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07.27.2004

A POX …

A pox on (almost) all their houses! Republican or Democrat (or Naderite—de facto Republican), November’s election is important. And the Conventions are important, absence of drama not withstanding. Thus I’m with PBS’s Jim Lehrer who on Sunday ripped the three “major “ (quote marks increasingly merited) networks for granting only an hour a night to live convention coverage. Whoops, a pox on Mr. Lehrer’s house too—at exactly 11:00PM Monday night, PBS cut President Clinton off mid-sentence. That cost them any 2004 Pledge Week $$$ from me, for one.  As to the “almost” in my title for this comment … hats (way) off to C-SPAN’s gavel-to-gavel coverage, which also mercilessly saves us from the ceaseless drone of talking head commentators.

CONFIDENT PREDICTION …  

 I am a Wal*Mart fan. Yet I predict nothing but grief for the big guys over the next five years. In Sunday’s New York Times, Barbara Ehrenreich wrote a scathing anti-Wal*Mart piece, “Wal-Mars Invades Earth.” Okay, so the Times is not exactly The Wall Street Journal. No matter, I think I’ve been around long enough to sense a big storm brewing. And I predict Wal*Mart faces a near perfect storm of protest over everything from pay to promotions to acting as, de facto, China’s #1 ally in the U.S. (I’d say odds of Wal*Mart resisting unionization in some neck of the woods or other are well below 50-50.)

YOU MUST READ …   

I love Mark Stevens’ Your Marketing Sucks. (I admit it, I start by loving the title.) Clear language. Strong point of view. Actionable as the dickens. And  … extreme. (My favorite word.) “Extreme Marketing” is the author’s mantra. Book came at the perfect time for me. I’m having a knock-down, drag out tiff with the CEO of a mid-size company over whether or not he needs a fulltime CMO/Chief Marketing Officer. I say yes … unequivocally. He says “others” (unspecified) can “pick up pieces of your precious marketing thing.” I say he’s full of crap. I am a champion of inspired, intense, radical marketing—for the one-person accountancy, or mega-corp. I have at least one surprisingly new convert-ally: GE CEO Jeff Immelt just hired that firm’s first “CMO.” Hooray. (And … ‘bout time.)

YOU MUST KEEP READING …

Ever read the magazine-journal Foreign Affairs? As pragmatic businessperson, not statecraft aficionado, I suggest you do. Consider the July-August issue. It starts with editor James Hoge’s “A Global Power Shift in the Making: Is the United States Ready?” Which in turn ominously begins: “The transfer of power from West to East is gathering pace and soon will dramatically change the context for dealing with international challenges—as well as the challenges themselves.”  Other good stuff includes a remarkable piece by BP* CEO (and pro environmentalist!) John Browne: “Beyond Kyoto.” Starting point: “Global warming is real and needs to be addressed now.” (*In their new logo, BP now stands for “Beyond Petroleum.” P.S.: Skepticism merited? Of course. But I 90% buy their act.)

YE GADS …

Did you ever think you’d see the day when a news headline (07.26.2004) reads, “AT&T Said to Be Takeover Target.” KKR/Kolberg, Kravis, Roberts is teaming up with ex-ATT execs to line up a possible bid for the firm. Hard to disagree with Newsweek’s summary: “Being taken over by a financial operator like KKR would mark the final fall of AT&T.” The battering—and fall—of the mighty continues at an unprecedented pace. If you want more of my (strong) views, see the “Destruction Imperative” chapter in my latest book, Re-imagine!

07.28.2004

I KNOW A GOOD SPEECH …

I know a good speech when I hear one. Namely the Democratic Convention keynote by Illinois Senate candidate Barack Obama (text at obama2004.com). The content may or may not have been to your taste depending on your politics, but as a Work of Art there is not much dispute, I shouldn’t think. Clear and compelling theme. Perfect pitch. Connection with the immediate and distant audience. Humor and self-deprecation. Memorable stories. Phrases that uplift. Timing to die for. Reminds me of Randy Johnson’s “perfect game.”  By 11PM pundits of the left and right alike were envisioning Rep Obama as the first African-American in the White House. I can buy that, but I’m just as interested in the prospective date for the first woman in the White House. Will I live to see it? 

I KNOW BAD NEWS …

I know bad news when I read it. I am furious with pols of all stripes that almost 50 million citizens of earth’s richest country have no health insurance. I’m furious that the “medical establishment” continues to focus on fixing broken things (you and me) rather than on prevention and wellness. But all that pales by comparison to my outrage at our biggest and most intimate industry (health care) ignoring the ABCs of quality control. Yesterday’s news included a report from Denver-based HealthGrades, which revealed that between 2000 and 2002 there were 195,000 hospital deaths per year in the U.S. from preventable medical errors, making such errors (the equivalent of 390 jumbo jets a year going down fully loaded) the 3rd leading cause of death in the U.S. behind heart disease and cancer.  Earlier studies, such as one in 1999 from the Institute of Medicine, had pegged the number at a mere 98,000 per year (only 200 or so jumbos worth). To be sure the math is equivocal and the results controversial (particularly in the med establishment, not so keen on having its foul laundry aired in public), but by any measure the number is a disgrace. Key word: preventable. Comments included in the Boston Globe report I read: “This should give you pause when you go to the hospital.”—Dr Kenneth Kizer, National Quality Forum. “There is little evidence that patient safety has improved in the last five years.”—Dr Samantha Collier

07.30.2004

OFFING HEALTHCARE AGAIN …   

The entire healthcare establishment has been slow to jump aboard the IS train. Though it’s starting to get better. At any rate, for a great discussion-review of the topic see this week’s U.S. News & World Report’s “Special Report,” titled “A Dose of Tech.” The lead line is a quote from HHS Secretary Tommy Thompson: “Some grocery stores have better technology than our hospitals and clinics.” I’d disagree. I’d have said “most grocery stores …” Needles to say there’s a high correlation between this issue and the criminal patient-safety statistics I blogged about a couple of days ago. Perhaps I’m super sensitive about this because I’m considering some minor elective surgery: Who in their right mind would voluntarily go near the Killing Fields … umm … hospitals?

ON THE OTHER HAND …   

Let there be (health care) kudos as warranted: It’s a “little thing,” but then most great “customer service” is an accumulation of so-called little things. I had an interview with a prospective surgeon. Upon finishing an exam, he prepared to discuss his hypotheses about my options. “Why don’t you get dressed first,” he said, “and then we’ll sit down in my office.” I enquired why I needed to add the extra steps of dressing and going to his office. “Well,” he explained, “I have you at a disadvantage when I’m in my white coat and you’re half-naked, in a gown, and splayed out on a table. When you’re dressed, and I’ve taken off the white coat, then we can have a professional discussion as equals about your case. After all, it is your case.” How refreshing! How rare! (In general, and especially among docs-surgeons!) How brilliant! 

SPEAKING OF HEALTH AND WELLNESS …    I offered my views on wellness in a long blog last week. I revealed that I’d bought the Whole Act about the importance of good breathing practices. (Wow do they work, on the fly, in stressful situations! And the great news—you always have it with you! Your breath, that is.) At any rate I have discovered a brilliant book on the topic, the best I’ve read so far. Namely, Free Your Breath, Free Your Life, by Dennis Lewis (Shambhala, 2004). No dogmatism. No mysticism. Practical, do-able practices. TP: Learn to breath! Get a life!

EUROPE, REELING …   

You think the Chinese boom has us (USA) on the run, pity poor Europe. That’s the view of Yale B. School dean and Business Week columnist Jeffery Garten. “Europe: Staring Into the Abyss” is the title of his screed in the August 2 issue of BW. Later in the same issue, there’s another gloomy piece titled “Productivity Paralysis: If Europe Doesn’t Boost Spending on Tech, It Will Fall Further Behind.”  Sky-high wages, miniscule work weeks, interminable vacations, and still recalcitrant unions in “Old Europe” are not a pretty mixture as true globalization—from Shanghai to Bangalore to Prague—picks up steam.

PENS, SWORDS, ETC. …   

On my studio wall is a framed card that reads, “The pen is mightier than the sword, but nothing compares with the vocal chords.” Four days of gavel-to-gavel convention watching have reminded me, a professional speaker, of the difference between bad, mediocre, good and great speechifying.  There was a lot of “not nearly ready for prime time” dross …. and some truly magical moments. I’m also reminded that although I am an avowed “action fanatic,” ideas do matter. Jimmy Carter and Bill Clinton both said the 2004 election is a “battle for the soul of the nation.” Obviously, they’d both like you to vote for John Kerry, but the point is that this vote is, whatever your political persuasion, about a turning point concerning nothing less than the idea of what America is all about.  

PENS, SWORDS, VOCAL CHORDS …   

More Barack Obama: Loved his phrase “audacity of hope.” As in: “the hope of slaves sitting around a fire singing freedom songs … the hope of a skinny kid with a funny name [Barack Obama] who believes that America has a place for him, too.” Audacity of Hope … NICE.

08.01.2004

IT BEGAN AS A RANT …   

Airline foul-up. Catch 22. Code share computer flummox. (Repeatedly told I did not exist!) United villain-in-chief, USAir co-conspirator. Location: Ronald Reagan National in DC. Plan: Rant! Decision: Why bother?  Seems the major airlines are in a (near) death spiral. Costs totally whacky. Must cut. Do cut. Cut muscle as well as flab. Understaffed everywhere! (Hopefully not mechanics!) So service deteriorates. So more switch to cut-rate competitors. So more cuts by majors. More bods in the streets, pension cuts. Service deteriorates, morale in the tank. (Impossible to hold even a 30-second grudge relative to an airline employee in the high-travel summer season. They try their best in a hopeless situation … then wait for the next “give back” “request.”) So: Even more PAX exit for the lower-priced spread. Answer? Perhaps none, except to truly and forever lose a couple of the majors. I, for one, doubt that the industry, as it now exists, can be saved. As for me as a business traveler, I cannot afford stress-inducing rants. Hence (see recent blogs) I’ve resorted to stress-reducing breathing exercises … at RR National such a quick breathing regimen reduced my pulse from a post-episode 84 to 58 in about three minutes.

DUH, AS IN DUH-RECT …   

I’ve written a lot about the Web as a premier marketing tool over the last six or seven years. I’ve even been called a “wild-eyed advocate” at times. But in a larger vein, “it” all came home to roost for me in the last ten days, thanks to a rather large series of coincidences. The “it”: “Big 3” TV ad-marketing-customer connection dominance is …  dead. Welcome to … Direct World! As to those Coincidences: (1) Ten days ago I was in Aspen, Colorado, attending a client meeting for infoUSA. By some measures the $300-million Omaha-based company maintains the largest private customer/client/human database in the U.S.A. I chatted in to the wee small hours with scores of database-direct marketing gurus/execs from firms of all sizes and shapes. (2) Last Tuesday I listened as the chairman of the Democratic National Committee claimed on prime time that the Dems have caught up with the Republicans on life and death issues of database reach and effectiveness. (Also listened to Howard Dean’s remarks—while he is a clear “loser,” his grassroots-Web initiatives certainly will be perhaps the highest impact happening in politics in the last 50 years.) (Incidentally, infoUSA is, I understand, intimately involved in the transformation-reformation of the Democrats’ Herculean direct customer/voter contact activities.) (3) Also last week I began to shape a TomPeters Company relationship with BzzAgent.com, one of the most intriguing Web-based proactive-purposeful-strategic “buzz builders” around. Their logo: Exponential Word of Mouth Marketing and Customer Feedback Programs. (I’m going to test them on some forthcoming publications—stay tuned.) (4) Upon re-reading Michael Levine’s Guerrilla PR Wired: Waging a Successful Publicity Campaign Online, Offline, and Everywhere in Between, I summarily decided that my future—for good or for ill—lies to a significant degree in blogging. (Again: Stay tuned!) (5) I went to dinner with some high-powered “party plan” consultants working with my wife’s home furnishings business; she is contemplating a major strategic thrust in customer intimacy (and market share!) via an aggressive foray into home parties. (I agree with her. Stay tuned!) (6) Finally, this past Friday and Saturday I attended a “little get together” of about 15,000 reps-independent contractors from the field force of the World Financial Group, a huge “MLM”/Multi-level Marketing organization which is owned by the giant Dutch insurer AEGON N.V. While I’ve had some skepticism about some MLM activities, I attribute that in part to a marketing traditionalist’s (me) inherent bias. I left fascinated and intrigued and ready to shed my biases. Bottom line: Who knows why all six of these things occurred in the space of just nine days? Whatever the cause, it ended up being an accumulation of affairs the led me to the edge of a—and over the edge?—tipping point. (Maybe even an epiphany!?) Supporting data point: In the last decade, mega-giant American Express has reduced its share of marketing dollars spent on TV from 80 percent to 35 percent, according to Ad Age … and American Express is hardly alone. To me it (now/finally) seems obvious that everything from mass-customization manufacturing, Dell-style, to the Web to databases like infoUSA’s and database manipulation software from the likes of Oracle to “CRM” (Customer Relationship Management) software from Siebel Systems, salesforce.com et al. to MLM’s increasing legitimacy and reach is racing, raging in the same direction: the first truly revolutionary shift in “customer contact” (marketing!) since the advent of “modern” marketing at P&G and the Harvard Business School 50 to 75 years ago. Winners (survivors!) of all shapes and sizes will … Think Direct … first and foremost! That is: Welcome to … Direct World! On the bus … or off the bus. Posthaste.

08.03.2004

ROCK ON …    

Quote of the day, courtesy Gail Sheehy and More magazine: “For today’s emancipated, educated, high-expectation women, the mid-forties to mid-fifties is the Age of Mastery.”  Translating this into a capitalistic marketing opportunity, consider a headline in David Wolfe and Robert Snyder’s Ageless Marketing: “Baby-boomer Women: The Sweetest of Sweet Spots for Marketers.” And yet 9 of 10 “big” marketers don’t get it; they may pay lip service to the concept, but are miles and planets from full-scale strategic re-alignment around the idea-topic-stupendous opportunity. Hint: Maybe it would help if we had more than eight women CEOs in the Fortune500!  (Speaking of gyrating demographics, Ms. Sheehy also reminds us that the mythological American family is, in fact, myth; only 10 percent of American households have a “stay-at-home mom and breadwinner dad.”) TP Bottom line/s: ROCK ON, EMANCIPATED 50+ YEAR-OLD WOMEN! Marketers: WAKE UP, IDIOTS! CEO search committees: WAKE UP, IDIOTS!

SOBER READING …   

While stuck with an airport delay in D.C., I decided to compound my agony by starting Peter G. Peterson’s Running on Empty: How the Democratic and Republican Parties Are Bankrupting Our Future and What Americans Can Do about It. Peterson, a sage investment banker and former Republican cabinet member, offers frightening arguments about the size of our debt, the problems with allowing foreigners to finance our debt, the coming catastrophe in Social Security as the Boomers descend upon retirement, and much more. Yes, Peterson is a certified alarmist; but I came away from this reinforced in my belief that there is much to be alarmed about—and that, indeed, neither party is very interested. By the end of the Introduction, my flight delay was the least of my worries.

I’VE CHANGED MY MIND …   

Said I wouldn’t rant about my recent airline screw up blog. Well, as promised, I’ll still steer clear of trashing employees. But I must … once again … berate the airlines for my #1 bugbear: THE REPEATED FAILURE TO TELL THE TRUTH. Dozens of flights were screwed up at Reagan, and I even ran into non-Americans who had been wandering around the airport for two days! (Seen Tom Hanks in “Terminal”? You must!)  Meanwhile canceled flights were shown as leaving on time, flights would be apparently randomly dropped and added from various boards, and airline employees literally (!) barked when one asked for updates. Herding people into dingy corners and on and off busses to nowhere was also a favored tactic. The only saving grace, it’s happened to me before, is that it got so bad that it became comedy! ALL I WANTED WAS THE UNVARNISHED TRUTH! I would have been giddy with joy if a single gate person had looked me in the eye and bluntly proclaimed, “We are clueless.” It would have empowered me to be clueless too, instead of my holding on to the dim hope that things might work out. On the topic, I read a story about a change consultant named Norm Guitry. He began a Client meeting by proclaiming, “All you need to know about mental health can be summed up in only two words.” He then proceeded to a whiteboard and wrote: DON’T BELITTLE. His mighty mantra: “Don’t ever, ever make people feel small.” First, I think he’s right to ascribe such oceanic power to those two words. And second, I think it applies times 10 to the airlines. They routinely belittle me, make me feel powerless. And only the Patriot Act and inherent Ashcroft-panic keeps me from lashing out with my tongue as I used to. Psychologists, who agree on darn little, agree that  … THE NEED TO BE IN PERCEIVED CONTROL … is the most powerful force in the universe. It causes everything from the rise of Hitler to air rage and school-yard shootings. There, Ashcroft notwithstanding, I got my rant off my chest!

READ IT …    

This week’s Newsweek, the “My Turn” essay. Title: “Live Life to the Fullest: Enjoy Every Sandwich.” The author begins, “Getting cancer didn’t move me to climb mountains, but it has made the ordinary feel better than ever.” Great advice for all of us! And implementation does not require a grim medical event!  Meanwhile, I’m off to Tokyo. Enjoy Every Sandwich while I’m gone!

08.04.2004

DIRECT ROARS—AND ROARS—AT HOME AND ABROAD …   

Normally I pay as little attention as possible to “Special Advertising Sections,” but in my 16 August issue of Forbes I read the “The Direct Selling Phenomenon” word-for-word. (See also my DUH-RECT blog of  08.01.) Roger Barnett is an investment banker specializing in direct selling. “This industry is global and is growing exponentially,” he says. “It’s been the best kept secret of the business world.” Perhaps there’s less hype in that bold assertion than many would imagine. The Direct Selling Association claims, for instance, that 175,000 Americans enlist as at least part-time direct sellers each week; worldwide that number is 475,000 … per week! While we may think mostly about the likes of Mary Kay, almost any industry you can name is represented, including telecoms and financial services; recent success stories even include Crayola’s Big Yellow Box subsidiary. International growth is a phenomenon all to itself, with Avon now garnering 70 percent of its sales from overseas and Tupperware 75 percent. China, India and Eastern Europe are all at the takeoff stage and then some. Overall causes for the Direct Explosion may include everything from backlash to impersonal “big box” retailing to job security uncertainty to direct sellers’ relatively low cost of entry and expansion. Also, the entrepreneurial allure of so-called MLM … multi-level marketing … is an important element in the accelerating growth; while 56 percent of direct sellers used MLM schemes  in 1990, the share had grown to 82 percent by 2003 (e.g. Avon went MLM five years ago, fuelling a desperately needed revenue spurt). Bottom line: It’s a very big deal, getting bigger by the hour, and still mostly given short shrift by the traditional business “establishment.”  Hey, I’m hooked! Not as in “hook, line and sinker,” but as in no longer in the least bit dismissive.

ENTHUSIASTS RULE …

Typically understated Fortune gives California Guv Arnie S. a hearty endorsement in “Arnold Power” (August 9). They mostly like his enthusiasm, and claim there’s a good chance that it will rather quickly rub off on Wall Street, leading to a “California’s back” investment and general economic surge. Reminds me of an earlier California governor with the ability to radiate optimism, and attract others to his vision. In war and peace, optimism and enthusiasm rules … and can move mountains and continents

SIX DEGREES OF SEPARATION MADE EASY …

Forbes (August 16) has a great little article, titled “I’ll Introduce You,” on software start-ups such as Spoke Software and Visible Path. They help sales folks, HR recruiters and others figure out who knows whom how well in the company’s ecosystem, which can abet the process of making contact. (Beats cold calling is one key message!) Sophisticated algorithms help judge how closely various folks are linked to others by measuring such things as e-mail and phone traffic, weighted by such variables as how rapidly an email is responded to; or by determining if someone in our company is a physical neighbor of someone on a target company’s payroll.  Yup, a little freaky … but that’s no surprise by 2004!

QUESTIONING ELEPHANTINE AND MATING MORONS …   

I am an enemy of most major mergers and the pursuit of bigness for bigness’ sake. I apparently have a staunch ally in Wells Fargo CEO Dick Kovacevich. I love this quote: “I don’t believe in economies of scale. You don’t get better by being bigger. You get worse.” Pretty unequivocal, eh? Not so incidentally, Wells’ financial performance easily outpaces bigger, more acquisitive peers such as Citigroup, Bank of America, Wachovia and J.P. Morgan Chase. A key pillar of Wells’ relative success: cross-selling beyond lip service; Kovacevich’s troops simply get far more bang-per-customer. (Hey, it’s another great find from Forbes of August 16, devoured on my endless flight from O’Hare to Narita/Tokyo.)

A NEW (OLD?) DAY DAWNS AT GE …   

Years ago Jack Welch rounded on Michael Porter and me in a Wall Street Journal article. To Welch’s chagrin, both of us had the temerity to suggest in print that the Edisonian spirit of banner innovation was atrophying at GE. Well, I’d agree that Welch earned a helluva 20-year report card, but it seems that successor Jeff Immelt is aiming to turn GE back toward its roots. Consider this assessment from July’s Business 2.0: “Immelt was to a large degree a growth-by-acquisition man. ‘In the late ‘90s,’ he says, ‘we became business traders and not business growers. Today organic growth is absolutely the biggest task of every one of our companies. If we don’t hit our organic revenue targets, people are not going to get paid.’ … Immelt has staked GE’s future growth on the force that guided the company at its birth and for much of its history: breathtaking, mind-blowing, earth-rattling technological innovation.” Strong/unequivocal language indeed … and intriguingly aligned with the Wells Fargo/Dick Kovacevich comment in the prior blog. A trend is born? Life beyond monster acquisitions? Is the end nigh for Giant Bumbler + Giant Bumbler = Cool?

HAVING A BALL!   

Delays in Albany. Delays in O'Hare. (No surprise.) Twelve hour+ flight to Narita/Japan. Meaning: Blog time! I'm having a ball with this! As you saw we finally added "Comment" capability last week. Thanks for taking advantage of it so quickly! I promise to respond to some of the Comments as soon as my jet lag recedes. What day is it, anyway? Virtual Tom sends regards to one and all from Nagano. (Where I am ruefully preparing my first seminar ever to tippy-top Japanese management. Ye gad!)

