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encouraging collaboration, 19-21,
109-113; excessive loyalty to previ-
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and decisions of, 9-11; defined, 9; suc-

cesses for Sallie Mae with, 17-19

S

Sales teams, 109-113

Sallie Mae call center, 15-19

Santa Fe Institute, 188

Shadowing program, 160-161

Silver, Spencer, 43

Simon, Herbert, 189

Six Degrees of Kevin Bacon,
139-140

Skill-profiling systems, 56

Skilling, Jeff, 152

Smart Mentoring, 31-32

Snapple, 24

Solving: bottleneck behavior, 143-144;
formalist’s trap, 145

Sony, 187

Starbucks, 165

Strategic goals: identifying networks
to achieve, 20; isolating cultural



INDEX 217

misalignment with, 34-35; using
ONA to shift, 4-8

Subgroups: bridging, 140-141;
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