; current status of, 46;
founding and early history of,
36-37; MAP tools adopted at,
39-40; written goals at, 41-42. See
also De la Vina, Guillermo (“Bill”)

Sipes, Stan, 66

SonicAir: founding of, 255; merged
with UPS, 259; Vital Factors
process in, 255, 257-258, 259

Sports: fundamentals as key to win-
ning in, 13-15; importance of qual-
ity of people in, 140; Vital Factors
in, 8

Staffing. See Hiring process; Team
building

Start-up companies. See Campbell
Concrete; Cold Stone Creamery;
Restaurants on the Run; Wexler
Video

Stearns, Glenn, 123, 129, 133, 136,
137

Stearns Lending, 130-138; history and
early days of, 129-130; MAP Plan-
ning Checklist used at, 134-137;
MAP system introduced at, 130—
131; training at, 137. See also Le,
Katherine

Stein, Ed, 113

Stemilt Growers: history of, 233-235;
MAP system’s impact on, 235-237

Stewart Title Company, 1, 148, 159-162

Stitt, Craig, 187

Stress, reduced by implementing MAP
system, 59, 240

Successors, grooming, 243-246

Supply chain, management of,
236-237

Sutherland, Don, 64

SWOT, as Life Plan component, 229

T
Teachers, leaders as, 157
Team building, 139-162; basics of,
142, 162; importance of process



282 INDEX

Team building, continued
for, 139-141; ongoing coaching for,
156-159. See also Hiring process

Team Consulting: applied to hiring
process, 159-161; Bill de la Vina’s
use of, 39; Border States Electric’s
use of, 101-103, 104; Debra Pater-
son’s use of, 25, 27-28, 29; as ele-
ment of Life Plan process, 230;
guidelines on, 99-100; introduced
in MAP workshop, 22, 23

Telles, Bob, 130, 136, 137

Thompson, Chris, 169-177; as buried
jewel, 169-172, 177; hired by
Wexler Video, 169; personal life of,
171,176, 177

Thoreson, Dale, 222-223

360-degree feedback, 20-21

Thurston, Amy, 256-257, 262

Thurston, Ray, 18, 253-262; back-
ground on, 253-255; logistics con-
sulting career of, 259; promoted
MAP system in socially responsible
organizations, 260-262; SonicAir
company of, 255-259

Time management: at Cold Stone
Creamery, 71-72; at Insomniac
Games, 196

TL Enterprises, 220221

Topgrading (Smart), 141

Trader Joe’s, 1

Training: in best-run companies, 7; at
Cold Stone Creamery, 69-70; as
element of team building, 142; of
new hires, 152-154; to promote
retention, 158-159; at Stearns
Lending, 137; Team Consulting to
centralize, 26-27

Translational Genomics Research
Institute (TGen), 260-261

Troggio, Dennis, 155-156

Twelve O’Clock High workshops, 26,
91-92, 115

U
United Parcel Service (UPS), 259

A"

Values: basics of, 60; of best-run com-
panies, 6; clarifying, 55-56; com-
municated by Katherine Le, 137-
138; as component of Life Plan,
229; discussed in life coaching,
224; family, managing business in
line with, 245-246; instilled at Bor-
der States Electric, 104-105; man-
agement’s upholding of, 56-57

Values statements, 40—41, 56, 60

Van Zandt, Beth, 238

Vision: for Coldstone Creamery,
70-71; as component of Life Plan,
229; necessity of communicating,
54; unanimity of, among partners,
53-54

Vision statements, 67

Vital Factor Meetings: changes real-
ized from implementing, 52, 53;
creative people’s acceptance of,
194-195; discipline and account-
ability imposed through, 39-40,
78-79, 81; as element of team
building, 142; observing, with job
candidates, 150-151; simulated, in
hiring process, 149-150

Vital Factor process: applied to hiring
process, 161-162; Debra Paterson’s
use of, 21, 24, 28; importance of
mastering, 9; in SonicAir, 255,
257-258, 259; written documents
as basis of, 41-42

Vital Factor Teams: at Cold Stone
Creamery, 68; at Restaurants on
the Run, 51-52, 53

Vital Factors: at Coldstone Creamery,
67-68; defined, 7, 8; measuring,
57-58, 214; origin of concept of, 7,
8-9; Pareto principle and, 21-22;
personal, as element of Life Plan,
230-231; revision of, with change of
mission, 174-176. See also Vital Few

Vital Few: mantra about, 21, 39; neces-
sity of focusing on, 9, 131-132; pin-
pointing, 52, 57



w

Wacker, Rodney, 91

“Warm, fuzzy blob” problem, in non-
profits, 213-214, 261

Wealth, 245-246, 263

Welch, Jack, 28, 93

Wells Fargo, 1, 20, 29-30

Wexler, Robert: authority delegated
by, 172; background on, 164-
167; first MAP workshop attended
by, 167-168; learned value of
planning, 172; manager hired by,
168-169; marriage of, 167; per-
sonal benefits of MAP system for,
176

Wexler Video, 164-177; as finance
company, 174-176; founding and
early history of, 165-167; MAP sys-
tem implemented throughout,
168, 177; unfazed by outside crises,

INDEX 283

172-173. See also Thompson, Chris;
Wexler, Robert

Wichterman, Jim, 91-92, 97, 106

Wilkins, Christi: background on,
205-208; Dramatic Results created
by, 202, 208; management team
built by, 212-213, 215-216; MAP
workshops attended by, 211-212.
See also Dramatic Results

Winning (Welch), 28

Wooden, John, 157

Work, aligning meaning and purpose
with, 32-33

Written documents: importance of,
40-43, 199; stating goals, 42, 80. See
also Business plans; Life Plans; Mis-
sion statements; Values statements

Y
Young Presidents’ Organization, 259