08.08.2004

STAY IN BED (IN TOKYO) …

One hugely important benefit of foreign travel doesn’t require long dinners, endless mid-summer museum queues, factory tours and the like. While the museums and dinners and tours are invaluable, so is simple immersion in the local papers and magazines, assuming the country, like Japan where I am now, has a vigorous English-language press. Of course what I’m about to report could be extracted from the Web, but at least for me, the antennae aren’t likely to be fully tuned unless I’m on the ground with a pressing need (such as an imminent speech) to absorb some serious ambience. Hence what follows, from Nagano and Tokyo between August 4th and August 8th, was “work” done while reclining on a couple of pillows propped on my futon, fighting off jet lag: (1) Competition in Japanese domestic markets is intensifying, The Nikkei Weekly reported on August 2. But winners are increasingly cut of a different-than-the-past stripe: “Low-price strategy is now outdated. Firms gaining more market share are fueled largely by the incorporation of design and unique functions into popular products.” True, there’s no Wal*Mart in Japan, but nonetheless I find the trend worthy of note. (Especially since I’m such a noisy design champion in general. And so annoyed that so damn few “get it.”) (2) “Japan Firms Count on High Tech,” blares another Nikkei Weekly headline on August 2. Japan is appropriately obsessed with Chinese incursion into its markets at home and beyond. “Only original core technologies,” the analysis begins, “will give Japanese corporations the edge needed to retain their top spots in global digital electronics markets.” Japan depends far more on manufacturing than the U.S. or Europe (understatement!), and is in a panic about keeping a grip on traditional bases of competitive advantage. An op-ed piece in The Daily Yomiuri (8 August) makes the same point. “Japan’s future,” the article gravely intones, “depends upon its manufacturing industry. It is essential to retain within the country its core, cutting-edge technologies … an environment in which one new technology after another can be created [by] keeping domestic manufacturers creative.” All this is in stark contrast to U.S. concerns. When we talk about manufacturing, it often seems, our sole concern is with keeping-protecting jobs “on shore” (think Lou Dobbs) and at any cost, not with competitiveness per se. On the other hand, I’m almost dumbstruck by the degree to which so many in Japan seem to be singing “manufacturing … or death.” While I am a technology fanatic of the first order, I see the future of high-wage nations largely as services-driven, albeit very, very high-tech services of the new-UPS variety. (3) Singapore is services- (high-tech services) driven, but still not satisfied, as “off shoring” threatens its extraordinary performance of the last two decades. Hence the efficiency-fanatic Singaporeans are relentlessly seeking … Cool! “Stimulus fro Creativity,” read The Japan Times August 6 headline. The story tells of Singapore going all out to beat Milan and Taipei to win hosting rights to the World Cyber Games 2005. (San Francisco hosted 2004’s version.) “The World Cyber Games,” the article contends, “is a nice fit for Singapore’s new program of promoting a creative industry sector in graphic design, game development, filmmaking and postproduction work.” Bravo Singapore, per me! (4)  Is it just me? I work at keeping up, but I find day-to-day Asian news still short-changed by the U.S. biz press. (Admission: I don’t read The Asian Wall Street Journal daily—I should!) (I will!) For example, consider just a couple more headlines from the August 2 Nikkei Weekly: “Taiwan’s Top Four Chipmakers Planning Record Spending on Production Capacity.” Note: Similar U.S. investment spending still borders on the anemic. “Samsung Set to Boost Memory Output.” Samsung is already # 1, but aims to thwart new Taiwanese and Japanese challenges. The “feel” of these headlines is important. All we Americans read about Taiwan has to do with National Security—just a part of the picture in an increasingly muscular Asian economic renaissance. (5) Trends increasingly start … wherever. (Not just California—don’t tell Arnie.) In particular, global tech trends often are born in Japan. So consider the two pieces I read in that dog-eared Nikkei Weekly. The first, titled “Bathrooms Become Entertainment Centers,” describes a flood of products aimed at moving electronic virtuosity into the land of the shower, sink and crapper. Wow! The second, “Washer / Dryers Take Drudgery Out of Dishes,” reveals that the demand for tabletop dishwasher-dryers in Japan has passed that for the built-in variety; sure, that’s abetted by Japan’s relatively low kitchen square footage, but my first reaction was, “Where can I get one? A.S.A.P.? So ends my little tour. I feel like a kid in an idea candy store when I’m out of the country, particularly when I’m in Asia. So much going on beyond our borders! The planet is not just the U.S.A. and the Middle East! I just turned in my 10-year old passport … which included entry stamps from 51 countries. So I’m not parochial by most standards, and I do try … but I really feel soooo xenophobic in outlook! What about you? And what do me/you/we do about it?

CHINA! CHINA! CHINA! (DAMN IT!)

Okay, I’m a broken record. Okay, I’m obsessed. But what if I’m right? What if most of us are paying far too little attention to China? It’s the “little” stories that are telling, the giveaways. Consider a wee piece in the 8 August New York Times, “China in Africa: All Trade, With No Political Baggage.”  An included chart reveals that Chinese trade volume with Africa has quietly risen from $6 billion in 1999 to $19 Billion in 2003 … a three fold (plus) increase in just four years. Not earth shattering, but clearly (to me) indicative of the ubiquity of China’s expanding economic reach. It recalls, at a broader level, a slide I just added to my PowerPoint palette, from a New York Times Magazine feature that, ironically (?), appeared on July 4th. Thesis: “China’s size does not merely enable low-cost manufacturing; it forces it. Increasingly, it is what Chinese businesses and consumers choose for themselves that determines how the American economy operates.” Talk about strong language! So, can you say in earnest, that you’re as tuned into China as you need/ought to be? (If you are among the nonchalant, at least you can claim to have heady company. The White House and the Platforms of both parties are surely about 99 percent silent and 100 percent deficient on this issue.)

NAGANO TREAT …

At the Infosys client event I spoke at in Nagano, I had the treat-honor of sitting next to Toshiba’s Chairman and Nissan’s Vice-chairman on a panel. A bigger treat was meeting Sakie Fukushima. Her day job is Managing Director-Japan for Korn/Ferry International. It was her part-time job that interested me: She’s recently become the first woman on Sony’s board! Ouch, what took so long? Hooray, it happened!

BACK IN BED (IN TOKYO) … 

What’s a “management guru” doing offering beach fiction suggestions? Whatever. It’s why I love blogging … nothing is off limits. Okay, I’ll hook it in to management. I’ve long contended that great fiction beats professional tomes when it comes to management instruction. Why? Enterprises are nothing other than canvases upon which human dramas are enacted. Right? But forget my rationalizing, and, damn it, take Justin Cronin’s The Summer Guest to the shore this month. I’m a thriller fan, but I admit that most thriller writers don’t exactly set records when it comes to developing characters—the exceptions such as Ian Rankin or Alan Furst notwithstanding. The Summer Guest will get to you and in you, I can almost promise. The setting is a remote fishing camp in Maine, and the story is simply the interplay of a small handful of characters over a couple of day period. The plot nonetheless races forward. May not be your cup of tea, wasn’t sure it was mine—but it was in spades!

IT JUST COULD BE …

It just could be … WORLD’S COOLEST COMPANY. Full disclosure: They paid my way to Japan. But I am not, by nature, an endorser of my speaking Clients. As one colleague, Nancy Austin (co-author of A Passion for Excellence), said in print, “Tom almost takes pains to trash those who pay him, so acute is his sense of integrity.” Thanks, Nancy! So when I say I’m besmitten with Infosys, I’ll promise you it ain’t no paid endorsement. I guess you could call them exhibit #1, pro or con, of off-shoring. Infosys is Bangalore-based, and do quite a bit of their work near homeport. But make no mistake, they’re winning top-of-the-market work because they are good and aim stratospherically high, not because they are cheap!  In fact, the hook for me is their audacious vision for leading the revolution in IS/IT—and the Talent they’re amassing from around the world to pull it off. Infosys aims to do no less than generate revolutionary approaches that turn whole industries upside down. They are not only not limiting themselves to mundane IS chores, they are not limiting themselves at all—they are ready, willing, and able to take on an IBM or Accenture as strategic enterprise masterminds, as well as effective implementers of complex enterprise-system activities. They have won every international quality award you can name, and I am eagerly looking forward to visiting their Bangalore campus next month (on my own dime) when I accompany my wife, Susan Sargent, on her semi-annual sourcing trip to India. (She’ll do textiles, I’ll play at bits and bytes.) Wherever they operate, Infosys is accumulating a talent pool to die for; for example droves of U.S. and European top-school grads, including MBAs, are signing up to do a tour in Bangalore for a quarter or less of what they could earn elsewhere. If the firm can contend for “best there is,” and I believe it can, a lot of the reason is Chairman Narayana Murthy. The softspoken but far seeing boss, like his company, has won every conceivable Best Boss/Entrepreneur/Businessman in Asia award. Why not “Best in World,” I’d ask. He is a true business visionary—both in terms of the impact he insists Infosys can have on the world and the humanity of the enterprise he has created. It takes but a few minutes in his presence for even an old (!) and well-traveled (!) hand like me to feel I’ve had a near once-in-a-lifetime exposure to a special person. And to the amazement of an/this American, his humility runs as deep as his accomplishments run tall. Hey, check Infosys out! (Start with the annual report, available at Infosys.com.) 

NOT YOUR ORDINARY VISION …

Consider extract from the chairman’s letter in the Infosys annual report, describing the company’s Global Delivery Model, these days featuring strategic consulting: “By making the Global Delivery Model both legitimate and mainstream, we have brought the battle to our territory. That is, after all, the purpose of strategy. We have become the leaders and incumbents [IBM, Accenture, etc.—TP] are followers, forever playing catch up. Every company now needs to articulate an India strategy. … However, creating a new business innovation is not enough for rules to be changed. The innovation must impact clients, competitors, investors and society. We have seen all this in spades. Clients have embraced the model and are demanding it in even greater measure. The acuteness of their circumstance, coupled with the capability and value of our solution, has made the choice not a choice. Competitors have been dragged kicking and screaming to replicate what we do. They face trauma and disruption, but the game has changed forever. Investors have grasped that this is not a passing fancy, but a potential restructuring of the way the world operates and how value will be created in the future. …” Brash? Absolutely! But oh so much better than 100 … or 1,000 … corporate value statements that begin, “We aim to create value for our stakeholders …” Infosys does aim to enrich its stakeholders, but to do so not by pocketing the leavings from a few efficiency improvements, rather from Changing the World! Amen … for the audacity. (Hint: I’d not bet against them! See you in Bangalore!)

PROGRESS …

I rail … and rail and rail … about our inattention to the Women’s market and the Boomer/Geezer market. Upon arriving in the U.S. (O’Hare, it of the endless delays in The Summer of Late), I grabbed the most recent BusinessWeek, and was treated to the following headline: “BABY-BOOMER, COME HOME: Gap Hopes a New Chain Will Bring Back Women Who Once Bought Its Jeans.” Yes, Gap plans to give The Gap, Banana Republic and Old Navy a full-scale new sibling, aimed directly at boomer women, a group correctly (in my view) called “marketing’s sweetest of sweet spots” in the marvelous book, Ageless Marketing. There’s hope. Perhaps.

WIRED …

WIRED is, as usual, wired this month. Read the August issue lead story on former Celera Genomics boss Craig Venter. In his latest venture, he aims to learn every thing about everything, when it comes to life on the planet. Oh how I love such boldness! Ego the size of Mount Rushmore? Sure. And why not! Timid souls leave me cold, in August or any other month.

08.12.2004
DIRECT! DIRECT! DIRECT! DIRECT!

I beg you … please … please … comment on my “direct marketing” blogs of 08.05 (Direct Roars—and Roars) and 08.02 (Duh, as in Duh-rect). I met yesterday with a “direct marketer”/Web-buzzbuilder … bzzagent.com. We (Tom Peters Company) plan to make these exciting-audacious-outrageous folks a key MOF/Member of our family. I truly believe, tiny company on the make or large company in pursuit of customer intimacy-loyalty, that some form/s of Direct Marketing must … DOMINATE … your marketing scheme. All aboard … (If you disagree—and do not have direct as a/the marketing mainstay—please explain yourself ASAP!)

SPEECHIFYING 1994-2004

I’m sometimes asked how much of my speaking is outside the United States. “About a third” is my casual answer. Well, I just renewed my passport, and checked the old passport (1994-2004) for entry stamps. Here’s where I’ve been in the last ten years. One reaction: “How cool.” My reaction: “A lot of Frequent Flyer miles!”

Russia

China

Singapore

Thailand

Korea

The Philippines

Japan

Malaysia

India

Sri Lanka

United Arab Emirates/Dubai

Bahrain

Saudi Arabia

Egypt

Kuwait

South Africa

Zimbabwe

Namibia

Cape Verde Islands

Australia

New Zealand

Mexico

Argentina

Chile

Brazil

Ecuador

Canada

Vermont

Northern California

Wal*Mart

Fort Meade, Maryland

Bermuda

Virgin Islands

Anguilla

Puerto Rica

Dominican Republic

Jamaica

Spain 

Italy

England (over 50 entries)

Scotland

Ireland

Wales

Portugal

Greece

Turkey

Norway

Sweden

Finland

Poland

Slovenia

Holland

Denmark

Germany

Belgium

France

Switzerland

Monaco

FYI, my records (exercise log) also shows 48 of our 50 states—only North Dakota and Wyoming are missing. (Sorry!)

08.19.2004

BELIEVE IT AND WEEP …

While previewing a new manuscript from my friend Stephen Covey, I came across some terribly dispiriting figures from a Harris Poll of 23,000 full-time U.S. workers in key industries. Herewith a sample: 37% have a clear understanding of what their organization is trying to achieve; 20% are “enthusiastic” about their team’s goals. [TP: could the sample include the U.S. Olympic basketball team?]; 15% feel their organization enables them to execute key goals; 15% describe their organization as a “high-trust environment;” 10% believe the organization holds people “accountable for results.” (And so on.)

On the one hand I’m old enough to be jaded about organization life, and hence not surprised. On the other, how can one suppress a “What a waste!” Why don’t you (bosses) try these questions out on your unit of 3 or 333—and see how you measure up. And then consider in each case concrete, small, within-15-days steps to improve. 

Key to the above: “15 days.” Life Rule #1: Don’t ponder such polls to death. Hit the road, electronically or physically, listen and take some “small” actions … IMMEDIATELY.

RESPECT …

Was talking last week to a world-beating salesperson. (Female.) She dismissed most sales training as stuff and nonsense. “They teach you to ‘deal with’ ‘objections’ and the like. They ought to teach you how to keep your mouth shut and listen. You know, Tom, the old one about why God gave us ‘one mouth and two ears.’ ‘Great sales skills’ are 99% about respect and empathy and listening.” I’m afraid my immediate reaction was to go into a funk about my own lost sales opportunities. Most have not been because I failed to “close,” or some such. They were by products of being so full of my product and its advantages that I’d go on for 20 minutes without taking a breath! (I point out that my discussion partner was a woman, because I believe women do make the best salespeople. Some may be less aggressive than a red-meat devouring male—and that may well be their primary advantage! Think about it—before you make your next sales hire.) (Hey, let me know what you think … please.)

WHY “TALENT” MATTERS …

Came across this quote from Microsoft’s former chief scientist, Nathan Myhrvold: “The top software developers are more productive than average software developers not by a factor of 10X or 100X or even 1000X, but by 10,000X.”

For what it’s worth I think the same is true with waiters and trainers and parking lot attendants. So … keep that “slot” open a little longer, and find the “10,000X woman or man.” Addenda: Finding the “scouts” who can unearth “10,000X people” is obviously Step One. My observation: Some people are gifted Talent-finders, and some aren’t. One sterling CEO I know is awful at finding talent. “For one big thing, he talks too much during interviews,” a colleague reported to me with a chuckle. “An ‘interview’ with him is an excuse for a monologue.” The good news: My CEO pal knows his weakness—and has a great stable of talent-finders at his beck and call!

08.20.2004

GOOD ON YOU VOTERS …

There’s a poll up at FastCompany.com right now. Playing off an innovation article about GE, we are asked which one of four GE “rules” of innovation is most important. To my mind, when I last looked voters (including me—voting more than once, I was so passionate) were getting it precisely right. Here’s the latest tally: “Big ideas happen at the fringes” … 51%. “Bet on the industry, not the technology” … 22%. “Set intermediate goals” … 14%. “Make innovation pay its way” … 11%.  (If you want to know more about how I feel about the importance of “fringes,” see Chapter 23 (“Think Weird”) of my book Re-imagine!; or see Wayne Burkan’s Wide Angle Vision: Beat the Competition by Focusing on Fringe Competitors, Lost Customers and Rogue Employees.

WHO’S YOUR FAVORITE …

Who’s your favorite Blogger? Me?  Halley Suitt? Andrew Sullivan? Seth Godin? Or: Martin Luther? Tom Paine?

I assume I lost. And that my magnificent pal Seth lost, too. My own vote goes to Tom Paine.

I have two huge points to cram into this wee blog: (1) Ideas matter. (2) Grassroots idea brushfires (called “Blogs” in their current incarnation) are your tool and mine to change the world.

The trigger for all this is the very important election 2004. Its monster shadow over almost every breath I, at least, take has shaped my Summer Reading Program. I’ve effectively and intensely been living in the 1770-1800 period for the last several weeks. I’ll share more later, but for now I’ll limit myself to a single book: 46 Pages: Thomas Paine, Common Sense, and the Turning Point to Independence, by Scott Liell. Turns out that 229 summers ago, as the Continental Congress met in Philadelphia in July 1775, the sentiment for full-fledged Independence was not at all clear. One year later the deed was done. Many things happened in the intervening year, but none more important than the arrival of Tom Paine’s Common Sense in January 1776. John Adams later said, “I know not whether any man in the world has had more influence on its inhabitants or affairs … than Tom Paine.” Author Liell says of the slim, 46-page rant, “Within the space of a few short months during the winter and spring of 1776, Common Sense accomplished what even bloodshed at Lexington and Concord could not—a wholesale annihilation of the emotional and intellectual ties that bound the American colonists to the British crown and country.”

So Paine was the clear instigator of the World’s most famous “tipping point.” His unvarnished language—ever so widely and rapidly distributed to the masses—moved those masses to in turn push their often reluctant Continental Congress representatives to embrace the Declaration of Independence. He was, my fellow bloggers, the common man who was the trigger for the most Beautiful Revolution in human history.

There are actually far more than the two aforementioned messages here. Among them: Ideas matter! (A LOT!) (Lexington and Concord were important—but it took Common Sense to make common sense out of what was and what could be.)  “Viral Marketing” Rules! (Luther’s 95 Theses posted on the door of Wittenberg Castle in 1517. Paine’s scant 46 pages which “annihilated” the longstanding ties with Britain.) (See my recent Rants on Direct Marketing!) “End runs” are required. (When the idea is new, one must find a route and medium that circumvents the conservative “establishment”—in this case the Continental Congress of 1775.) Keep It Simple, Stupid. (The new book’s title: 46 Pages. Not 466 pages! And in the language of the masses to boot. “The” book’s title: Common Sense. Not: A Discourse on the Nature of Humanity and Its Relation to Those Who Would Choose to Rule, or some such obscure twaddle.) It takes a Renegade. (T. Paine, a newly arrived immigrant, was no colonial establishmentarian, and he chose not to take his case “through channels.”)

These are lessons that affect our careers and businesses. And I hope you’ll take them to heart. But I’d add, if you are deeply concerned about the election in November, regardless of who you support, get off your backside and volunteer. Blog. Stuff envelopes. Help “get out the vote.” Whatever. Just don’t put it off, then engage in “coulda-shoulda” on November 3 if your favorite finishes second.

08.22.2004

KUDOS TO BUSINESSWEEK ONLINE …

Preparing for a speech on mass marketing. Remembered a BusinessWeek cover story of a few months ago. Went to BusinessWeek.com (I’m registered), and then to archive. Quickly found the story. (No great surprise.) But, Wow, what a fabulous collection of Online supplements—about 3 or 4 feature-length supplements, such as interviews with the chief marketing officer at P&G and McDonald’s. Easy to access. Great Total Package. Nice!

08.27.2004

THIS JUST IN …

Just picked up what looks to be a great (mind stretching) book. More later, but for now I’ll tell you it’s The Power of Impossible Thinking, by Yoram (Jerry) Wind and Colin Crook, both of the Wharton School. Cover tag line: “If You Can Think Impossible Thoughts, You Can Do Impossible Things.” That doesn’t translate into goopy self-help jelly—rather, the ideas here are in the main byproducts of the “hard” neurosciences. Consider this zinger from the prologue: 

“Researchers asked subjects to count the number of times ballplayers with white shirts pitched a ball back and forth in a video. Most subjects were so thoroughly engaged in watching white shirts that they failed to notice a black gorilla that wandered across the scene and paused in the middle to beat his chest. They had their noses so buried in their work that they didn’t even see the gorilla.

“What gorillas are moving through your field of vision while you are so hard at work that you fail to see them? Will some of these 800-ppound gorillas ultimately disrupt your game?”

Nice! (As I said, more later.)

NAME THAT YEAR …

“Murder, robbery, rape, adultery, and incest will all be openly taught and practiced. The air will be rent with the cries of distress, the soil will be soaked with blood, and the nation black with crimes. … [There is] scarcely a possibility that we shall escape a Civil War.” 

What is it?   Bush or Kerry gone mad?   One of Election 2004’s out-of-control 527 groups?  Try, instead, John Adams v. Thomas Jefferson in Campaign 1800. Adams was the Federalist President who succeeded Federalist George Washington in 1796; his Vice President, Jefferson, the Republican challenger. (As most know, Federalists were more or less the progenitors of the today’s Republican party—representing the elite. Republicans, circa 1800, were progenitors of today’s Democrats—representing the masses.) The brutal language above was an autumn 1800 Federalist (Adamsonian) attack on Jefferson. Federalists feared the masses taking over—and introducing unacceptable disorder into society. Republicans believed the Federalists had turned into no more than a thinly disguised Monarchist party, intent on suppressing the masses.

And you thought 2004 was rough!

Source: Susan Dunn, Jefferson’s Second Revolution: The Election Crisis of 1800 and the Triumph of Republicanism

DO THREE THINGS TODAY …

I’m doing a coaching gig. Client: Small biz at a critical crossroads. Getting some serious ameliorative stuff done in the next 120 days is almost a life & death issue. The Boss is a wreck, swamped with an agenda a mile long. “So what’s most important?” I asked. “Everything,” was his ever-so-reasonable and emphatic reply. After a half-day’s head scratching & head banging, we’d come up with two priorities. (I insisted on just one, but, what the hell, two beats “everything.”) Next: Express each of the Big Two in 10 words or less. (We’re not talking about an ad tag line for Diet Pepsi here, but it is imperative that each key idea be expressed in clear, compelling, succinct, dramatic verbiage.) Next: Convince one and all (about 25 people) that … Life v. Death = Abiding Attention to Two Big Things over the Next 120 Days. My advice to my Client on this score: “Upon presenting your case, you must do THREE THINGS EACH & EVERY DAY [Measure this!] that will clearly illustrate your unmistakable & unflinching commitment to THE TWO BIG THINGS.” “Moreover,” I added, “one of the three daily actions must be a little bit bizarre, to illustrate the lengths to which you’ll go to make this ‘fix’ happen. The key words are: FOCUS [two big things] … CLARITY [10 words max]  … INTENSITY … ENTHUSIASM … OPTIMISM [if it kills you] …VISIBILITY [out and about and intrusive] … REPITITION [three actions per day] … EXTREME [one of three daily actions demonstrates ‘over the top’ commitment].”

Two weeks have passed, and what’s most visible is remarkable hustle. It more or less turns out, I believe, that the specific ideas are actually less important then the Intensity of focus on results in general. 

Lesson: I think a process like this has more or less universal applicability—to a wobbly project as well as a business about to tank. Try it! (Let me know if you’ve ever done an exercise like this. Or if you try this, let me know how it works.)

DAMNED ENGINEERS …

Engineers are literalists. (I am one.) Has its virtues. (Good bridges … if you’re a Civil Engineer like me.) But here are also problems … if you’re managing people (people mess up everything, as we engineers all know) and/or attempting to bring about Big Change. 

I once worked with a troubled aerospace firm. At the end of crucial offsite, the Boss summarized the findings, and declared the fix as good as done. As I recall he said something like, “We’ve discovered that virtually all of our issues boil down to simple mis-communications problems. So let’s commit here and now to putting this chapter behind us.” 

Sure.

Many/most engineers (and other literalists) more or less implicitly believe, I’ve observed, that if you collect the facts, arrive at a logical conclusion, and explain yourself in plain English—you ought not be troubled by having to explain it or say it again. But the fact is—in the Real World—that there’s only one operative rule: REPITITION RULES!

I’ve reluctantly come to understand this over the years. Recently a trusted colleague, an academic and a woman, sent me an email after I shared something I’d just written with her. “I’m glad you won’t let up on your ‘Women’s Rants,’” she wrote. “Most academics say something, assume that once it’s in print it becomes the last word, and move on. Fact is, tectonic plates shift very slowly—and only merciless repetition, perhaps over a period that extends out a decade or more, has even a slight hope of reversing the tide of conventional wisdom.”

“Rapid change,” then, typically occurs “rapidly” only after an idea has accreted and accreted and accreted through its ceaseless repetition to the point that it suddenly becomes inevitable—a tipping point occurs, to use the now overused phrase. 

Hence:

You want to make Stupendous Client Service Experiences the hallmark of your tour of duty? Proclaim it? Sure. Define it? Sure. Measure it? Sure. Put processes and incentives in place to enable it? Sure. But, mostly, consciously find three or four “minor” excuses a Day … to reinforce your Personal Visible Commitment to Stupendous Client Service Experiences. (And, like the pols in election year, use the exact same phrase—Stupendous Clint Service Experiences or some such—over and over, and over, again.)

Think: TENACITY … PRECISION … REPITITION … DAY-AFTER-AFTER-DAY-AFTER-DAY.

WORDS TO REMEMBER …

Inducing Big Time Change is the inadvertent topic of several of today’s Blogs. So I must direct your attention to my pick as “most profound statement concerning ‘change management’.” It comes from Bob Stone, who created a mini-revolution in facilities management at the Department of Defense 20 years ago; then topped himself by leading VP Al Gore’s surprisingly successful and mostly unsung effort in the ‘90s to “re-invent government.”

My favorite Stone-ism: “Some people look for things that went wrong and try to fix them. I look for things that went right and try to build on them.” (From Stone’s Lessons from an Uncivil Servant; also see Chapter 17 of my Re-imagine.)

That is, Stone understood the utter futility of attempting to “overcome resistance to change” that inevitably occurs when one frontally attacks the current establishment and their icons of past success. Instead, success/change most often emerges from blithely ignoring the establishment’s entrenched kingpins—and, instead, prowling organizational byways in pursuit of pioneers who, through sheer guts and grit, have been nefariously installing Exciting New & Revolutionary Ways of Doing Things, simply because they believed it was the Right Thing to Do. Next, our Ignore-the-Negative/Accentuate-the-Positive Change Agent (or Uncivil Servant like Stone) publicizes and celebrates the hell out of the Exciting New Stuff (and its Heroic Purveyor-Champions) … and openly invites others to emulate this new cadre of Hero-exemplars.

If you stayed awake in Psych 1, you know Bob Stone’s approach is the Basic Tenet of Rat Psychology. If you punish bad behavior, the net effect is not, as intended, to wipe it out—but, instead, to drive it underground and inadvertently entrench it. Rather, reinforcing positive behavior causes more and more positive behavior to be emitted—thence simply crowding out the negative stuff until it simply vanishes. It ain’t that easy—with rats or bureaucrats—but it ain’t that hard either if (if!!!) you stay the course.

YESSSSSSS!!!!!!

"It's a Woman's World in Athens"--AOL Headline/Noon/27August/Topic: U.S.A. women in the 2004 Olympics

08.29.2004

5:27A.M. AUGUST 29 …

Ahhh…. 5:27A.M., Sunday, 29 August. First Canadian Geese, flying South, landed on the Farm Pond outside our bedroom window in Vermont. The Summer has been too short! Now the 9-month Winter begins!

SUNDAY READING …

For those snobs who got PARADE magazine with their Sunday papers—and discarded it—go to your Re-cycle Bin and dig it out! The cover story is titled, “Why We Believe He Is The Most Important Coach In America.” Joe Ehrmann is The Man. He coaches at Gilman School, outside of Baltimore. (He played pro ball—13 years as a defensive lineman—mostly for the Baltimore Colts.) Some of his rules (“To Be A Better Man”): “Recognize the ‘three lies’ of false masculinity: Athletic ability, sexual conquest and economic success are not the best measurements of manhood.” “Allow yourself to love and be loved: Build and value relationships.” “Accept responsibility, lead courageously and enact justice on behalf of others: Practice the concepts of empathy, inclusion and integrity.” And so on. And on. Incidentally, his team finished three of the last six seasons undefeated, and in 2002 was Maryland’s No. 1 (and No. 14 in the nation).  (Full disclosure: 45 years ago I played lacrosse against Gilman; and the BALTIMORE Colts were my favorite football team.)

Offering No. 2 comes courtesy The New York Times Book Review. Conservative Judge Richard Posner writes “The 9/11 Report: A Dissent.” Read it! I have put off blogging the 9/11 report, because I had so much to say. Now Judge Posner has said it—better than I could have. Much of the debate over Recommendations swirls, as it should, over issues of centralization (of intelligence activities) versus decentralization. Posner points out the problem with centralized solutions aimed, essentially, at fixing yesterday’s problem: “It is almost impossible to take effective action to prevent something that hasn’t occurred previously.” It’s true in business when Dell or Wal*Mart offers an entirely new business model—and true in this chaotic (key word!) struggle against decentralized terrorist networks. As to the Commission, Posner is clear: “[The Commission] believes in centralizing intelligence, and people who prefer centralized, pyramidal governance structures to diversity and competition deprecate dissent.” Read on! Please! Incidentally, you can fetch this, free (you must register) at nytimes.com. (Also, see my blog immediately below.)

ONLY ONE BIG ISSUE …

As I’ve said in a couple of recent blogs, I’m living in the period 1787-1800 these days. Among other things, it reminds me of the eternal struggle between Centralization and Decentralization. The contentious 1800 election was between the Federalists’ “elite” (centralist) philosophy of governing and the Republicans’ (no relation to the current party by the same name—quite the contrary) “populist” (decentralized) philosophy. The debate still rages—Big Government v. Small Government, Elitist v. Populist. I am a Libertarian by philosophical bent (though not party registration): Small government populism is my bag. Same in business, where I’ve championed Radical Decentralization for three decades. 

Problem: In truth, you need both! In Child Rearing (the uneasy mix of rules and freedom—is there anything else?); in government; in business. Centralist hierarchies ensure consistency—a virtue of the First Order. (Think TQM!) Decentralist approaches spawn adaptability and innovation—a virtue of the First Order. (Entrepreneurialism of the Silicon Valley flavor.) Alas, the answer is not some mindless plea for “balance.” In fact, there is always virulent, irresolvable tension—e.g., the Finance and Manufacturing and Logistics Barons versus the R&D and New Products and Marketing Barons. In fact, successful institutions tend to wobble back and forth over the years between too little centralization and excessive centralization. (One CEO’s legacy is “tightening things up,” the next stood for “innovation.” Both are eventually fired for overdoing it!) Nonetheless, I have a Big & Longstanding Problem: There is an almost inevitable institutional drift toward Centralization & Complex Processes & Hierarchy … at the expense of Innovation & Adaptation; the “cost” is often the Death Penalty.

Consider theses two succinct statements of the problem that I dug out of past works of mine:

“People think the President has to be the main organizer. No, the President is the main dis-organizer. Everybody ‘manages’ quite well; whenever anything goes wrong, they take immediate action to make sure nothing’ll go wrong again. The problem is, nothing new will ever happen, either.”—Harry Quadracci, founder, Quad/Graphics (from Liberation Management)

“The IBM 360 is one of the grand product success stories in American business history, yet its development was sloppy. Along the way, Chairman Thomas Watson, Sr., asked then vice-president Frank Cary to ‘design a system to ensure us against a repeat of this kind of problem.’ Cary did what he was told. Years later, when he became IBM’s chairman, one of his first acts was to get rid of the laborious product-development structure that he had created for Watson. ‘Mr. Watson was right,’ he conceded. ‘It [the product development structure] will prevent a repeat of the 360 development turmoil. Unfortunately, it will also ensure that we don’t ever invent another product with the impact of the 360.’ ”—In Search of Excellence

In this brief discourse, or even in one that was ten times longer, I cannot and will not offer any definitive solutions. There are none ... except to be ever attentive to the debate and to beware the ICD/Inexorable Centralist Drift! (Addenda: This idea is as critical to your career path and the leadership of a 6-person project team as it is to the structure of national intelligence assets.)

REVISITING MY “RESPECT” BLOG OF O819 …

This could be a “comment,” but I want to put the issue “at the top” again. “Respect” said that women were the empathy-freaks, and we guys aren’t—and that the Excellence in Empathy bit yields greater Sales Effectiveness. Several of you remind me that empathy is not the “exclusive domain” of women. I agree! My problem is, after eight years of study, that I am frighteningly aware of differences. I’d like to think I’ve got a pretty damn good “empathy quotient”—and I think my record as a public speaker attests to that. On the other hand, my observation says I can’t hold a candle to most women on this and a dozen dozen important like issues. I’m decently trained in statistics, and well aware of the key idea called “central tendencies.” That is to say, there are many, many empathetic guys—and there are many, many un-empathetic women. But on the whole, women score much better than we do on that empathy scale—which, in the case of the 08.19 blog, is essential to sales success.

One of our colleagues asserts that I’m a “total moron” … “pathetic” … “anti-male” … “politically correct.” Generally there’s not much value to replying to such remarks, but I do want to say a few things: 

First, I’m obviously NOT politically correct—or there would be a woman running for President this November! 

Second, I am not “anti-male”—but I readily admit to being “pro-female.” And I am unabashedly “pro-market”—and developing products and marketing effectively to women is … THE BIGGEST PROFIT MAXIMIZING OPPORTUNITY IN BUSINESS TODAY.  

And then there’s just plain uncontestable & uncomfortable stuff like this …

Fact: 8 of 500 Fortune500 CEOs are women; a stupid waste of talent, or not?  And, from “Closing the Leadership Gap,” in the current issue of Foreign Affairs: “Internationally, the United States ranked 60th in women’s political leadership, behind Sierra Leone and tied with Andorra.” 

Fact: Alas, men are responsible for over 90 percent of domestic violence and 90 percent of non-domestic violent crimes and 90 percent of international violence—that does not make me especially proud of my gender. Likewise, the famous Grameen Bank of Bangladesh, which invented the wildly successful concept of “micro-lending” (tiny loans to start businesses), grants about 90 percent of its loans to women (women use the money as intended, to improve their family’s lot; while men tend to often as not drink up the proceeds)—and that does not make me terribly proud of my gender. 

As to the “pathetic total moron” charge—IYAMWHATEVERIYAM.

LAWRENCE LESSIG

I'm in ecstasy from discovering (courtesy Halley Suitt/Halley'sComment) Lawrence Lessig's blog: www.lessig.org/blog. (Lessig authored The Future of Ideas and Free Culture among other things.) We proudly add it to our blogroll! Today for example it includes incredible commentary by jurist Richard Posner. If the fate of the word, electronic and otherwise, interests you--this is a place to hang out.

08.31.2004

YUCK ON THE NANNY STATE …

Waited an eternity in road repair traffic this afternoon. (Mostly forgivable in Vermont, since the construction season is about 10 days long.) Then I realized what they were doing. Building a lengthy guardrail where none had been. Which screws up a glorious view. And: IS TOTALLY UNNECESSARY. Sure, there’s a bitty embankment nearby. But I am bloody well tired of being covered in swaddling clothes at Taxpayer expense—where no fix is needed/no problem exists. While there are numerous things that government must do (protect us from terrorists), there is a lot of help I don’t need. Leave me—and my view and my wallet—alone, damn it!

IF THE SHOE FITS …

I don’t know about you, but for me falling in love with a new pair of hiking boots is one of life’s true highs. Just finished my 3rd or 4th walk in a new pair of  Merrell’s. Doesn’t get much better than that. May put them under my pillow tonight. 

09.04.2004

YOUR NICKEL …

I’m enjoying my role as partial BlogHost at tompeters.com. I want to notch it up a bit: How about your ideas for topics I should blog? I have no idea whether there will be 0 or 1,000 suggestions. But I will look at the requests, take a shot at a couple … and with luck initiate an exciting thread or two.

09.05.2004

NO. 1!

I’m going way out on a limb. BEST WEB SITE I’VE VISITED: http://www.buildabear. Com. (And, related: buildabear.com/buildaparty.) LOVE IT! Passes all the tests: ENGAGING!! EASY TO USE!! INFORMATIVE AS HELL!! INTERACTIVE AS ALL GET OUT!! COOL!! FUN!! (And so on.) In 1997, after a grand 25-year career at May Department Stores, Maxine Clark opened her first Build-A-Bear Workshop location in the St Louis Galleria. Seven years later, she’s heading a $300 million firm growing like topsy, at home and abroad! I’ll keep heading out that limb: (1) Best Web site. (2) Grand Prize: Sell a SUPER-COOL ENGAGING EXPERIENCE …  not merely a “service.” 

(3) Nominee … Coolest Company around. (That’s two for me in a month: Infosys in Biz to Biz markets; Build-A-Bear Workshops in retail-consumer-experiences. Wow!)

THE “OWNERSHIP SOCIETY” …

After four years of absence, I choke on the “compassionate conservative” line. But the “ownership society” idea is exactly right (and not that far right) for the years ahead. As some semi-conservative commentators like David Brooks have said, the Republicans are shifting from “get the government off our backs” to “have the government provide the tools to support the transition toward greater personal autonomy and away from an economy based on traditional, more-or-less lifetime jobs.” Bill Clinton actually articulated and championed this idea, but “nab the offshoring bandits” seems to be the election theme of Kerry & Co. 

LUCKY ME …

I’ve had the True Privilege of reviewing galleys of two remarkable books in the last week. (I gave them both deserved over-the-top blurbs.) First up Dan Pink’s A Whole New Mind. 

Fundamental premise: “The past few decades have belonged to a certain kind of person with a certain kind of mind—computer programmers who could crank code, lawyers who could craft contracts, MBAs who could crunch numbers. But the keys to the kingdom are changing hands. The future belongs to a very different kind of person with a very different kind of mind—creators and empathizers, pattern recognizers and meaning makers. These people—artists, inventors, designers, storytellers, caregivers, consolers, big picture thinkers—will now reap society’s richest rewards and share its greatest joys.” Pink makes a sound analytic argument for all this, based on the Rise of Asia and the New Technologies, among other things. One other zinger I cotton to: “The MFA is the new MBA.”

The other book is The Big Picture, from the person I consider to be the most innovative educator in America … Dennis Littky. Dennis considers the current school system a disaster. He’s working on a new model, piloted in Providence RI, and now spinning out across the nation courtesy a big grant from the Gates Foundation. Littky’s work dovetails brilliantly with Pink’s. He believes we need to get beyond the rote learning and teach-to-test shackles … and get kids to engage in activities that mean something to them. Consider: “From the media, we hear these great tearjerker stories of kids who succeeded despite the odds. But all of our kids are instead facing the odds of an education system that is all wrong. The odds are against them because the system works against them instead of with them. … I see it every day: kids who people have dismissed as ‘dumb in math’ or ‘uninterested in science’ or ‘nonreaders’ doing incredible things in these exact same areas because they were (finally) allowed to start with something they were already interested in. A 9th-grade kid who ‘hates science’ sees a movie about freezing people, then decides to read a college biology text on cryogenics, and then gives a presentation on it that blows your socks off.”

In trying to get the two authors together, I claimed that the issue they address is, over the long-ish term, as important as terrorism. (If we get this wrong, the economy tanks and our international “standing” tanks with it.”) I guess we’ve got two decades to get this right. You’ll find posted, as of today, a Special PowerPoint presentation—“Pink & Littky” that gives you some highlights from both forthcoming books. I don’t think I’m crazy: I think this is the equal of security concerns … perhaps the ultimate security concern?

THE POWER OF “WHY” …

Reminded again of “The Power of ‘Why?’”  Meeting with a client. Client: “The events have to be in the evening.” Me: “Why?” Client: “Because that’s the only time our clientele is free.” Me: “Says who?” Later … Client: “But we can’t have an ‘End of season sale’.” Me: “Why?” Client: “Because the season is over.” Me: “Says who?” Me (later): “Why not invent your own season?” I’m no genius. The client is no idiot. It’s mostly that I’m naïve. The client is grooved in industry-company-personal tradition. And … Mom & Pop or CitiGroup …. it’s damned hard to break out. So the consultant (OR GADFLY INSIDER!) earns his or her keep X10 by doing such things as saying again & again: (1) Why? (2) Says who?

BARRY!!!!!!!!!

The long and short of it: I’m a baseball fanatic. And lived in the SF Bay Area for 25 years. Montana? Sure! Rice? Sure. And … BARRY!! I’m also one of those annoying baseball statistics fanatics. And I’m going to tell you something that is … unbelievable. BARRY BONDS IS ON TRACK TO GET ON BASE OVER 60 PERCENT OF THE TIME FOR THE 2004 SEASON. That is … UNBELIEVABLE. As of 4 September, with 30 games to go, his “OBP” (On Base Percentage) was SIX-O-SEVEN (.607). He has 189 walks so far, and sixty percent of his hits (63 of 114, including 38 home runs) are for extra bases.

What’s that have to do with my normal beat? Who knows? (WHO CARES?) It’s so phenomenal that … everyone should know! At a stretch, it reinforces an earlier blog about the fact that some Talent truly stands out; recall that the former head technology guy at Microsoft says a Great programmer is 10,000X better than an average dude.

BRINGING CONVERSATION TO A HALT …

As our Blogging moves along, Comments are picking up. But I noticed something interesting. I got several responses to my “Revisiting My ‘Respect’ Blog.” And then there was a real blow torch … with truly intemperate language. (Aimed at me.) There are blog sites and there are blog sites, but for us it seems that the Blast stopped the Comments cold. I’m at a loss. Our policy is that we won’t drop any comment unless it’s really offensive, bigoted, etc. I’m not sure what to do in instances like this. Any advice? What’s your take on blogging civility?

09.09.2004

INDIA BOUND …

Off to India this afternoon. Back on the 18th. Hope my Delhi hotel has decent Web connection, even if not DSL. Going to accompany my wife, Susan Sargent, on a sourcing trip. (Glad you asked. Her new book, The Comfort of Color: Inspire. Transform. Create., is off to a good start. Always delighted to find an excuse, any excuse to “give it a hyperlink”!) Also going on a side trip to Bangalore to the Nerve Center of Infosys … see my earlier, glowing Blogs on them.) 

As you may recall, the New York Times ran a recent biz travel piece on me, which underscored how long I spent selecting books for trips. For the amused or interested, I include a semi-final reading list for this trip: 

Non-fiction: The Americanization of Ben Franklin, by Gordon Wood; Authentic Happiness, by Martin Seligman; Learned Optimism, also by Martin Seligman; Mullahs, Merchants, and Militants: The Economic collapse of the Arab World, by Stephen Glain; The Wisdom of Crowds, James Surowiecki; Free Your Breath, Free Your Life, by Dennis Lewis (previously blogged); The Rise of the Creative Class, Richard Florida; The Achieving Society, David McClelland (a 1961 classic, on why some people-nations strive for high achievement, and some don’t); Full House, Stephen Jay Gould (see Steve Yastrow and my comments on the recent Barry Bonds blog); The Beak of the Finch, Jonathon Weiner (a masterpiece on evolutionary theory and adaptivity);  Certain to Win: The Strategy of john Boyd Applied to Business, Chet Richards. 

Fiction: The Peregrine Spy, Edmund Murray; The Dogs of Riga, Henning Mankell; Birds of a Feather, Jacqueline Winspear; The Hamilton Case, Michelle de Kretser; The Laments, George Hagen; Shanghai Station, Bartle Bull; The Dante Club, Matthew Pearl; In Times of Siege, Githa Hariharan. (A few of these will be painfully weeded out in the next 4 hours.)

QUOTES OF THE DAY …

French philosopher Michel Foucault (the Financial Times of London called me the Michel Foucault of business): “In my folly I show how mad reason itself is.”

The “Paradox of Control”, per psychologist Michael Popkin: “The more you try to control a teen the less you can influence that teen. … Control eventually leads to resistance, and resistance to rebellion.” (Hint: holds for adults in organizations. Right?)

Victory does not always go to the biggest, even in life and death matters like war. Here’s a sample of little guys who beat big guys: Arabs beat Persia, Byzantine Empire, etc. (633-732); Mongols beat China, Russia, Moslems, etc. (1211-1260); American colonists beat Great Britain (1775-1781); Germany beats France and England (1940); Israel beats Arab states (1948-1973); Algeria beats France (1954-1961); Vietnam beats the United States (1958-1975); Afghanistan beats the USSR (1980-1989); Chad beats Libya (1987). Source: Certain to Win: The Strategy of John Boyd Applied to Business, by Chet Richards.

Politics rules, and boys-will-be-boys … even in wartime. These, from David Irving’s The War Between the Generals (on tension among the Allies in World War II): “A man of great mediocrity”—General George Patton on General Omar Bradley. “A third-rate general”—General Omar Bradley on Field Marshall Bernard Montgomery. “If you want to end the war in any reasonable time, you will have to remove Ike”—Montgomery on General Dwight Eisenhower. “One thing that might win this war is to get someone to shoot King”—Eisenhower on Fleet Admiral Ernest King. “Eisenhower, though supposed to be running the land battle, is on the golf links at Rheims”—Sir Alan Brooke on Eisenhower. “If the unhelpful British attitude continues, then I shall go home.”—Eisenhower  

09.13.2004

JUST ANOTHER DAY IN INDIA …

The Economic Times arrives at my hotel room door in New Delhi at 5A.M. on September 13. Headline: “Airport Traffic Racks Up 26% Growth in 4 Months.” By all measures, including air cargo, air traffic in India is up 26% during the period April-July 2004 compared to last year. (That’s a helluva number, eh?) Adjacent P1 headline: “EMPLOYABLE GRADUATES IN DEMAND.” The article begins: “The BPO [Business Process Outsourcing] sector is facing a roadblock of sorts, a human one. BPO companies are struggling to hire new employees in sufficient numbers …” You get the drift, eh?  Move on in to P11, and the story is repeated. Headline: “Tourist Arrivals Surge 26% in Lean April-Aug.” The “lean” refers to the fact that this (APR-AUG) is not the tourist season in India. None the less … (You get the drift, eh?)

JUST ANOTHER DAY IN CHINA … 

Consider this from Forbes Global (09.20.04): In 1989 China had but 168 miles of Expressways. By the end of 2003, that number had “grown” to … 18,500 miles. The Forbes Global article, “When the Silk Road Gets Paved,” tells the (incredible) tale of China’s rapid inland development, after 20 years of focus on Shanghai, Guangzhou and other coastal cities. Intel is taking advantage, starting a $200 million factory way inland in Chengdu. Never heard of it? At pop 9.9 million, it’s merely bigger than New York. And you thought Chinese labor costs would eventually rise? You were right! But there’s China … and then there’s More China. Intel will pay the Chengdu workers but one-third of what it pays Shanghai employees! And as to those 18,500 miles of expressways, by 2008 the number will be 51,000 miles … topping our Interstate system’s 46,500.

GO VISIT HALLEY (HALLEY’S COMMENT) …

I wrote “Tom’s Re-imagine Manifesto” this morning … and e’d it to a bunch of friends. To my delight, one of them, Halley Suitt, insta-posted it at Halley’s Comment. Go see it there …

WHY HAVEN’T WE HEARD THIS NUMBER BEFORE?

The Bureau of Labor Statistics, according to Forbes publisher Rich Karlgaard (09.20), reports fewer than 500,000 jobs added to corporate payrolls since the end of the recession in November 2001. Not an impressive number. But there is another survey done by BLS, the Household Survey. It calculates that no less than 3.25 million new jobs have been created since 11.01. Karlgaard concludes, “In other words, millions of people are not reporting to work. They’re starting businesses. Technology makes it easy to do so. … Traditional payroll jobs are not coming back in big numbers. Automation and outsourcing are modern facts of life. [There are numerous] disincentives for Big Employers to create jobs. To make up for this shortfall, America needs to have its entrepreneurs and home businesses succeed.” TP comment: Amen … on all scores. 

Sticking with Forbes and this subject, Editor-in-Chief Steve Forbes reports on a “little” detail that is the sort of thing that will make—or break—Karlgaard’s dream of a more entrepreneurial America. Representative John Shadegg has proposed legislation (the Health Care Choice Act) that would “permit consumers to buy health insurance policies offered anywhere in the country.” Bypassing Byzantine state restrictions would open up competition with a bang … and most certainly lead to dramatic reductions in insurance costs. Steve Forbes tells us, for example, that an average family policy in New Jersey runs $1,250 per month, compared to $450 in Oklahoma. Add in legislation to allow full policy tax deductibility and tax-free Health Savings Accounts, and you boost incentives to start that new business significantly. 

WORKPLACE DE-STRESSORS …

India’s Health & Nutrition magazine offers a tip sheet for cutting debilitating office stress. It’s simple and powerful:  Cut out coffee! (I reluctantly did this 4 months ago, dropping a 45-year habit. It makes a whale of a difference.) (I now do Tea … a dramatically reduced caffeine load, and I don’t drink more than a couple of cups in the mornings.)   “Spy on yourself!” Pay attention to how hunched up you get. Then do something … SIMPLE … about it. You can forget “Office Yoga” (though that’s what I’ve taught myself) … just invent some stretching exercises and repeat them every 30 minutes or so—90 seconds at a shot will do just fine. Take your vitamins. The article reports on research that shows Multivitamins heavy in B and C help reduce anxiety. Juggle! This was my favorite. The authors suggest you try juggling pens, spoons, or anything at hand. You’ll surely screw it up, but almost assuredly start laughing in the process … the best de-stressor around!

QUOTE OF THE DAY (MONTH, YEAR, LIFETIME) …

One more from Health & Nutrition: “Trying to control others is futile. The only person you can change is yourself.”  Check out my “Summer of Soul,” reporting on my recent Inner Adventures. This one is about at the top of the list. My lifestyle is tough on those around me. My pace has inevitably led to irritability. (Understatement.) I chose to work on a couple of relationships in particular—one personal, one professional. But in fact I did NOT “work on the relationship.” I … WORKED ON ME. “Unilateral disarmament” was the slogan I used on myself. I paid special attention to the quick retorts I’d make … that would trigger a downward conversational spiral. (And worse.) I learned to … BREATH (1 … 2 … 3) … before I made a remark-retort-rebuttal. The simple “1 … 2 … 3” was usually enough to defuse me. Try it. (Hint: You gotta work like hell at it if you’re wired anything like I am—you’ve first got to learn to “attend the moment” and be conscious of what we’re usually not conscious of.) Bottom Line, per this powerful quote/idea: I changed myself … and both sides of the long-term relationships changed … DRAMATICALLY … in the course of just 60 days. If you’re looking for miracles, you need look no farther. (No bull.)

ULYSSES RULES …

Hats off to PricewaterhouseCoopers’ Ulysses Program, as reported on in the 09.06 BusinessWeek. Fast-tracking partners, 44 so far (20 in 2004), are sent on 8-week service projects in developing countries. Many have found that even this brief exposure to a world-away-from-PwC changes their life perspective. They do some good, learn about themselves, and in several cases profoundly alter their “back home” management styles. Listening skills get better (or else), as does a renewed emphasis on face-to-face communication in a world previously marked by electronic estrangement. While assignments for 44 of 8,000 partners doth not yet a revolution make, it’s a terrific idea as I see it.

LESSON FROM THE “BIG ISLAND” …

I am an Advocate of Destruction … in Crazy Times. (Like ours.) I don’t think that, say, “continuous improvement” is nearly powerful enough a Survival Tool. (See Re-imagine!, Chapter 2, “Control Alt Delete: The Destruction Imperative,” for more on my view.) Well, it appears my Hawaiian friends agree. October2004’s National Geographic cover story is on the Big Island. (Hawaii.) Pele is the volcano Goddess. One Pele worshiper, Keola Hanoa, states the case (perhaps not shared by all real estate developers): “We don’t see Pele’s work as destruction but as cleansing. She’s a creator. When she comes through she wipes the land clean and leaves us new fertile ground.” Now if only we could get MBA-toting corporate strategists and merger-maniacal CEOs to become Pele worshipers!

BEYOND MY MEAGER COMPREHENSION …

I try to Go Lite on political commentary in this space. (There’s more than enough on the Web without me; and, moreover, it’s not my agenda.) And I’m a Vermonter, who mostly buys the right to bear arms. But I am, this day, simply dumbfounded at the expiration of the Assault Weapons Ban. What the hell …

09.14.2004

JUST ANOTHER DAY IN CHINA (REDUX) …

Am I repetitive? Yes? Good! Today’s International Herald Tribune just grabbed from my New Delhi hotel room door at 530A.M. I don’t have to go far. Page 1. Topic … an EXPLOSION (right word choice) of … foreign corporate R & D labs in … where else … China (“Global Firms Flock to China’s Brainpower”). Chinese ministry officials estimate that there are already 600 foreign-company Labs in China, such as a 170-scientist Microsoft facility (Microsoft Research Asia) in Beijing. That total is growing at the rate of about 200 labs per year, and one pundit projects that in the next five years China will surpass Britain, Germany and Japan to quickly become the #2 corporate R & D power, behind (FOR NOW!) the U.S.A. 

All of which gives special relevance to a great quote I recently came across from New York Times columnist Tom Friedman: “When I was growing up, my parents used to say to me: ‘Finish your dinner—people in China are starving.’ I, by contrast, find myself wanting to say to my daughters: ‘Finish your homework—people in China and India are starving for your job.’”

The only question: Is it funny?

09.15.2004

QUOTE OF THE DAY …

From the Physicist/Nobel Laureate Niels Bohr to renowned physicist Wolfgang Pauli: “We all agree your theory is crazy. The question, which divides us, is whether it’s crazy enough?”

Ever so apt for these times!

Operational suggestion: When you’re considering a hypothesis or a course of action at a project meeting today, ask yourself and the group, “Is it crazy enough?”

THE WEB (& GOOGLE) ARE TRUE WONDERS …

Reminded of this again. Google Niels Bohr to confirm, for the above Post, that he won a Nobel. (He did.) Sixty seconds later I am immersed in the Complete Text of his 1922 Nobel acceptance speech. WOW!!!!!!!!!!!!!! 

THE SINGLE MOST IMPORTANT THING YOU’LL DO THIS MORNING …

I just read a comment about “roadmaps” and “process maps” and “project management software”—which helps us move from Abstract Strategy to Concrete Action. I am not opposed to “process maps,” and certainly acknowledge that you need some damn good PM software to direct Boston’s Big Dig. But I want to focus on something “simpler”—and far more important—THE ONE TOOL WHICH WILL MAKE OR BREAK YOUR CAREER.

Namely the … To-Do List.

I rarely “guarantee” … but in this case I guarantee that the most important thing you’ll do today is to spend some quality time (normally I hate that phrase) on Carefully & “Strategically” Constructing your To-Do List.

Consider these Four Cardinal Principals: (1) Time is more important than money. (It is the only truly constrained resource.) (2) You = Your Calendar. (You are What You Spend Your Time On as much as … you are what you eat.) (3) “To-Don’ts” are as important, or more important, than “To-Dos.” (What’s not on the list is perhaps more important than what is.) (4) Your To-Do List must never be more than 4 items long. (Okay, you can have an “errands list” that includes replenishing the stock of toilet paper and such—but the Big Yo Mamma To-Do List must … MUST … never run beyond four.)

The To-Do List … is who you are today! This morning (long ago, I’m still in India, 9.5 time zones from EDT) I woke up, as usual, “with a hundred things to do”—every damn one of them important.  But also as usual I meditated for 10 minutes to calm my dream-induced frenzy (malaria pills), and then spent 15 quiet minutes on my list. Many of my “crucial” “priorities” are not in fact consistent with my dreams for the next six months. They must mercilessly be edited out of my day—now. Some stuff that’s unavoidable is crap that I, like you, must do for “political reasons.” (There’s always a backside or two to kiss. Welcome to Life 101.) But figuring where I want to spend a crucial 3-hour block that’s “open” from 7AM to 10AM is all important. So, I made my choices and made my list. (Three items.) It sat and sits dead-center on my Windows desk-top. (Sometimes I ink it on my right hand—I’m left handed.)

Of course my day did not go according to plan! For heaven’s sake, whose does? But, still, I did zealously hold on to 2.5 of those crucial 3 hours for the project that matters to me most. And the bigger point is that the Process of early meditation-TD List construction subconsciously guided my day in the hours that followed.

So you’re welcome to “process map” until you’re blue in the face, or whatever. Just don’t screw up the To-Do List. It really is “all you have”!

09.16.2004

I LOVE …

I LOVE … India.

I LOVE … being in a nation very different than my own.

I LOVE … my country.

I LOVE … being reminded that my country is not the only country in the world.

I LOVE … being reminded that there are countries much bigger than mine.

I LOVE … being reminded that there are countries with much longer histories than mine.

I LOVE … being reminded that there are people who are as proud of their heritage as I

                   am.

I LOVE … devouring every word, including the ads and Personals Columns, in other

                   nations’ newspapers.

I LOVE … walking the streets in distant lands. (Motto: Walk-run on the streets. Ditch the

                   Treadmill.)

I LOVE … being exhausted at the end of the day because I’ve seen so many new things.

I LOVE … people who love Americans.

I LOVE … people who think America is nuts.

I LOVE … Indian food.

I LOVE … Indian entrepreneurial energy.

I LOVE … the insane amount of progress that India has made in the two decades I’ve

                   been coming here, especially the last six or seven years.

I HATE … to sleep or otherwise waste a single moment when I’m out of the U.S.A.,

                   especially by more than 5,000 miles.

I HATE … to leave.

Farewell, India.

THE MAN WAS NUTS (HOORAY) …

I love words. Felicitous phrases. There’s one I can’t get out of my mind. You know, it keeps rolling around and rolling around like a favorite line or two from a song. In this case: “chimera of a moonstruck mind.”  This hyper-critical phrase was used almost exactly 200 years ago by the “conservative” Federalist newspaper to describe the, in their minds, totally whacky latest move by the hated  (by them) Thomas Jefferson. The dastardly deed by the “moonstruck” Jefferson? The Louisiana Purchase … in retrospect one of the Top 10 All-time Strategic Moves made by an American President. In terms of a near-spontaneous Presidential act which Changed Everything, maybe it’s a “Top 1” Strategic Move!

At any rate it reminds me—and I always need reminding—that the decisions that cause the world (of business, politics, whatever) to do backflips are almost always immediately judged as a “chimera of a moonstruck mind.” The re-evaluation as genius can take months to years to decades.

Which in turn reminds me, and admittedly it doesn’t take much, of my “deep concern” about most MBA programs—and consultants, for that matter. MBA programs, even those that nod in the direction of entrepreneurship, aim to throttle emotional decision making. (The label on the course package reads something like: Advanced Expected Value Analysis, 5 credit hours.) Consultants in turn (many suffering the after effects of MBAs!) offer rational, fact-based, “measured” advice. Consider: Hypothetical consultant to Steve Jobs, circa 1980: “Don’t mess with IBM, you idiot.” Consultants to Sears (on combating Wal*Mart … this truly happened): “Clean up your business processes.” MBA, considering whether or not to join Lewis and Clark on another of Jefferson’s “misguided” “chimeras”: “I’ll take the McKinsey offer instead. I’ll go hiking at age 40, when I’ve put a few mil away.”

THE POWER OF INDEPENDENT THINKING (AND THE CATCH-22 OF GROUP THINK) …

Here’s a tip of Awesome Value, adapted from James Surowiecki’s magnificent The Wisdom of Crowds:

You’ve got a huge marketing decision to make post haste. (Or a decision about War & Peace if you’re, say, President.) You gather 10 experts in the field. Lock them in a room for 72 hours. Ask them to come up with a best estimate of, say, success of a New Product you’re close to launching. The process is better than nothing—maybe. 

Alternate: Select 10 experts from disparate fields, some closely associated with the decision at hand, some not. Tell each one to stay isolated his or her individual office,  lock and bar the door, turn off all phones and computers—and come up with a best estimate in 72 hours, which will then be emailed to you. You in turn average their estimates and take the result as the collective output. This process/result is likely to be … Solid Gold!

Surowiecki’s argument (supported by a ton of evidence and research, from every field you can name and some you can’t) is that crowds, even crowds of non-experts, are wise beyond measure. IF JUDGEMENTS ARE TRULY INDEPENDENT … AND 100% PROTECTED FROM PRESSURE AND GROUP-THINK. It’s a lot more complicated than that, of course. (Read the book!) But the second—successful—approach I described is an adaptation of a process Surowiecki reports the U.S. Navy first used in 1968 to find the lost submarine Scorpion. (And, alas, the questionable first approach is not far from the 9-11 Commission’s group-think conclusion that centralizing intelligence activities & power in a Mega-bureaucracy with a solo Czar who reports directly to POTUS is the answer to getting piercing, imaginative, independent results which thwart wily, inherently unpredictable terrorists.) 

The way I laid this out make it sound as if you’ve got to be a Big Cheese to take advantage of it. Not so. At all. Suppose you are running a 6-person project team, and you’d like to get an estimate of something or other of monumental importance to your work. Use your network (ever so relatively easy to do in WebWorld), and dig up 5 disparate experts or interesting folks in general, reward them with a dinner for their trouble, and ask them to work solo and send you their Best Guess in 24 hours; you in turn process their answers-estimates. (In the lost sub case, experts were betting bottles of Chivas Regal over who would come closest to being right when the job was done.) Just don’t gather your 5 experts in a conference room, real or virtual, and ask for a “consensus view”!

TRIANGULATING (OR: GORGING ON JUNK FOOD FOR THE MIND) …

Building on my last Observation, let me get personal. My wife thinks I’m nuts … or, worse yet, lowbrow. I regularly buy the New York Post and the Daily News. Tabloids! And me, a Stanford MBA!

Well, it’s my little version of the “Independent experts” idea above. The Wall Street Journal and The New York Times and The Washington Post are hardly kindred spirits. Or are they? I’d say they are. Their editorial views are surely at odds, but mostly their reporters went to the same (“good”) schools and report the news according to the Best Practices (occasional slips not withstanding). In fact I read all three newspapers religiously. But … I also “religiously” read the New York Post and Daily News, the Boston Herald, People magazine … and I never miss Matt Drudge or Andrew Sullivan or 10 to 15 others of their ilk on the Web. What I’m doing (hats off to Mr. Surowiecki) is seeking the “wisdom of crowds.” I AM A PROUD (self-righteous, even) “JUNK READER.” I figure that skimming Many Disparate Sources beats delving deeply into just one or two of the Perceived (Big Word … perceived) Best.

I heartily recommend my Gourmand’s Junk Food Diet for the Mind.

09.20.2004

100 WAYS …

FOUR days a week (if humanly possible), 25 weeks running. That’s my promise. (Or, at least, my Goal.)  One hundred short but (hopefully) sweet Blogs, collectively titled: 100 Ways to Help You Succeed/Make Money. “It” was all triggered by a “trivial” experience this past Saturday …

100 WAYS TO SUCCEED/MAKE MONEY: 

#1: THE CLEAN & NEAT TEAM! (TEAM TIDY?) …

I’ve been preaching the “Experience Thing” for a few years. (“Not just a ‘Product’ or a ‘Service,’ but an ‘Awesome Experience.’) I believe my act. But …
I was in a giant retail mall last Saturday. Visited a renowned retailer’s space. “Experience Marketing”? No one does it better. But …

THE PLACE WAS A MESS.

Got me thinking. I “go off on” various tacks, like the Experience bit. But let’s not forget the Boring Basics along the way! Such as: Clean-Neat Rules! (Or, at least, Messy-Sloppy-Dirty is a Top 5 Turnoff.)

I’m not a “neat freak.” To the contrary, I’m a slob. But that’s home. Not my profession. I select hotels in large measure based on whether or not they have 1-hour, 24-hours-per-day pressing services. I get paid (very) well for what I do. I don’t get paid to show up for a speech looking like I slept in my clothes!

The retail space in question was crowded with customers and visitors. (Good for them.) But it’d gotten very messy in the course of the day. Goods scattered, or at least untidy stacks of goods. Trash on the floor. Boxes stacked unattractively near the checkout desk. Etc. (Etc.) To me the space … SCREAMED … “We Don’t Give a S___.” (I started to use “We don’t care.” Or: “We don’t give a hoot.” But that’s not it. It is: “WE DON’T GIVE A SHIT.”)

There’s a lot to Great Retailing, or great whatever. But right near the head of the line is: “WE CARE!” And near the head of the “We care” line is “Looks like a million dollars.”

Hence … THERE IS NO EXCUSE WHATSOEVER FOR SLOPPINESS, UNTIDINESS, LESS THAN S-PA-R-K-I-L-I-N-G RESTROOMS, ETC., ETC.

Money-maker Message #1: KEEP IT CLEAN! Kudos to … TEAM TIDY. Brickbats to … the Dirty Dozen.

I’LL TAKE “INTERESTING” …

Was doing a radio interview earlier today. Heard the following slip from my lips: “I’d rather be ‘interesting’ than ‘right.’” My remark launched a lengthy exchange. Upon second thought … I’d say exactly the same thing again. 

Am I nuts?

Maybe. But: Maybe not. My shtick, in these madcap times, is that True Distinction/Dramatic Difference rules! The whole idea of “right” implies that we know what “right” is. And there’s my point of departure. I think the old rules and the old paradigms are busted … Big Time. We need to be playful, to try damn near anything to stand apart from the herd. Hence I personally believe my role—my only reason for being—is to Provoke. I believe that interesting-but-wrong at least triggers a discussion of off-the-beaten-track ideas and projects and approaches. Better, in 2004, to fall flat on your face trying a breakaway from the pack … than to spend your days on a dab of “continuous improvement” here and a dollop of “Kaizen” there.” CI will not defend you from a Wal*Mart or, as an employee, from a Determined Chinese Engineer after your job.

ALAS (BARF) …

There are things I’m simply incapable of understanding. And I don’t mean quantum mechanics. I took part in a discussion with colleagues about the idea we so cherish: Turning every task, no matter how humble, into a “Wow Project.” I think it’s possible. And I think it is, moreover, a Minimum Survival Skill in the insane times in which we participate. But, I was told, “Tom, a lot of senior and middle managers flat out don’t understand what ‘Wow’ is.”

Ye gad!

Alas, I trust their reports. But … YE GAD!

What happened? Where did “We” go wrong? (As parents?) (As a society?)  How could any idiot not understand the meaning of (AND APPROPRIARTENESS OF) “Wow” in the context of Business Process Redesign … as readily as in an Olympic venue? 

Could it be true (TELL ME IT’S NOT SO) that there are human beings who aspire to Less-than Wow?

“Wow” may not be the universal result (there’s many a slip …) … but to aspire to less than Wow? Ugh! Fool! Sad soul! Pathetic person! And, no, do not (DO NOT) try to tell me there are people who don’t even know what “Wow” … MEANS!?!?

Aargh!

QUOTE OF THE DAY …

My friend the educator Dennis Littky (see my 09.07 Blog on his boffo new book, The Big Picture) reports on graffiti that one of his students left on the side of a teacher’s truck: “Teaching = Listening. Learning = Talking.” 

I love that!

TEACHING = LISTENING.

LEARNING = TALKING.

Same for “bossing,” I’d vow. Or how about: “Leading is Listening.” Or: “BAD ‘leaders’ have all the answers. GOOD leaders have the best Questions.”

Whatever.

If “engagement” is the heart of education or developing a Wow Team, then there is no doubt that top leader kudos go to the top listeners. Axiom: The best … ONLY? … way to truly engage someone is to listen to them. (Right??) And … Part 2 … engaged people are … duh … ENGAGED … THAT IS, TALKING.

So, until further notice: 

TEACHING = LISTENING.

LEARNING = TALKING.

What do you think? (TALK TO ME! I’M LISTENING!)

09.21.2004

100 WAYS TO SUCCEED:

#2: PRONOUN POWER …

Was editing a trainer’s manual, replete with suggested dialogue, for a friend today. Good stuff! (Content: A+) But one “small” thing caught my attention. Most of the scripts for trainers addressing their charges read like this: “I [Trainer] suggest that you [Client/Student] approach the Objection as follows …” What’s my problem? Simple. I/trainer am the Subject, the teller of truth. And the Student/Client is the Object, the recipient of my pearls of wisdom.

 NO! NO! NO!

 Here’s the Big Word I want us to obsess on in today’s Tip: WE! (And: US!) 

Here, for example, is my re-write of the above script: “We often hear the following Objection blah blah blah. What if it weren’t an objection at all? What if it provides us with an Opportunity to get our oar in about this blah blah blah [product benefit, say]. …” Note, obviously, in my rewrite the three uses of “we” and “us.” From long experience, I suggest that this changes the Fundamental Nature of Community-Interaction between the Instructor and the Student. Instead of being an imparter-of-knowledge to the Unwashed, I/trainer am now a fellow-toiler-in-the-trenches hunting for a fruitful solution to “our” shared dilemma. Right?

Student and teacher are now—via Pronoun Power!—engaged in a Joint Venture toward Excellence. (Or some such.)

This trick (more on who gets “tricked” in a moment) was taught me by my first McKinsey partner-mentor back in 1974. “Tom,” he said, none too gently, “when you address the Client, never fail to use the word ‘We.’ As in “The way we might get at this blah blah blah.’ The idea is it’s us and the Client foraging mightily as a Team in hot pursuit of the truth.” 

I’ll be the first to admit that this is indeed a “trick.” But beginning in those McKinsey days, I contend that it was me who was mostly tricked! Use “we” and “us” enough … and I began to feel I was on the Client’s Team, not vice versa.

To this day, 30 years later, by instinct, I religiously use “We” and “Us”—and a team of wild horses could not elicit and “I” or “You.”

It is a trick … and it is a Fundamental Value concerning Groups on Joint Ventures in Quest of Better Understanding. 

We agree, right?

NB #1: Also observe, Trick #2, the “religious” capitalization of Client. Another McKinsey fruit that makes a big difference to me.

NB #2: Back to yesterday’s Tip on cleanliness. I mentioned in passing, regarding Team Tidy, “sparkling restrooms.” I simply want to underscore the idea … worthy of status as 1 of my 100, in fact. There’s no greater giveaway to the I CARE (or don’t) query than the status of the Restroom. Movie theater, Gas Station, McDonald’s, $75-an-entrée restaurant … check out the Restroom. “Messy” gets a C-. “Dirty” gets a D. “Foul” gets an F. (I’d guess 70% of Restrooms get a D or F in my experience.) Give a B- to a “clean” Restroom. And a B+ to a “squeaky clean” Restroom. And reserve the rare A/A+ for the squeaky clean Restroom that becomes “an experience” in and of itself. Great furnishings! Flowers! A (Great) chair in which to take a 30-second respite! Etc.

SPORTS NOTE/EXCELLENCE NOTED …

Once again, I apologize for turning to the sports pages for data. But, you know, I am an “Excellence Freak.” Can you believe it? Jerry Rice had caught a pass in every game he played (274) since … 1 December 1985! YE GAD! ALMOST 20 YEARS! NFL ball is injurious to the body, TO PUT IT MILDLY, but into his 40s Jerry R achieved a Level of Excellence ever-so-rarely seen. WOW! The streak was snapped this past Sunday, but I contend it hangs in there with DiMaggio’s 56-game hitting streak. (Full disclosure: I’m an avid 49ers-Raiders fan. For us West Coasters, it’s allowed to love both hometown teams.)

09.22.2004

CHECK IT OUT …

Join the thread around the 0920 post “Alas (Barf).” It’s a great discussion about the presence and absence of “Wow” in the World of Work and beyond!

IDIOTS!

My colleague Dini Coffin (Enterprise Media) faxed me a Cingular ad yesterday, with a cover note that cryptically said, “What’s wrong with this picture?” The ad’s tagline was “4 of the top 5 commercial banks use Cingular for wireless email.” Below was a pic of 5 folks—4 doing wireless email, 1 obviously not playing. Dini’s point: ALL 5 WERE MALES! Her follow-up line, “I guess Cingular doesn’t want women buying their services.” Go Dini! Hisses & Boos to Cingular! (Idiots!) 

Three hours later I was reading my latest issue of BusinessWeek, and came across an ad for “The BusinessWeek 50 Forum,” an October 7 event billed as the “one event that can make a difference in your pursuit of high performance.” There are 15 “best of the best” speakers listed (including Jack Welch and Starbucks honcho Howard Schultz), plus two BusinessWeek moderators. One of the BW folks is Senior Editor Mary Kuntz, but among the “content providers” … 15 out of 15 are … MALES. My reaction: Sick! 

Or, rather … IDIOTS!

NB: Welch was never all that great on putting women in top slots at GE, plus he’s retired. But in my opinion Starbucks’ Schultz is insulting all the women in his company by speaking—he should opt out. (We’ll perhaps do next week’s poll on “Should Schultz Speak”? What do you think?)

FOR POLITICALLY INCORRECT EYES ONLY …

Christopher Buckley is one of the funniest (and shrewdest) writers alive, founding editor of Forbes FYI and author, among other things, of the anti-PC Thank You for Smoking. He’s at it again, with a fearsomely un-PC, fearsomely funny, trenchantly observant tome called Florence of Arabia, about a fictional State Department factotum who decides on her own to liberate women in the Middle East.  

All I can say is … I LOVE IT!

100 WAYS TO SUCCEED:

#3: THE RAREST OF GIFTS …

The rarest of gifts: THANK YOU!

Alas, it (a nod of appreciation, a hastily penned, 2-lineT-note) it is so rare. (And thence … ever so powerful!)

Among TP’s favorite quotes: “The two most powerful things in existence: a kind word and a thoughtful gesture.”—Ken Langone, VC and Home Depot founder.  “The deepest human need is the need to be appreciated.”—psychologist William James.  “We look for listening, caring, smiling, saying ‘Thank you,’ being warm.”—Colleen Barrett, president, Southwest Airlines, on hiring criteria.

Think: THANK YOU POWER! (And “power” it is!)

Hints: (1) Make it “permanent”—send a note. (2) HANDWRITTEN notes beat emails!!!!!!!  (3) This applies equally at age 18 in a “powerless” job, as well as at age 48 as Honcho. (4) Do this especially when you “don’t have time”—at the end of a stressful day. (5) Make it a “formal” habit—do it at the end of the day, say, every 2 or 3 days. (6) If you can’t think of anything or anyone to say “Thank you” to—I suggest you go see a shrink.

(Remember: “Performance” stems from Engagement … Encouragement … Passion … Appreciation … Public recognition … Respect. “Thanking” is a big part of that.)

Uh, Thank You for taking the time to read this!

READ IT (AND WEEP) ...

Yesterday's Wall Street Journal, page 1, has a revealing (sickening, actually) investigative report on how the uninsured (and not just the impoverished uninsured) get screwed by hospitals. If it doesn't enrage you, I don't know what will ...

09.23.2004

100 WAYS TO SUCCEED:

#4: MAKE THE CALL! TODAY! NOW!

Only a sad few seek out contention. Then there’s another group (I’m a Charter Member) that goes to almost any length to avoid it … and routinely lets little, salvageable messes fester into big, intractable ones.

Answer: MAKE THE CALL! TODAY! NOW!

In short, a 5-minute call made right now to deal with a “slightly bruised” ego or a “minor” misunderstanding can avoid a situation tomorrow that leads to divorce court, a lost (major) client, an employee law suit, etc. 

I’ve learned that invariably “there was a moment” when the situation (DAMN NEAR ANY “SITUATION”) was reversible. In fact, easily reversible. But pride or embarrassment or unwillingness to further mess up an already nasty day led to “just one more day’s” evasion & delay … and that day becomes a second day …

No, I’ve not joined a Busted Relationships 12-step Program. But I have done one, for me, little Big Thing. As part of my morning priority-setting meditation I go to an item on my desktop labeled “NOT TOMORROW!” It’s simply a list of names, or perhaps situations, that I must remain conscious of … and work on in the course of the day. I try and confront myself brutally about what I’m putting off. AND ADD TO MY LIST ONE (no more than one … do-ability is paramount) UNPLEASANT CALL I MUST MAKE TODAY. We’re all different, but I’ve found that just having the damned “NOT TOMORROW!” de facto flashing at me is a spur to action. (Incidentally, it’s right next to another doc/icon labeled “VITAL SIGNS”—that’s the one, a PP slide, with red on black, that heralds the results of my most recent weigh-in and the number of consecutive days I’ve exercised.) 

By the way (we all know this, too), don’t let me make this sound so grim. I find that in 9 of 10 cases the call goes far better than imagined (maybe it’s just relief?); not only does it “deal with” a thorny problem, but it also often launches a positive trajectory for a fraying relationship; and it always makes me feel better about myself, makes me feel a bit of a hero, actually.

MAKE THE CALL.  TODAY.  NOW.

09.24.2004

100 WAYS TO SUCCEED:

#5: Target #1: Me!

Stand in front of the mirror … Smiling. Saying … “Thank you.” Doing … Jumping Jacks. Whatever. (See below.)

Fact: “It” begets “it.”

Fact: “Not it” begets “It-less-ness.”

Smiling begets a warmer (work, home) environment.

Thanking begets an environment of mutual appreciation.

Enthusiasm (those Jumping Jacks) begets enthusiasm.

Love begets love.

Energy begets energy. 

Wow begets Wow.

Optimism begets Optimism. (I’ve been devouring Martin Seligman lately.)

Honesty begets honesty.

Caring begets caring.

Listening begets engagement.

Etc.

Etc.

How do you “motivate others”? Take a B-school course on Leadership?

No! (You were joking, right?)

Answer: Motivate yourself first.

By hook or by crook.

Call it: Leadership By Unilateral Attitude Adjustment.

Are there things that can be labeled “circumstances”?

Of course.

Do bad things happen to good people?

Doubtless. 

Is there such a thing as “powerlessness”?

No!

No! 

No!

Take charge now!

Task one: Work on ourselves. 

Relentlessly!

If you can figure out how to go to work with a smile today, I (trained as I was as an engineer, and indeed carrying the baggage of an MBA from a “quant school”) will guarantee you that you will not only “have a better day,” but will (eventually) infect others! (And, uh, “productivity” will soar … once “they”—your boss, your peers, your subordinates—get over the shock.)

John Kerry looks exhausted. (He has every right to be.)

But his look of exhaustion, more than words or deeds or shrewd analytic explications, dramatically reduces the odds that I’ll go to headquarters tonight and man the phone banks.

So it goes, whether the issue is the fate of a nation, the progress of a project team or the likelihood of getting your way with a reluctant Motor Vehicles Department clerk. 

“Effective Leadership” (and “Gettin’ Things Done” in general) Step # 1: Work on yourself!

Smile!

Enthuse!

Thank!

Wow!

Win!

Now!

TOM MOM TURNS 95! COOL!

May not blog this weekend. Busy celebrating my Mom’s 95th birthday in Annapolis. She’s a pistol!

09.28.2004

AN ADDICTION …

Three days without Blogging. I began to get the Keyboard DTs!

But I’m back.

First things first …

NOTES95

My Mom’s birthday was terrific! Thanks to those site visitors who took the time to say Happy Birthday! (I passed it along—though my efforts to explain Blogging left something to be desired.) (P.S. Don’t you get tired of the hated-red-line that shows up under “blog” and “blogging” in Word?)

Query: Ever seen 95 candles, plus one to grow on, on a moderate-sized cake? (We nearly needed a burn permit, as we call it in Vermont.)

Energy/Enthusiasm/Sparkle is all! There are indeed aches and pains at 95. (Understatement.) Yet my Mom looked 35, not 95, on the All-important Vitality Index. (Even considering my bias.) The sparkle in her eyes lit the room! (And her passion for the Orioles is unabated, too—she insisted on updates from the TV room regularly.) And I know you were dying to know: A lifelong, active Democrat, she likes neither Kerry nor Bush, but is an admirer of Laura B. 

The Perfect Gift: My personal and professional pal, Harry Rhoads, founder of the Washington Speakers Bureau (which represents me) (“exclusively,” as he’s fond of adding), came bearing Gift. THE GIFT! Harry/WSB represents Willard Scott, and HR brought an autographed WS picture inscribed, “Evelyn, five years to go!”  Susan (my wife) had just given my Mom a picture of me, which was prominently displayed. Upon arrival of Willard S’s pic, I vanished in a flash! (Rhoads to Peters: “Humility is a cardinal virtue.”)

Notes on Miscellaneous Excellence: The Ford Focus I rented at BWI had a comfortable back seat—and an ENORMOUS trunk for a small car. Nice design job! I’d almost move to Bethesda MD (my brother-in-law Alec and sister-in-law Lee Sargent live there) just for Balducci’s/Sutton Place, the premier food emporium. Food: Amazing! Service: Amazing! Employee ATTITUDE: Off the charts! On the way home to Albany/VT, a youngster had a seizure on my SWA flight—hats off to the crew’s quick, but not panicked response, and the way they handled the rest of us.

Can’t wait for 100! Go, Mom!

WELLNESS: ABOUT DAMNED TIME!

Three loud cheers to Newsweek for its HUGE special report, “Health for Life.” Issue: September 27, 2004. Meditation Rules! Yoga Rules! Breathing Right Rules! And, increasingly, we have the hard science to prove it! This is a “must read”—and a Great Reminder when one is on the way to Mom’s 95th!

As those who read my “Summer of Soul” know, I am a True Believer. We must Take Charge of our own healthcare!* (*Don’t you think it’s odd that we spend ages picking a “contractor” to perform a trivial biz activity—but accept the doc-next-door as our health guide?) We must find docs whole buy the Wellness Act! Docs whose Last Resort, not first resort, is Chemicals! Coincidentally, my 2004 physical was the day after my Mom’s 95th. Thanks to the sorts of stuff the Newsweek report touts, I came off both my Univasc (hypertension) and Lipitor (cholesterol). I’ve had hypertension since age 17 at least. (My girl friend’s dentist Dad snuck me hypertension drugs so I could get my blood pressure down—and get me into the Navy.) Thence, at 61, I have emerged from a 40-year “intractable” problem courtesy a belated focus on prevention-over-patchup: breathing, diet, etc—in COMBO! As to the passing of Lipitor, my “bad” cholesterol is charted at 57! BREATH ON! FLAX SEED RULES! WELLNESS FANATICS UNITE! NIX “FIX IT.” EMBRACE “PREVENT IT.”

CHINA STATS …

Part of my services at this site: Parade stats on the … Amazing China Story. Between 2000 and 2003, foreign companies opened 60,000 factories in China.*   That’s right … SIXTY THOUSAND.   Source: Edward Gresser, the Progressive Policy Institute/Washington, courtesy the Wall Street Journal/09.27.2004.

(*I keep re-reading the WSJ article, because I’m sure I read it wrong. 60,000?? 3 years?? Nope. Got it right.) 

WHAT WILL THE POINT HAVE BEEN?

An election analysis in Sunday’s Washington Post has wider applicability, as I see it. “To win this race,” Kenneth Baer wrote in the Post, “Kerry needs to stop focusing on Election Day and start thinking about his would-be presidency’s last day. What does he want his legacy to be? When sixth-graders in the year 2108 read about the Kerry presidency, what does he want the one or two sentences that accompany his photo to say?”

LEGACY!

Beautiful word!

Forget the election. Instead consider your current assignment as head of a 7-person branch in an IS/IT department. (Or whatever.) Suppose you move on in 18 months. WHAT WILL THE ONE OR TWO MEMORABLE SENTENCES THAT SUMMARIZE YOUR “TERM” BE?

Please! 

Take this exercise seriously!

100 WAYS TO SUCCEED #6:

Think (Obsess) Legacy!

Consider this a variation on our recent debate over the number of priorities a person can have. Well, I’m settling it. 

One!

Here’s the deal. It’s 5A.M. (09.28.2004) as I write. I have a day crammed full of miscellaneous (that dreaded word!) activities ahead, ending with a flight from Boston/Logan to London/Heathrow. But the … THE … Pressing Question is: WHAT WILL (in One Sentence) THE LEGACY OF THIS DAY HAVE BEEN FOR TP? 

Yes, I believe a Single Day can have as much of a “legacy” as a lifetime. In fact that had better be the case! Why? Because the day … stretching out before me … filled (at the moment) with limitless opportunities … is … ALL I HAVE!

Right?

Just another day?

Hardly! 

THIS IS IT!

All those things … grand and mundane … I want to do with my life will either be abetted or thwarted or put off or ignored in the course of … THIS ONE, UNFURLING DAY.

So: What (One Sentence) will Today’s Legacy be … for You?

AND THE ANSWER IS …

My one sentence. (See above.)

EVERY (big word) “THING” I DO TODAY WILL HAVE A DIRECT, UNMISTAKABLE ONE-TO-ONE RELATIONSHIP TO MY MEGA-LEAGACY-TO-BE: NAMELY, INDUCING PEOPLE TO MAKE EACH DAY ANOTHER SPRIGHTLY STEP ON A TECHNICOLOR ADVENTURE TOWARD “WOW” IN WORK AND LIFE.

100 WAYS TO SUCCEED #7:

If No “Wow,” No Go!

Does “it” Pop? 

Does “it” Sparkle?

Does “it” make you Grin?

Is “it” … WOW?

If “it” (grand or mundane) isn’t WOW … re-do it! Or don’t do it!

This is … Your Day.

Not “their” day.

This Day belongs … ULTIMATELY … to You.

Not “them.”

Cubicle slaves Unite!

Technicolor Titans rejoice! 

Throw off the shackles of Conformity!

Just say/shout a throaty “No!” to Non-WOW!

So …

WOW!

Now!

(No bull. This is do-able.)

09.28.2004

Ex2004

Three enterprises have of late really turned me on. See my summary descriptions thereof in our new Special PP Presentation, Ex2004: Excellence Found. Hint: My new No. 1 is headquartered in Montreal ...

09.30.2004

WILL THEY (WE!!) EVER LEARN …

I’m in London. British Foreign Secretary Jack Straw in deep do-do. He shook hands in public with bloody dictator Robert Mugabe of Zimbabwe. Caught out, he complained that, well, the light had been bad. (All press pics as clear as a bell.) Is the lesson, “Don’t shake hands with wretches?” No! No! And NO!! The lesson … THE LESSON … is don’t be a total jerk and engage in a clumsy coverup. 

100 WAYS TO SUCCEED #8:

Foul up. Fess up.  Fast.  Fastidiously.

SHIT HAPPENS.

SHIT HAPPENS TO YOU AND ME BECAUSE WE SOMETIMES DO STUPID SHIT.

WE RARELY GET IN TROUBLE FOR THE SHIT THAT HAPPENS AS A RESULT OF THE STUPID SHIT WE DO.

WE OFTEN GET IN TROUBLE FOR THE STUPID SHIT WE DO TO AVOID TELLING ABOUT THE SHIT THAT HAPPENED BECAUSE OF THE STUPID SHIT WE DID.

MESSAGE.

FOUL UP.

FESS UP. 

FAST.

FASTIDIOUSLY. (Tell the Whole Truth.)

TO ANYONE YOU CAN FIND TO FESS UP TO.

BOSSES. 

SUBORDINATES. 

THE GUY AT THE BAR.

OR IN THE WEIGHT ROOM.

THEN GET ON WITH LIFE.

I am not a moralist. 

I am not arguing that “telling the truth is a … GOOD THING.  (Though I generally think it is.)

I am arguing that telling the truth ASAP is a … USEFUL-PRAGMATIC-CAREER ENHANCING THING TO DO … BECAUSE THE BOOGEYMAN IS GOING TO GET YOU IF YOU DON’T. (I.e. bloggers cornering Dan Rather. Rather has a habit of being chased by weird people, come to think of it.)

And, actually, people think it’s “cool” when you/me tell the truth—foul up, fess up, fast, fastidiously. (Soooo Cool, that maybe you should fess up to things you haven’t done?) (Just a thought.)

Seriously: PEOPLE HAVE VAST RESEVOIRS OF FORGIVENESS FOR SINS INCLUDING STUPID SINS … AND ARE THIN-SKINNED AS ALL GET OUT ABOUT EVASIVENESS AND CONVOLUTED EXPLANATIONS.

(“It depends on what the meaning of ‘is’ is.”)

“I screwed up with the customer” beats (by a country mile): “We lost the customer because the customer’s people tripped all over themselves and couldn’t come to a decision … blah blah blah.”

Or: “THE LIGHTS IN THE ROOM WERE TOO LOW BY WHICH TO SEE MURDEROUS DICTATORS.” (Hey, even, “I like the old brute, used to go water skiing with him …” would have been better. Right?)

FOUL UP. 

FESS UP.

FAST.

FASTIDIOUSLY.

10.01.2004

QUOTE OF THE DAY …

This comes courtesy philosopher-business speaker Tom Morris, from his book The Art of Achievement:

“A man without a smiling face must not open a shop.”—Chinese proverb.

Wow! How many thousands of entrepreneurs could have been spared the agony of failure if only they’d heeded this advice.

“Smile and the whole world …”

It’s true, you know.

QUOTE OF THE DAY … RUNNER-UP
From Fast Company/10.04 (“Balance Is Bunk,” by Keith Hammonds): “The global economy is antibalance. For as much as Accenture and Google say they value an environment that allows workers balance, they’re increasingly competing against companies that don’t. You’re competing against workers with a lot more to gain than you, who will work harder for less money to get the job done. This is the dark side of the ‘happy workaholic’ Someday, all of us will have to become workaholics, happy or not, just to get by.”

Time for a coffee break?

(MORE) CHINA: TEEING OFF IN LONDON TODAY 

The first slide I use today in London will be cryptic:

168/18,500/51,000/600/200/60,000

That’s it.

You’ve read all the bits in prior blogs, but I think there’s something powerful …. INEVITABLE … of getting it all down in a single line of numeric type.

168 … number of miles of Expressways in China in ’89.

18,500 … number of miles of Expressways in China today.

51,000 … number of miles of Expressways in china in 2008.* (*Our Interstate system tallies 46,500 miles.)

600 … number of foreign corporate R & D labs in China.* (*E.g. Microsoft Research Asia in Beijing, 200-professionals strong.)

200 … number of new foreign-owned corporate R & D labs to be constructed in China in the next 12 months.

60,000 … number of foreign-owned factories built in China between 2000 and 2003.

Yup! Something’s definitely up!

AS USUAL (guys) … ALL WRONG ABOUT WOMEN

Next month London will soon host the first “Rethink Pink Conference.”  Organizer Rebekka Bay told The Independent (09.29) that “advertisers’ interpretation of 21st-century woman is a major turn-off to the very people they are trying to attract.” Specifically, advertisers offer “the Perfect Mum” … “the Alpha Female” … the “Fashionista” … the “Beauty Bunny” … the “Great Granny.”

Want to know how to get it right? Turn to the same day’s Financial Times: “Unilever brand Dove’s use of six generously proportioned ‘real women’ to promote its skin-firming preparations must qualify as one of the most talked-about marketing decisions taken this summer. It was also one of the most successful: Since the campaign broke, sales of the firming lotion have gone up 700 percent in the UK, 300 percent in Germany and 220 percent in the Netherlands.” Note: The “real women,” one pictured in the FT, are rather hearty. 

Getting the “women’s marketing thing” right, my plea for years, is no trivial exercise.

COOL LITTLE (?) IDEAS …
Another early (cryptic) slide will read: 1Y/2N

2 Pizzas

Plastic bulldozer

I love stuff like this:

1Y/2N. I’m told that one trick employed by the service-obsessed Commerce Bank of New Jersey is that an employee can say “Yes” to a customer (within some high-tolerance limits) on her or his own. But to say “No” to any customer request, no matter how weird, requires two people (e.g. you and your boss) to turn the request down. That is the “culture” has a designed-in “Bias toward ‘Yes.’”

2 Pizzas. Amazon’s Jeff Bezos declares that no employee team can have more people than can be fed by two pizzas. (This courtesy Vanity Fair/10.04.)

Plastic Bulldozer. Michael Dell, we also learn from VF, keeps a plastic bulldozer on his desk to remind him not to run roughshod over new ideas.

10.04.2004

TRAVELIN’ MAN …

All day seminar Friday in London.  Arrived Vermont Saturday at 7pm. Left VT Sunday at 10am for Miami. Arrive Miami 7pm. Workin’ on today’s speech since then. Will catch up soon …

100 WAYS TO SUCCEED #9:

“Old” Rules!

Young is Cool. 

Old is Rich.

Think about it.

I’ll speak later today to the AHCA/American Health Care Association … the trade association that represents assisted-care centers, nursing homes, etc. Problems? Sure. Lousy rep? Alas, yes. Opportunity? YOU BET!

I’m not one to provide “market tips.” But I’ll break the rule here. The “Boomer-Geezer Market” is more ignored than the women’s market. Period.

80 million Boomers. The first turn 60 in 2 years. Tons of money. (Make that: Tons & Tons.) Not aging gracefully. Up for experiences. (Up for damn near anything, for that matter.) Long time left, given today’s life expectancies in developed countries. Add in Geezers … and … Kaching!!

And … underserved. Astonishingly so. Why? “Old” is definitely not cool in America. Never has been. (Even among the old.)

Hence … OPPORTUNITY is not “knocking.” It’s pounding on your door.  Products. Services. Experiences. Mass markets. Niche markets. International markets Japan and Western Europe are getting older even faster than we are).

As I said: Think about it.

100 WAYS TO SUCCEED #10:

Get up earlier than the next guy.

Flying to Boston from London on Saturday morning. 7 hours. Professional woman sitting in front of me. I duly swear, she did not look up for 7 hours. She produced more on her laptop than I do in  … a week … a month.

I’m not touting workaholism here. 

I am stating the obvious.

She or he who works the hardest has one hell of an advantage.

She or he who is best prepared has one hell of an advantage.

She or he who is always “overprepared” has one hell of an advantage.

He or she who does the most research has one hell of an advantage.

I don’t know about you, but I wouldn’t have wanted to challenge “the women in the row in front” in whatever presentation venue she was approaching.

10.05.2004

ANDREW SAYS …

Political days: Blogger Andrew Sullivan urges us to visit … www.mysterypollster.com and http://instapundit.com. I did. Good calls if you’re a bit obsessed with this election, as I am.

KINDNESS IS FREE …

Our healthcare system—our biggest and most important industry, particularly as we rapidly age—needs a complete makeover. Funding? Sure, but that’s not my gig. I’m Tommy Two-note. (1) Hospitals: Adopt rudimentary quality practices … AND DO SOMETHING ABOUT THE 195,000 AMERICANS A YEAR YOU KILL, MANY THROUGH GROSS NEGLIGENCE. (2) Docs (and other co-conspirators): Shift focus—dramatically—from dosing, cutting and fixing-after-the-fact to Prevention, Wellness and Healing.

Some get it. Case in point: The supercalifragilisticexpialidocious Planetree Alliance. Started in San Francisco in 1981, Planetree (named for the Sycamore under which Hippocrates practiced) is now overseen by Griffin Health Services Corporation of Derby CT. (Not so incidentally, Griffin Hospital is routinely named one of “The 100 Best Companies to Work For.”) 

In short, the Planetree approach focuses on healing, not just curing. The goal is a fully informed patient and family participating in every aspect of the diagnosis, treatment, healing and subsequent wellness process. What can I say in less than 10,000 words? Do I start with the open nurses’ stations, where patients are encouraged to hang out? The open case notes file, in which patients (and their families!) are encouraged (Big Word: ENCOURAGED) to add their own comments and commentary to that of the docs and other caregivers? TOTALLY UNRESTRICTED VISITING HOURS? A “no separation” policy concerning patients and family … in the ER? (!!!) Pet visitation programs? A kitchen for patients, and the cheery aroma of baking cookies? Massage for patients … and staff? (“Take care of the caregivers!” Duh!)

Two pieces of good news. First, our friends at Planetree wrote a book in 2003. (I just got around to reading it last week, as I prepared for a speech to the American Health Care Association—the trade association for eldercare, assisted-living et al.) Title: Putting Patients First: Designing and Practicing Patient-Centered Care, by Planetree Exec Director Susan Frampton, Planetree Alliance director Laura Gilpin, and Griffin Health Services CEO Patrick Charmel. Second, you can get a preview via three Special PowerPoint Presentations I’ve just posted: “Planetree,” “Leading for Excellence”/AHCA/10.04.04, and “Ex2004: Excellence Found.” (Or, go directly to the Planetree Web site: www.planetree.org.)

Let me conclude this lengthy—and important—blog with a recitation of the Nine Planetree Practices:

1. The Importance of Human Interaction

2. Informing and Empowering Diverse Populations: Consumer Health Libraries and Patient Education

3. Healing Partner Partnerships: The Importance of Including Friends and Family

4. Nutrition: The Nurturing Aspects of Food

5. Spirituality: Inner Resources for Healing

6. Human Touch: The Essentials of Communicating Caring Through Massage

7. Healing Arts: Nutrition for the Soul

8. Integrating Complementary and Alternative Practices into Conventional Care

9. Healing Environments: Architecture and Design Conducive to Health

And, oh yes, the title of this Blog, from Practice #1, “Kindness is free”: “There is a misconception that supportive interaction require more staff or more time and are therefore more costly. Although labor costs are a substantial part of any hospital budget, the interactions themselves add nothing to the budget. Kindness is free. Listening to patients or answering their questions costs nothing. It could be argued that negative interactions—alienating patients, being unresponsive to their needs, or limiting their sense of control—can be very costly in lost patient revenues and perhaps litigation. Angry, frustrated, or frightened patients may be combative, withdrawn, and less cooperative, requiring far more time than it would have taken to interact with them initially in a positive way.”

I am delighted to say that Tom’s “Introduction to Planetree” was well received by my wonderful newfound friends at the AHCA convention. There is hope, Virginia. (I hope.)

A NOBEL FOR THEIR TROUBLE?

How could I forget a book I wrote the Foreword for? Moreover, a foreword that suggested the authors ought to bag a Nobel for their work? Well, it had slipped my mind until I saw and purchased the finished product this morning, at 530a.m., at Miami International Airport. And the prize goes to: Crucial Confrontations: Tools for Resolving Broken Promises, Violated Expectations, and Bad Behavior, by Kerry Patterson, Joseph Grenny, Ron McMillan, and Al Switzler.

Here’s the back-cover description: “Behind the problems that routinely plague families, teams, and organizations are individuals who either can’t or won’t deal with failed promises. Others have broken rules, missed deadlines, or just plain behaved badly. If anybody steps up to the issue, he or she often does a lousy job [ARE THEY TALKING ABOUT ME? HOW DID THEY KNOW?] and creates a whole new set of problems.”

As I said in my endorsement-Foreword, the “crucial confrontation” is arguably the fundamental atomic particle of relationships. The careful examination of just this one thing is powerful beyond measure. The book combines originality and importance, is tied to proven psychological and social-psychological research, and has compelling case material as well. No wonder I concluded, “Hey, if you read only one ‘management’ book this decade … I’d insist that it be Crucial Confrontations.”

100 WAYS TO SUCCEED #11:

MBWA Lives & Rules & Is Ubiquitous!

A commentary in this week’s Newsweek by Jonathon Alter begins, “No wonder President Bush lost round one in Miami: He got rusty living in the bubble.”

Mr. Bush’s bubble is indeed air tight. But, reader-bosses, you’d be surprised (just as the President was apparently surprised), I’d vouch, at how little air gets into your bubble, too!

Which takes me back to 1982. My In Search of Excellence co-author Bob Waterman and I were about to go on the Today show. We were practicing in Bob’s Manhattan hotel room. And we got into a tussle. Turns out we both most loved the same thing in the book—and both wanted to utter the words on national TV. Having no dueling pistols at hand (even though we were right across the river from where VP Burr had killed Alexander Hamilton in a duel), we flipped a coin. Bob won … and I’m still frustrated 22 years later!

The bragging rights at stake? MBWA. Remember? Managing By Wandering Around. (Courtesy a much smaller, more intimate Hewlett Packard.) 

Well …

Welcome to 2004. MBWA would have helped Pres Bush … and it will help you. And the absence thereof will … DOOM … you. 

The nice thing about MBWA is: “What you see is what you get.” The … BIG IDEA … is … uh … to … WANDER AROUND. I.e., stay intimately in touch. I could go on for countless words (I have gone on in the past), but I’ll keep it simple here: 

GET THE HELL OUT OF THE CUBE!

DESERT THE TERMINAL! (“Terminals are terminal”? Not all bad.)

CHAT UP ANYBODY WHOSE PATH YOU CROSS … ESPECIALLY IF THEY ARE NOT AMONG YOUR NORMAL CHATEES.

GO STROLLING IN PARTS OF THE ORG WHERE YOU NORMALLY DON’T STROLL.

SLOW DOWN. STOP. CHAT. (“Stop. Look. Listen.”—a shrink’s advice to me, courtesy railroad crossing lingo.)

NB: Email … DOES NOT COUNT … as “chat.” “Wander” = WANDER. One foot in front of the other. 

Okay?

Extended Idea: Wander Writ Large. Put “wandering” on your permanent agenda!  Consider: I was recently giving a speech to retailers. I had studied my butt off. Read a ton. Hung onto the Web for dear life. Phoned a dozen experts. My data was analyzed. My speech was locked into PPFinal status. I was in my hotel room in Chicago, at 3p.m. On a lark, I decided to take a stroll. I’m not ordinarily much of a shopper, but this day I strolled the streets and “wandered” into shops, apparently aimlessly, for a little over two hours. Got back to my room. Unlocked my PPFinal. And started all over again. (Outcome: Speech was a roaring success.) I actually can’t tell you “precisely” what I gleaned on that 2-hour excursion-wander. I can tell you it “changed everything.” That is, I got “in the zone” re retailing; I physically inhabited my Client-of-tomorrow’s world … and it infused almost every sentence of what I subsequently presented.

Message: I am a zealot. I SWEAR BY MBWA. In any and all circumstances. Wanna join me? One last tip-idea: “Aimless” “wandering” takes discipline! And one truly last digression: Mr. Bush also serves us a reminder to “Mind your body language,” especially “when no one is looking.” Those “little” cutaways may have cost the Commander-in-Chief and World’s-Most-Powerful-Human dearly.

HOW COULD IT HAVE SLIPPED MY MIND?

If you attend one and only one professional conference this year, make it The North American Conference on Customer Management, 7-9 November in Orlando. (Not a self-serving plea; I’m not speaking, though I have in the past.) The Speaker line-up is to die for—deep and long. Even the optional activities are great—such as an evening with Cirque du Soleil.

This Blog was born when I received a brochure for the event. And, actually, I haven’t really gotten to the point of the Blog. Namely, the brochure’s 60-point type pull quote, from participant Jack Welch, he of GE fame. To wit: “HIERARCHY IS AN ORGANIZATION WITH ITS FACE TOWARDS THE CEO AND ITS ASS TOWARDS THE CUSTOMER.”

Who’d want to miss the likes of that? 

More info: www.eCSW.com.

262 …

Excellence! An 84-year-old record goes by the boards! 84 = A lot! 262 = A lot! 262 regular-season base hits! Ichiro Suzuki! Wow!

10.06.2004

A PUBLIC DECLARATION OF INTENT …

You heard it here first. In the last few years, I’ve actively championed a number of causes that excite me, and that I think are important to the world at large. Among them: Design. Marketing to Women. Marketing to Boomers-Geezers. Women in leadership roles. Making the work matter: Wow Projects; Brand You; turning “staffs”/“cost centers” into value-adding Professional Service Firms. Increasing corporate “metabolic rates” to master crazy times. And now the time has come for another Big Initiative …

Namely: Wellness. 

The idea refers directly to the “corporate side” of health care, our biggest industry by far: that is, re-imagining healthcare … TOTALLY … so as to shift perspective from chemical/surgical after-the-fact fixes for errant body parts … to Prevention-Healing-Wellness-Wholeness-Creativity. I learned two days ago, while addressing those responsible for the nation’s Eldercare, just how noisy and obnoxious—and I hope persuasive—I could be on this topic. I PLAN TO GIVE NO QUARTER TO HEALTHCARE TRADITIONALISTS!* (*I’d love to do the same for Schools … but, alas, I feel the system is largely intractable. The Boomer Tsunami will definitely push “healthcare world”—whether denizens like it or not.)

Wellness, as I plan to define it, also directly engages the individual: in both a “Brand You World” and a business environment that demands unprecedented attention to creativity-innovation, the individual becomes more than a human machine/“interchangeable part”; the “whole person” must be “present & accounted for” in order to add value in these fascinating-exciting-threatening times. In such personal/revised “quests,” TW/Total Wellness (physical and emotional and spiritual) is paramount as never before—a Survival Strategy, even. 

Also, there is an essential-intriguing “geezer” angle here: i.e., making these wildly numerous, increasingly healthy (mechanically) Elders exciting, growing, creative contributors—not just carcasses to be “dealt with” until time to depart.

So that’s where I fancy I’ll head! Comments welcome! (PLEASE!)

100 WAYS TO SUCCEED #12:

Micromanage First & Last Impressions!

First & Last impressions are your and my personal-career keys, and the keys to a company’s customer service report card. We both get that, of course. But: I don’t know about you, but I need … Constant Reminding. For example, my wife rags on me semi-constantly for not looking people directly in the eye when I’m introduced. At first, I thought she was nuts, especially as I get paid sometimes to attend post-speech “G & G” (Grip & Grin) sessions with execs or top salespeople or key customers. But she’s right, I belatedly had to admit—I think it’s my soul-deep shyness. (No baloney; a lot of people who sparkle at a podium are withdrawn in more intimate settings—and vice versa.) Upshot: I’m working on it—and work it is; but worth it.

Back to the overall issue. Fox News’ and uber-spin doctor Roger Ailes claims I/you/we have … 7 SECONDS … to make a first impression. And he gives us this advice: First: “Amp up your attitude.” Some people radiate energy, some don’t. But the don’ts at least can square their shoulders, and pump themselves up a bit. (“Energy” is not to be confused with aggressiveness. Energy is, in my opinion—I don’t know about Roger—mostly seen in the eyes.) Second rule per Ailes: “Give your message a mission.” That is, if you’ve got something you want to get from the interaction … STAY ON MESSAGE. President Bush gets some low scores on oral presentation—but one and all agree he is the all-time master of staying precisely on message. Ailes #3: “Recognize ‘face value.’” A “poker face” works well in poker—but is a disaster in more normal human interaction, including in professional settings. Call it “animation” or “engagement” (my terms, not Ailes’); but it is different than raw energy; it’s something about being in the moment. And again, the idea is not to do jumping jacks—animation to me is mostly the intensity of concentration. (My wife—this time I think it’s a positive—claims my intensity of listening-concentration scares her half to death if it’s aimed her way. I wouldn’t know.) The “bottom line” here is more important than the specific points: PAY MINDFUL ATTENTION TO HOW YOU ENGAGE!! IT’S AS IMPORTANT AS “CONTENT”—LIKE IT OR NOT. (Idea: Imagine that Karl Rove and Karen Hughes were looking over your left and right shoulders respectively, as you approach an interaction. Think about what they’d be whispering in your ear right before … contact.)

Organizationally, the notion is essentially the same. Recall yesterday’s Blog that included kudos to Griffin Hospital. Griffin says the first impression begins with … Driving Directions! Prospective patients are already in a tizzy; lousy directions will only fuel their angst—and reinforce the idea that they are not in charge of their circumstances. Winners like Griffin obsess on driving directions, signage, music choice for the lobby, etc., etc. Of course Disney, no surprise, is the quintessential player here. My simple advice: BEGINNINGS AND ENDS ARE OVERWHELMINGLY IMPORTANT—AND SURELY COUNT AS “STRATEGIC SUBSTANCE” IN ANY INTERCHANGE. Think through “B & Es” very carefully. Invest Time & Money & Training in “B & Es.” Hey: How about a new “C-level” job? Chief of Beginnings and Ends? Chief Start ‘n Stop?

WHAT WAS MR. REAGAN THINKING?

Maybe my headline above takes the words out of President Bush’s mouth these days. President Reagan was a successful champion of States’ Rights. And now those nasty little buggers, the States, are grasping the nettle from Washington on some near-and-dear Boss Bush issues. 

Ah-nold “When it comes to the Environment, I’m no girlie-boy” Schwarzenegger, CA’s Republican Gov, is going through bushels of pens signing one after another piece of far-reaching environmental-conservation legislation. Moreover, as CA goes, so goes the nation (eventually).

CA, MA (and some 38 other States) also are not willing to let the future front-edge of tomorrow’s economy (and attendant high-pay jobs) slip out of their grasps. Hence, a raft-full (make that ocean liner-full) of initiatives providing local funding for stem-cell research. In CA’s case, voters will likely slam-dunk an Initiative directing $3 BILLION of State moolah to such research. 

Hey, I always was a Reagan fan!

NB: Re the Environment & Conservation Writ Large, I join others in recommending Amory Lovins’ Oil Endgame: American Innovation for Profits, Jobs, and Security. Most terrorism starts in the Middle East. Won’t end soon. May kill millions of us. We’re running out of oil. The Middle East isn’t. As is, dependence will … ACCELERATE. We must … MUST … SOMEHOW …make the decisions necessary to lessen … dramatically ...our oil-dependence. Such logic doesn’t require, say, a high-school diploma. And: It can be done, nattering of negative nabobs such as Exxon-Mobil Honcho Lee Raymond not withstanding. For starters: Buy BP! Beyond Petroleum! (Even if BP’s commitment is only 50% genuine … it’s still a Grand Slam Winner.) 

10.07.2004

QUOTE OF THE DAY (LIFETIME) …

“My life is my message.”—Gandhi

SOURCE …

Found the Gandhi quote in Peter Ruhe’s magnificent photo-essay book, Gandhi. (I would ordinarily have included the source in the comment above, but the quote is so powerful that I felt it needed to stand alone.) (You know me and Design!)

MY CHOICES …

Thoughts spinning out from the Gandhi quote. I was born in 1942. Of those with whom I have shared air to breath, four stand out above the rest: Gandhi. Churchill. King. Mandela. We are all products of our times, and yet I believe each of these giants altered the course of history through sheer force of personality. Each was a … Dreamer-Visionary. Each was … True to Himself. Each was an … Inspiring Story Teller.  Each had … Incredible Personal Magnetism. Each was … Stunningly Inclusive. Each had … Herculean Stamina.  Each was … Persistent Beyond Measure. Each surmounted … Numerous, Catastrophic Failures. Each was a … Masterful Politician.  Each was a … Stellar Actor.

Review: The Ten “Traits of Excellence”:

Dreamer-Visionary.

True to Himself.

Story Teller.

Magnetism.

Inclusive.

Stamina.

Persistence.

Thrive Past Failure.

Politician Extraordinaire.

Actor.

What do you think of my list? Of people? Traits? Do you think these ten traits come at birth? Or, assuming they are more or less on the mark, can they be taught-learned-practiced?

100 WAYS TO SUCCEED #13

Make This Day Matter.

If …  “My life is my message” …

Then … what will you/I do today to clarify and amplify your/my message?

Choose wisely. (WHAT IS YOUR MESSAGE?)

Review (and report … to yourself) at the end of the day.

Repeat.

Daily.

Forever.

CONSIDER SETH …

As you ponder your “message,” consider the immortal words of Seth Godin: “If you can’t describe your position in eight words or less, you don’t have a position.”

Amen!

WHAT I LEARNED …

Lesson Tuesday Night: I would not like to be a lawyer squaring off against John Edwards! I don’t care who you think won or lost, Edwards gave a tutorial for all of us who live by presenting arguments in public. Among (many) other things: Mastery of data & details. And the ability to call forth what is needed on the spot. Use of details without obscuring the main message. Plain language (without talking down). Clarity of presentation. Body language. Respect masking appropriate certainty and aggression. Crystal clear understanding of the real audience (not Cheney or the moderator). Ability to go to the edge, and no further. A chess master’s understanding of the unfolding of the entire game.

10.08.2004

THE SUM OF ALL FEARS ...

Now I know the peril of cell-phoning from one's car. And I've lived to tell the tale. Barely. The problem is not that we're pretty competent at using the cell phone--it's that once-every-10-years moment-of-truth. Was driving from VT to Boston yesterday afternoon. Approaching the city, near Concord. (As in Lexington and ...) Calling Susan, to coordinate my arrival. 

Then ...

About 500 (?) yards in front of me, out of the blue (and the sky was blue), a guy simply spins out of control, does 2, or 3 360s. He ended up hanging from an embankment. I ended up undamaged (car or body) on the other side of the 4-lane road.

That is, nothing happened.

But the plain fact is that I did my evasion bit a fraction of a second, or a second or even 2 seconds, later than I would have had I not been phoning.

I escaped.

This time.

Lesson here?

(And don't give me the "hands-free" equipment retort! I WAS DISTRACTED. PERIOD. AND I AM "ALMOST" NOT WRITING THIS AS A RESULT.)

10.11.2004

Up, Up and Away …

On the road the next three weeks. Dublin and Stockholm this week. Copenhagen, Frankfurt and Milan next week. LA, Phoenix and La Jolla the week after next. Will try to keep up with my Blogging, doubtless at a reduced pace. (I have eight formal speeches, and innumerable side shows.)

Trip talisman. Stowed abutting my passport are the three books I carry that keep me sane amidst an insane schedule: Be Free Where You Are, Thich Nhat Hanh; Free Your Breath, Free Your Life, Dennis Lewis; The Calm Technique: Meditation Without Magic or Mysticism, Paul Wilson.

Two New (Short) Special PowerPoint Presentations …

A reporter asked me what made for Sustaining Entrepreneurship in a company as it grows. I said, “Beats me,” then offered 17 ideas. You’ll find posted today my SE17: Origins of Sustainable Entrepreneurship (just 4 slides).  Feedback welcomed!! (Make that “begged for.”)

Will be talking about Design more than I normally do at a couple of upcoming events. Reread this weekend Virginia Postrel’s masterful 2003 contribution: The Substance of Style: How the Rise of Aesthetic Value Is Remaking Commerce, Culture and Consciousness. Hence, you’ll find a 7-slide presentation consisting of excellent Virginia-isms; VirginiaP is also the subject of a Cool Friends interview posted on 13 February of this year. Message: DESIGN IS INEVITABLE!  DESIGN IS THE DIFFERENCE!   DESIGN RULES!   (Dan Pink’s forthcoming A Whole New Mind: “The MFA is the new MBA.” Yes!)

100 Ways to Succeed #14:

Read (AND ACT ON) These Three Books …

I think 99 out of 100 self-help books offer prescriptions that are too good to be true—or require commitments that are implausible. But as to the 1 in 100, or 1,000: I think the following three (ALL METICULOUSLY RESEARCHED) self-help/how-to books are worth 100X their weight in gold—and are as good as Dale Carnegie’s How to Win Friends and Influence People and Napoleon Hill’s Think and Grow Rich.
 Namely …

GETTING TO YES … Roger Fisher, William Ury, Bruce Patton.

LEARNED OPTIMISM … Martin Seligman.

CRUCIAL CONFRONTATIONS … Kerry Patterson, Joseph Grenny, Ron McMillan, Al Switzler.

I avoid such books like the plague. HOWEVER: I HAVE BENEFITED ENORMOUSLY (personally & professionally) FROM EACH OF THESE THREE. They “fill a compelling need” … AND ARE DO-ABLE!

NB: Each of these authors/co-authors has produced a consistent body of work—c.f., Seligman’s Authentic Happiness—that is worth the price of admission; I’ve simply chosen my fav of each lot.

“Success or Failure”? Try Instead “Optimism or Failure”!

Consider this from Martin Seligman’s Learned Optimism: “I believe the traditional wisdom is incomplete. A composer can have all the talent of a Mozart and a passionate desire to succeed, but if he believes he cannot compose music, he will come to nothing. He will not try hard enough. He will give up too soon when the elusive right melody takes too long to materialize. Success requires persistence, the ability to not give up in the face of failure. I believe that … OPTIMISTIC EXPLANATORY STYLE … is the key to persistence. 

“The optimistic-explanatory-style theory of success says that in order to choose people for success in a challenging job, you need to select for three characteristics: (1) Aptitude. (2) Motivation. (3) Optimism. All three determine success.”

(Seligman’s extensive work with Met Life salespeople, among others, proved out the above—in spades.)

(FYI: Pessimist: Good things … “I’m worthless, but got lucky on this one.”  Bad things … “I’m a bozo who deserved my sorry fate.”

Optimist: Good things … “I deserved that; I’m the cat’s meow.”   Bad things … “I’m the cat’s meow, but the cat had an unlucky day; tomorrow will be better for sure.”

Seligman’s research results demonstrate that the gap between P’s and O’s really is Grand Canyon.)

100 Ways to Succeed #15: 

YOU MUST BE ABLE TO ANSWER THIS QUESTION!

And the question is: WHAT’S THE DREAM?

Plan.

Vision.

Brand statement.

Animating idea.

Beliefs.

All 5 of these notions are important. (Very important.) But none compare with: WHAT’S THE DREAM?

Great Performances are the result of a DREAM. (And, to be sure, a helluva lot of hard work and good luck and … and …)

But “it” begins with and is sustained by a … DREAM.

A DREAM is “required” for an Awesome Business Process Re-definition project. For a training course. For a Great Night ($300 in tips) … Waiting Tables.

I will go so far as to say that any dream-free project/performance will be less than memorable. “Efficient”? Quite possibly. “Useful”? Quite possibly. “Entertaining”? Quite possibly. But … RATTLES THE EARTH? Not without the … DREAM.

Can DREAMS be … “worked on”? 

Absolutely! 

I give about 75 speeches a year. Each begins and ends with ... THE DREAM. I start by imagining myself in the conference room-auditorium a month hence, facing 60 or 6,000 people. I AM (I truly am!!)  DESPERATE TO MAKE A MARK, LEAVE A MEMORABLE, STARTLING, UPLIFTING CALL TO ARMS BEHIND. I cogitate and meditate on … THE DREAM. An image eventually begins to appear (based on a boatload of research and an eon of enforced intuitive reflection). As the image sharpens (THE DREAM), I work like the devil over the next several days or weeks on the details (95% of my effort). When I’m “finished,” I ask myself if the PowerPoint I’ve prepared as my skeleton … Measures Up To The Dream? (And then I adjust and adjust and adjust … and sometimes start over … if The Dream has become blurred by too many “clever distractions.”) Finally, it’s a few minutes to show time. As I meditate back stage, I am working internally on only one thing: AM I CLEAR ON THE … DREAM? IS THE DREAM CLEAR? And it begins. NOW I MUST CONNECT!!! I must … CONVEY THE DREAM … one person at a time!!! … even in that audience of 6,000. (Message: Dreams are “sold” retail, not wholesale. ONE-AT-A-TIME. UP-CLOSE-AND-PERSONAL. Aside: That includes Blogging?!)

So … imagine your current project. 

WHAT’S THE DREAM? 

DREAMSTUFF (MORE)

You are a Project Manager. 

You have a Dream for your project.

How will you know you’ve sold it to your TeamMates? (That TeamMates have become DreamMates?)

You’ll know when your TeamMates/DreamMates say:

“Makes me proud to be part of this DreamTeam!”

“Works for me personally!”

“Worthy of my Emotional Commitment!”

“Cool!”

“Wow!”

“Who’d have thought we could …”

“Makes me Giggle!”

“Can’t wait to tell my best pal/spouse/significant other/the guy sitting next to me on the subway!”

“Can’t wait to recruit my friend Jenny!”

Do you pass this test?

BUILT TO … DETERIORATE!

Jim Collins and Jerry Porras gave us Built to Last about a decade ago. I’m not so sure. (“Not so sure”? Try: “Flat out disagree”!) I have a new ally. Consider this from yesterday’s Boston Globe. “Economic Life: Investment Strategies Must Shift with Realities,” by featured columnist Charles Stein: “When it comes to investing, I’m old school. Buy a good stock, stick it in the drawer and when you check back years later the stock should be worth more. There’s only one problem. When I checked the drawer recently it was full of clunkers, including Lucent, down 94 percent from its 1999 high. Maybe once upon a time buy and hold was a viable strategy. Today, it no longer makes sense.” 

Stein continues with these “clunker” examples: Fannie Mae (incidentally, featured in Collins’ subsequent solo Good to Great). Coke. (“Clunker,” make that “Stinker.”) Merck. (The mightiest fall—stock down 63 percent since 2000.) Uh … Microsoft. (“Microsoft’s stock price is no higher today than it was in 1998.”)  Clear Channel—down 32 percent this year; New York Times (owner of the Boston Globe)—down 17 percent in 2004.

“It is not clear there is such a thing as a ‘Blue Chip,’” Shawn Kravetz, president of Boston-based hedge fund Esplanade Capital, told Stein. “Kravetz’s point is a serious one,” Stein continues. “Greatness is not permanent.  … The process of creative destruction isn’t new. But with the world moving ever faster, and with competition on steroids, the quaint notion of buying and holding is hopelessly out of step.”
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QUOTE OF THE DAY …

“There is little evidence of the correlation of [personality] test scores with school performance, managerial effectiveness, team building or career counseling.”—New York Times review (10.10.04) of How Personality Tests Are Leading Us to Miseducate Our Children, Mismanage Our Companies, and Misunderstand Ourselves, by Annie Murphy Paul.

Ah! Another of my deep-seated biases confirmed!

GETTING EVERYTHING RIGHT EXCEPT WHAT’S IMPORTANT …

What kind of weirdo would shell out $25 to buy a book he knew he was going to detest? Uh, me. Got it yesterday evening, at Logan, while waiting for my flight to Dublin. 

Harvard Business School Press.

Glowing back-cover endorsement from GE CEO Jeff Immelt (whom I greatly admire).

The book?

Hardball: Are You Playing to Play or Playing to Win?

BCG Big Cheese George Stalk. (I endorsed a book of his in bygone days.) And former BCGer Rob Lachenauer.

Here’s my deal. I’ve spent too much time with folks like Sydney Harman, CEO of  Harman International (see his book Mind Your Own Business: A Maverick’s Guide to Business, Leadership and Life); Max DePree, former Herman-Miller chairman (see his Leadership Is an Art ); and Bill George, former Medronics CEO (Authentic Leadership: Rediscovering the Secrets to Creating Lasting Value). Put simply: While I acknowledge that the “real world” is no lark, I refuse to get roped into biz thinking that’s all about Ruthless Warfare. 

Strategies offered in Hardball  (“The winners in business have always played hardball”) include: “Unleash massive and overwhelming force.” “Exploit anomalies.” “Threaten your competitor’s profit sanctuaries.” “Entice your competitor into retreat.”

I’ve no doubt that such stratagems are part of life in biz and on the battlefield and elsewhere. And I am personally not averse to bulldozing my way towards what I want with any clever approach I can dream up. (Like being about the only mgt “guru” to be addicted to Blogging.)

But …

My simple/fervent (Naïve?) belief—about me & my career & business in general & warfare for that matter—is that the Three Pillars of Excellent Enterprise are: (1) Extraordinary People. (2) Extraordinary/Innovative Products. (3) Extraordinary Customer Experiences (the consistent provision thereof). These three pillars, in turn, are anchored to a Base of (4) Rock-solid Infrastructure.    That’s it.

(Further: Get the Big Four above right … and damn near any strategy will work. Get the Big Four wrong … and no strategy, no matter how clever, will do you a helluva lot of good.) 

With the above in mind, I performed a little “research” on Hardball. I thumbed my way to the Index. By my very rough calculation, there are 620 Index citations. Here is my Scorecard: “People” … 0. (Actually, I checked “people” “workers,” “morale,” “motivation,” and “employees”: Each came up … 0/ZERO.) “Customer/s” (“service,” “retention,” and “loyalty”) … 4/FOUR.  “Innovation” (“product development,” “research & development,” and “new products”) … 0/ZERO.* (*As far as I can tell, the term with the largest number of entries—18—is “mergers and acquisitions.”)

Having performed my experiment while passing the time in an airport/Logan bookshop, I just had to spring for $25 and buy the book! So I could Blog it, sure. But mostly so I could make certain that if I had the last copy, the evidence of such a waste of paper would not disappear. 

Somebody’s nuts. 

George Stalk. 

Or me.
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85 BROADS AND TOM SAY: MARK YOUR CALENDAR! 

85 Broads is a women’s networking group started in 1999, with HQ at 85 Broad St./Wall Street. They are sponsoring a Boycott, urging their members (and friends thereof, via word-of-mouth) to Not Shop on October 19. The idea is to demo Women’s AWESOME Purchasing Power and PATHETIC Under-representation in Boardrooms & Exec Suites! So sad that one needs to do this sort of thing in 2004 … to call attention to the Obvious! But need it we do, and One Old Guy (me) urges one and all (M & F) to zip the checkbook, stow the credit cards … on 10.19 … and support 85 Broads & All Women!

LOU DOBBS CONFOUNDED! EXCELLENCE CONTINUED!

There’s much more to life than the P & L. On the other, a hearty P & L is a nice reminder that you’re doing some stuff right in your Clients’ Eyes! Remember my … Big Gush(es) … over Infosys?

Just in! 

2nd Quarter results!

Revenue: +52%.

Profit: +49%.

Revealing title of the Wall Street Journal’s announcement article: “Infosys 2nd-Period Rose Amid Demand for Outsourcing.”

CAVEAT EMPTOR …

“Top 10”: Tom’s “I hate …” list. Corporate Mission/Value Statements that are insipid … and which no one believes … and which, therefore, convict leadership of being either Hopelessly Stupid or Hopelessly Out-of-Touch.

Consider:

At **** we take pride in our commitment to:

*Quality service and best value for our clients

*Individual opportunity and respect for each other

*Integrity and excellence in our work

*Distinction and the competitive in our work

No worse-different than a hundred others like it, eh? Sure. But **** happens to be CACI, who happen to be one of the private contractors at Abu Ghraib.

(Source: Gobbledygook: How Cliches, Sludge and Management-speak are Strangling Our Public Language, by Don Watson. A great read.)

Please fill in the blanks: “I Love My Company Vision & Values Statement Because … ________________________________________________________________________________________________________________________________________________

100 WAYS TO SUCCEED #16:

Have you sought customer feedback … ONE CUSTOMER … today?

Never.

Ever.

Get Out Of Touch.

With Customers.

Easy to lose touch.

G.W. Bush.

Me.

You.

BigCo.

WeeCo.

Must not happen.

Stop.

Now. 

Call a Customer.

Out of the Blue.

Ask (use these words): “How Things Goin’?”

Listen.

LISTEN.

Take notes.

Meticulous.

(Record in Special Notebook.)

Follow-up.

FAST.

Repeat.

48-hours hence.

Hint: This applies to 100% of us. Not just “bosses.”

We.

All.

Have.

Customers.

Hey, tompeters.com Clients (Ye, the Beloved!) …

 How’s It Goin’?
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26 ….. BEEP! BEEP! BEEP!

I have a new presentation prop.

An egg timer.

My goal is to “push” urgency.”  Recall a couple of weeks ago I blogged a China stat. 60,000 new foreign-owned factories opened between 2000 and 2003. Do the math, and that’s one every … 26 MINUTES!

So now I carry an egg timer (assuming the TSA doesn’t confiscate it one of these days) … and set it for 26 minutes as I begin my presentations. Then, as it Beeps (I found one with a truly obnoxious sound), I announce, “Another foreign-owned factory in China coming on line.”

Then I reset the timer.

It has, shall I say, a … Riveting Effect.

JOURNAL POWER …

In Dublin. (GLORIOUS Dublin!) Off to Stockholm tomorrow … then a speech in Frankfurt on Wednesday. As always, looking for Openers.

Splat.

Wall Street Journal Europe hits my door this morning.

Page 1, Headline: “GM Europe to Slash Costs in Blow to German Workers: Loss-Ridden Auto Maker, Facing Asian Onslaught, to Cut Up to 12,000 jobs.”

That ought to do it.

NOTHING IS SACROSANCT …

Same Journal front page: “In China’s Countryside, Farmers Are Cultivating Agribusiness Explosion as Subsidies Cut U.S. Dominance.”

I repeat: China is the story!

BEEP! BEEP! BEEP!

100 WAYS TO SUCCEED #17:

Work on Your Story!

He/she who has the best story wins!

In life!

In business!

The White House!

Consider the following:

“A key – perhaps the key – to leadership is the effective communication of a story.” —Howard Gardner, Leading Minds: An Anatomy of Leadership

“Leaders don’t just make products and make decisions. Leaders make meaning.”—John Seely Brown, Xerox PARC

“Management has a lot to do with answers. Leadership is a function of questions. And the first question for a leader always is: ‘Who do we intend to be?’ Not ‘What are we going to do?’ but ‘Who do we intend to be?’” —Max DePree, Herman Miller

“The essence of American presidential leadership, and the secret of presidential success, is storytelling.” —Evan Cornog, The Power and the Story: How the Crafted Presidential Narrative Has Determined Political Success from George Washington to George Bush 

“You are the storyteller of your own life, and you can create your own legend or not.” —Isabel Allende

“We are in the twilight of a society based on data. As information and intelligence become the domain of computers, society will place more value on the one human ability that cannot be automated: emotion. Imagination, myth, ritual - the language of emotion - will affect everything from our purchasing decisions to how we work with others.  Companies will thrive on the basis of their stories and myths. Companies will need to understand that their products are less important than their stories.”—Rolf Jensen, Copenhagen Institute for Future Studies

“The past few decades have belonged to a certain kind of person with a certain kind of mind—computer programmers who could crank code, lawyers who could craft contracts, MBAs who could crunch numbers. But the keys to the kingdom are changing hands. The future belongs to a very different kind of person with a very different kind of mind—creators and empathizers, pattern recognizers and meaning makers. These people—artists, inventors, designers, storytellers, caregivers, consolers, big picture thinkers—will now reap society’s richest rewards and share its greatest joys.” —Dan Pink, A Whole New Mind

“In Denmark, eggs from free-range hens have conquered over 50 percent of the market. Consumers do not want hens to live their lives in small, confining cages. They are willing to pay 15 percent to 20 percent more for the story about animal ethics. This is classic Dream Society logic. Both kind of eggs are similar in quality, but consumers prefer eggs with the better story. After we debated the issue and stockpiled 50 other examples, the conclusion became evident: Stories and tales speak directly to the heart rather than the brain. After a century where society was marked by science and rationalism, the stories and values are returning to the scene.” —Rolf Jensen/The Dream Society: How the Coming Shift from Information to Imagination Will Transform Your Business

(FYI: We have just posted a new “Special Presentation”: “The Power Is the Story.”)

I have concluded that “the brand” is encompassed by “the story.” There is a slide in the new Special Presentation that simply reads: Story > Brand.

Storytelling is a refined art. Maybe it comes naturally to your or my 79-year-old Grandpa, but it didn’t/doesn’t to me! I WORK LIKE HELL AT IT!

Do you ever make “presentations”?

I bet the answer is, “Yes.”

Well … STOP.

NO MORE PRESENTATIONS.

EVER AGAIN.

I stopped years ago.

I NEVER GIVE PRESENTATIONS.

I DO … for pay, no less … TELL STORIES.

As I prepare I am conscious … 100 PERCENT OF THE TIME … of the evolving story, of the plot, the narrative that unfolds.

For example: Regardless of the intensity of the urging, I never submit my presentations ahead of time. That’s because I rework them—keep refining the plot, the flow, the rhythm—until moments before I go on stage. I suspect that in the last few hours before a speech, I go through my “script” well over 100 times.

Your task—TODAY—is a short story.

Your current project is … a story.

Your career is  … a story.

HE/SHE WHO HAS THE BEST STORY WINS!

SO … WORK ON YOUR STORY!

MASTER THE ART OF STORYTELLING/STORYDOING/STORY PRESENTING!

(More to come.)
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COME AGAIN …

I read a piece in one of London’s Saturday papers about an American horrified by the outing of America-hatred she experienced in that great city. People on buses verbally abusing her when they discovered she was a Yank. And worse. (And the ragging was frequent, she reported.)

I am afraid she may be delusional.

I read the hot-off-the-press polls that say GWB is overwhelmingly disliked by all Europeans except, as I recall, the Poles and the Russians. The same polls record that Americans, on the other hand, are well liked—pretty much as before. That’s surely my experience. In London and Dublin earlier this week—and in Stockholm right now.

Just returned to my hotel room here after four hours shopping, strolling, and taking in a couple of museums. Dressed in my Sunday finest—hooded sweatshirt (Hanalei Bay Surf Co/Kaua’i) and sweatpants, plus trusty Merrells. You’d figure that exceptionally pacifist Sweden would be high on the list of those who might lump us Americans along with our President-policy. Not in my wanders. People, as usual, invariably went way out of their way to be helpful, courteous, cheerful—and on a miserably cold, raw, rainy day that could dim even a Swede’s spirits.

In fact I think maybe people are too nice to us—if they truly think our policies are pernicious. Our roots are rather violent. (So are Sweden’s, actually, but about a jillion years ago when Bengt-the-Bloody, or some such Viking, ruled.) And we did vote for Mr. Bush (well almost as many as voted for Al). We are “earth’s only superpower”—at the moment. (Maybe not for so many moments more—see my stream of China riffs.) And “they”/Very Bad Guys are, if gunning for anyone, gunning for us. And we in turn have resorted to bellicosity at a level that may or may not be justified. We gulp an unfair share of the world’s energy, produce a rash of internal violence, and are now engaged in a nasty war—and looking at GWB’s continuing poll strength with “Security Moms,” we are not entirely opposed to where we are/have been/might go. 

So if you hate what my country does, go ahead, it seems fair that you take it out a little on me—and that you don’t need to be so nice. 

Maybe that’ll happen later this week in Denmark or Germany or Italy.

007: LICENSE TO GO NUTS!

Thought I’d heard every Welchism (as in JW/GE) known to humankind. But I tripped across the following yesterday, and though it happened 20 years ago, it’s as fresh and timely as ever. When Jack declared Total War on his own bureaucracy in the early eighties, he instructed his troops as follows regarding actions in their house (their org processes): “Fight it! Hate it! Kick it! Break it!”

Not only do I agree with the sentiment—I especially take a shine to the clarity-crudeness of the lingo. So many chiefs encase their words in so many conditionals that it’s hard to figure in the end what they/we are fighting for. There’s no mistaking the intent here—or the expected ferocity of action.

Go Jack!

FEROCITY AMIDST THE IVY …

Speaking of competitiveness, Saturday’s FTmagazine (Financial Times) served up a cover story titled “Oxford Blues: How U.S. Academia Left Britain’s Elite Universities in Its Wake.”

America’s answer, in short, is fiery, out-in-the-open, no-holds-barred competitiveness. Competing for Alumni bucks. Competing for Profs. Competing for Students. Competing for Grants. Competing for Recognition. Competing for the right to use the word Excellence per se. The competitive ferocity is most clearly exemplified, the FT reports, by Harvard’s relatively new president, Larry Summers. (Academic superstar, former Clinton Treasury Secretary, energetic and aggressive in ways that give new meaning to the words.)

The results of the drive evinced by Summers and his determined peers—competitors, from Cambridge (Massachusetts/MIT) to Palo Alto (Stanford)—can partly be measured by the fact that the U.S. bags three-quarters of all Nobel Prizes, and is home to 700 of the world’s 1,200 top academics, as measured by scientific citations. Also, a research study conducted last year by Shanghai University (they’re watching!) concluded that the four  “best universities” in the world are American: Harvard (#1), Berkeley, Cal Tech, Stanford. The UK’s Cambridge bagged the 5th slot. The new chief at Cambridge acknowledges the Americans’/our competitiveness, which she contrasted to the British cast of mind. “Americans,” she said, “are not embarrassed by ambition.”

Which could lead me to segue back to my first comment—our generic unabashed, “energetic” approach to life wins Nobels in medicine, and probably explains more than a little about gun violence, Hummer-love and warrior tendencies as well.

TRAVELING HEAVY …

I recently acknowledged to the New York Times that I “travel heavy.” At the moment I’m on the road for 3+ weeks—a rare occurrence. And I’m weighed down. (Necessarily so, as I see it.) I will spare you the whole list, but I laid out EVERYTHING this morning in Stockholm, and organized it. Even I was occasionally surprised …

Computers: 1 Dell, 1 Gateway. (Yesterday a flight attendant spilled sparkling water on the Gateway—named EDDA; we name my 5 computers so we’ll know who’s healthy and who’s not. Edda was fried—and not available for about 15 hours. Way to go Tom: I resisted using a hairdryer on Edda!)

Techie accoutrements: 2 DSL cables (long, short); 2 phone cables (3, actually—I dunno); 2 sets of overseas plug adaptors for each country I’ll visit (I CANNOT TELL A LIE: I found 6 British adaptors); 2 12-foot extension cords (I like to work in any corner of a room, even on the toilet); 2 backup batteries per computer; one airplane-car adaptor-transformer; 3 cell phones (2 U.S., primary and backup; 1 international); 1 Blackberry (charger cords for all the above); one toolkit; miscellaneous batteries; 1 Bose headset; 6 memory sticks.

3 flashlights (one above normal; you know …) (ENOUGH BATTERIES TO POWER A SMALL ARMY.)

4 watches (It’s not me, honestly—they just accumulate.)

2 alarm clocks (1 on home time, 1 set for the road)

1 pair chopsticks (Forget it: I LIKE TO EAT WITH CHOPSTICKS IN GENERAL—and it slows my eating down.)

1 stapler (Critical!)

1 pack blank 5 X 7 cards, in case I have to give an impromptu speech

11 file folders (1 for each of 8 events, 3 for work-related material)

Kit with Tabasco, mustard, balsamic vinegar (spicing food slows the metabolism—plus I like spice, especially Tabasco.)

1 big Leatherman, 1 small Swiss Army knife (and 1-pair v. sharp scissors)

26 ball pens (EPIDEMIC!)

15 (about) spare Ziplocs, incl. the all-important 2-gallon size!

Mucho dietary supplement pills (plus a few prescribed meds, and emergency meds such as antibiotics (may end up God knows end-of-nowhere) (NO FLU SHOTS)

11 “trip” books (4 non-fiction, 7 fiction—none of my own!); 6 DVDs, 3 music CDs (my meditation tapes); 5 standard take-along books (2 meditation, 1 World Atlas, 2 OAG flight guides) (Also, whoops, maps to 3 cities I’m not visiting—and 1 that I am)

Miscl currency (India, Russia, Australia, Euros, British Pounds, Thai, Canadian, Japanese Yen—you never know!)

3 tubes of toothpaste, 3 brushes—and I seldom brush twice a day

7 ties (depends on the mood—it’s my only color, in contrast to DARK Blue & GRAY suits); 6 dress shirts (and … YEGADS … 41 little plastic thingeys for the shirt collars—must have watered that pot too vigorously); 2 sweat shirts; 1 sweatpants and one sweat shorts; 2 pairs winter gloves (DAMN WELL NEEDED ONE OF ‘EM IN STOCKHOLM TODAY); 5 pair sweatsocks (1 pair dress socks—avoid me after Wednesday); one kneebrace (left, and thanks for asking); 1 fleece; 5 baseball hats (Red Sox, SF Giants, Canyon Ranch, Rosie-the-riveter, Poole’s Fish on Martha’s Vineyard—4 is below average)

1 silver Ganesh, for good luck

A signed picture of Roy Rogers (JUST KIDDING)

3 balls-in-a-bag (NOT KIDDING) (1 baseball, unsigned; 1 Australian cricket ball; 1 wooden ball used by the Tarahumara Indians of Northern Mexico—again, thanks for asking)

And some other stuff … but that gives you a flavor, I trust.

And you?

(HINT: MY CONCLUSION AFTER READING THIS … ABSURD!)

THANK YOU, GRAND HOTEL!

The Grand Hotel in Stockholm is, well, grand! It also satisfies seven of my eight “gotta haves” (in order): (1) insanely clean; (2) DSL/high speed access w/o interruption; 

(3) 1-hour suit pressing, 24-hours-per-day; (4) windows that open WIDE; (5) no-smoking rooms; (6) 24-hour room service; (7) heart-of-the-city (in this case, minutes from the World’s Best Department Store—NK). It misses on #8, Very Hard Mattress. (My Swedish friends inform me that Swedes like soft mattresses—no problem, I just moved the soft mattress to the floor and converted it into a futon.)

Just to spark a discussion, I, “Customer Service Fanatic,” must add that I don’t much care about staff attitude—if all my Big Eight are on line.
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100 Ways to Succeed #18:

“Lunch Management”

We’re all in sales! That’s one of my recurrent themes. Or, to make it more personal: IF YOU CARE, YOU’RE IN SALES. That is, if your project Matters to you, if you have a Burning Urge to get it done … then the Only Route is the … Sales Route.

Which brings me to #18. I’m not begging you to become workaholics. (Whoops, maybe I inadvertently am. Since my work is my love, I’m a “Love-a-holic”—not a “workaholic”—when I spend another hour blogging. Right?) At any rate, Loveaholics-Workaholics-SalesFanatics … DON’T WASTE A LUNCH! (Or, at least not many.)

Work is Love.

Work-Love implemented is Sales.

Sales is Relationships.

Relationships is … LUNCH.

Clear enough, eh?

Consider each lunch an “at bat.” (Hey, it’s playoff time.) Four workweeks at five days each (I’m going lite on you) adds up to 20 “at bats” each month.

20 opportunities to … have lunch with your pals.

20 opportunities to start New Relationships.

20 opportunities to nurture Old Relationships.

20 opportunities to patch up Frayed Relationships

20 opportunities to “Take a Freak to Lunch”—and learn something new.

20 opportunities to test an idea with a potential Recruit-Alliance Partner.

20 opportunities to … MAKE A SALE.

No, I’m hardly urging you to ignore your pals. And if you “used” all 20 monthly “opportunities” to the utmost I’d think you were over the top. (Or determined to become the next Donald Trump. Or President in 2016.) I do urge you to consider Lunches as a Precious Resource. Each lunch gone is gone for good … or some such. 

20 per month. 240 per year. To a Major Leaguer, each At Bat is Precious. To a Loveaholic … committed to her-his project … each lunch is equally Precious.

Agree?
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5-in-5

Call it Blurrrrrrrr: 5countries in 5 days. Saturday-Wednesday: Ireland … Sweden … Denmark … Germany … Italy.  And now for some good shopping. I’ve got the day off in Milano, and my hotel is but yards from La Scala and the heart of this incredible city. Incidentally, I spoke back-to-back in Frankfurt with Rudy Giuliani—and had the chance to meet Da Mayor for the first time. I’m an insta-fan! He is easy to talk to—not always the case with those who reside on Mt Olympus—and as funny as he is smart. Lucky me! (Double lucky me: I had a better night than RG did. At about 5a.m. Milan-time, my Red Sox finished off his Yanks, capping the Most Incredible Comeback Ever. Alas, we enter the World Series with Schilling hurting and Martinez in, uh, “questionable form.” By the by: Hooray for the I’net & High-speed Connections thereto; I listened to The Game via Boston radio over the Web.)

Wipe That Smile Off Your Face!

I had a crappy day recently. We all have losing streaks (just ask Joe Torre—couldn’t resist that). And I was on one. A host of “little things” (collectively a Big Thing) went consecutively wrong around a couple of my events. I was in a pissy mood. And determined to stay in a pissy mood, if for no reason other than to demonstrate how good and utterly convincing I can be at pissy moods. None of which portended anything positive for the Danish audience I was about to address. Hey, I exist to foment revolution among my seminar goers—but today I didn’t care if my mood rubbed off on them. 

Time for my A/V check. The Danish lad who worked with me was literally whistling. (Screw that!) He chatted me up about the gorgeous Fall weather (okay, I admit, it was gorgeous); he chatted me up about his girlfriend; he veritably bubbled. (And screw that.) And he kept bubbling. (“All this” took but about 15 minutes.)

Damn him! Despite myself, I began to brighten. The audience began to appear. Looking fit and vigorous … and anticipating in turn a vigorous show from me. 

Unbidden, my Danish pal, doubtless reading my mood, fetched me a cup of tea. And I learned more about his girlfriend. Whoops, I was beginning to border on downright cheerful.

I had a great seminar. And it was all due to that S.O.B. A/V guy. Truth is, it’s almost impossible not to be infected by a cheerful soul!

There’s one heck of a message here for project managers and HR types involved in hiring! (And for me.)

Enthusiasm is infectious!

(You knew that.)

(Me too.)

(But a reminder is still worthwhile.)

The Speed of Infection is … AMAZING!

(Think “15-minute Turnaround.)

So:

Enthuse!

(If it kills you.)

Motivate!

(You will … I promise.)

Period!

100 Ways to Succeed #18:

Zen & the Art of Spoon-banging Change.

“Some people look for things that went wrong and try to fix them. I look for things that went right and try to build on them.” —Bob Stone, Mr. ReGo
Bob Stone was Al Gore’s point man for reinventing government—hence the Mr. ReGo moniker. He got an amazing amount done in a short space of time. And in the process he rewrote the book on “corporate” change. (And he kindly wrote a book to explain what he’d done: Polite Revolutionary: Lessons from an Uncivil Servant.)

Bob, as I see it, was a Zen master, a Sumo wrestler—a Master of Indirection. (Ha! Maybe that would be an apt substitute for the ever-questionable MBA!?) He full well knew that he could not force change on the Federal bureaucracy; even the President rarely succeeds by frontal assault. And as a Pentagon refugee, he knew the silliness of producing ever-to-be-unread, always-to-be-ignored encyclopedic “White Papers” and fat manuals. 

So he turned to the art of storytelling—and resurrected the always faithful “accentuate the positive.” Hence the GospelAccording to Stone: “I look for things that went right and try to build on them.”

He knew there were astonishingly effective, renegade Civil Servants (Uncivil Servants?) dotting the landscape. The trick was to ferret them out, certify (via Mr. Gore) their heretofore shunned approaches, applaud them in public, cast their results in Monuments of Documentary Film … and shame scores of others into following the lead of their obstreperous peers. 

There’s much more to the tale—see Bob’s book, or my précis of it in Chapter 17 of Re-imagine! (“Boss Work: Heroes, Demos, Stories). The point here: I urge you to become …

An organizational Zen master.

A sumo wrestler.

A Master of Indirection.

An “accentuator of the positive.”

Jill Ker Conway played the same game with matchless skill. Ms. Conway, though appointed as the first woman president of Smith College, found herself not only surrounded by skeptical tenured (mostly male!) profs, but also without budget to implement the very programs she needed to make her reign different from that of the feckless old boys who had preceded her. Enter Zen. She nosed around the campus (like Stone) and discovered a robust Change Underground. She met with them, encouraged them—and urged them to begin the process proclaiming their views publicly. As to the absent money, she concocted the Mother of All End Runs. JKC became The Tireless Traveler. The hell with standard budgetary sources of bucks. There was a Change Overground of Smith Alumnae who were beside themselves with glee at the belated appointment of this first female prexy. She met and met and met some more—and cajoled and cajole and cajoled. And soon had enough “external,” off-balance-sheet funding to Pilot (Demos again!) several programs that eventually became the hallmarks of her wildly successful term of office.

All hail the Sumo wrestler from Northampton MA!

Message: Powerlessnes is (mostly) a state of mind! 

Message: With a dab of Zen here and a shudder of Sumo there … Mountains Can Be Moved! 

Message: We can all become Uncivil Servants!

Start today!

China … AGAIN!

Your weekly dose of China “stats that amaze,” courtesy the International Herald Tribune/10.20.2004:

“China is developing into the new, dominant economy in the world, into the master of globalization.”—Konrad Seitz, German scholar & diplomat  

“We (the West) have enormously underestimated what is happening in China and in all of Asia.”—Jurgen Hambrecht, Chairman, BASF (the world’s largest chemical company, based in Germany)

2003: China attracts $53 billion in inward investment, seizing the #1 ranking from the U.S.A. (The $53B also exceeds all of the EU.)

(2003: As an aside to the China Story, but not the encompassing Globalization Story-playing-near-you, the IHT article notes that the white-hot global battle for efficient homes for investment $$$$ caused Britain and Germany to fall out of the Inward Investment Top 5 ranking, supplanted by … Mexico and Poland.)

China’s industry strategy: (1) Acquire technology via licensing and joint ventures. (2) Apply that technology to numerous Chinese competing companies, starting a cost-competitive struggle in China’s domestic market that wipes out poor performers in a flash. (3) Using the Star Chinese Survivors of violent domestic warfare, begin to compete globally with the original foreign companies from whom you licensed or with whom you engaged in JVs.   Interesting, eh?

Are we paying attention yet? Should you write in Pat Buchanan on NOV2, and pray for a good dose of protectionism?

Are You Game?

Book recommendation: Got Game: How the Game Generation Is Reshaping Business Forever, by John Beck & Mitchell Wade. The basic premise is that Gamers are learning some fabulous tactics and attitudes that will serve them exceedingly well in the biz career wars that lie ahead. Here are some highlights from the review I read in today’s Financial Times: 

“Growing up is simply different for gamers. They have replaced whatever traditional experiences they might have had as supporting players [to conventional, passive media] with a dramatic increase in experiencing the hero role; they’ve also had more experience with repeated failure that builds toward success.”—the authors

“Perhaps surprisingly [the authors] found no evidence of short attention spans. Far from it. Avid gamers have the ability to spend hours, days, or even weeks in single-minded pursuit of an objective. Nor did they find violent tendencies. They argue that behind the hyperviolent veneer, most video games are actually sophisticated simulations that reward perseverance and learning-by-doing. The result is a generation that can seem like ‘arrogant slackers’ at first but are in fact highly motivated—if given the opportunity to develop and play a starring role in their own projects.”—FT 

10.21.2004

“Old Europe” Indeed!

If “Old Europe” is so Retro … e.g. lacking in Yankee Decisiveness … then why do they work so (relatively) little, live so (relatively) long … and do just fine in the League Competitiveness Rankings (e.g., Finland #1)?

Consider just the life expectancy bit: USA: Men 74, Women 80.   Germany: M75, W81.  Finland: M74, W82.   UK: M76, W81.   France: M75, W83.   Switzerland: M76, W82.   Italy: M76, W82.   Norway: M76, W82.   Spain: M76, W83.   Sweden: M78, W83.

10.22.2004

Ahhhhh!!! Milano!!!

My first slide today in Milan reads:

Repatriation!

25 Meters: $1000.

500 Meters: Amex rejected.

I am not a “clothes horse.” In fact I am routinely considered a slob. The only part of my wardrobe I obsess on is sweatpants, sweatshirts, hiking boots and baseball caps. (And I do “obsess” on those Essential Items.) Nonetheless I went a little berserk in the Fashion Capital of Europe. Europe? Why not “The World”?

By “repatriation” (on the slide) I mean that the Italians, whose balance-of-trade will take a little hit when they finish paying for today’s speakers—Giuliani, Welch, Porter and me, got at least some of it back in the shops. I was down $1,000 by the time I got across the narrow street from my hotel. $1,000 … all on ties! Another couple of hundred yards, and couple of stops, and my American Express card was being rejected for serial-purchases. (The one that took me over the top was, at least, for Susan!)

Broke but happy, I needed to work on my Soul. Eureka! Piazza Duomo and Il Duomo! What word/s do I use? “Breathtaking” does not do the central Milan Cathedral justice! It sneaks into view from the narrow streets, and one is drawn to it like a Magnet for the Spirit.

135 glorious spires suck the Heavens down to earth! Construction began in 1386 … just a little before the Pilgrims popped over to Red Sox Nation! While never “finished,” the main construction was done in 1774. Yup, 388 years! (And speaking of Red Sox Nation … that’s even longer than the Big Dig construction project in Boston is taking!) 

I spent 90 minutes walking slowly around the church—and could easily have spent hours more. Each door is a magnificent masterpiece, for one thing. The interior, even with a raft of tourists (like me), is … again … Magnificent!

Alas, the only less-than-satisfactory part of this story is my Canyon Ranch diet, which keeps me from the Full Glory of Italian food. 

A day in Milano! What a lucky kid am I!

(Fall is here! Off to my Morning Jog/Speed Walk on the streets … pitch dark at 705a.m.)

(Hint: What follows could be Suck-up City. I don’t think it is. My Mega-conference in Milan today—3,000 delegates—is produced by HSM. The Sao Paulo-based Management Services Conglomerate, founded by my tireless pal Jose Salibi Neto, is simply the best management event producer in the world—and has been for 2 decades. They Wowed the likes of me and Peter Drucker and Alvin Toffler in Brazil years and years ago—and were the subject of a glowing one-to-one marketing case study long before there even was “one-to-one marketing”! HSM then expanded through the Latin world—Argentina, Mexico City, Madrid, etc. This past Spring they took the Great Leap … and Made It in Manhattan, with a crowd of almost 5,000 management delegates to hear Da Mayor, Jack Welch, Tommy Franks, Bill Clinton et al. Now I’m part of their next round of expansion: Frankfurt and Milan. As usual: Marketing brilliant! Execution awe-inspiring! How about: the Cirque du Soleil of Management Experiences? I think such outrageous praise is warranted, even if I am prejudiced. Incidentally, next up for the Brazilians are Chicago and LA.)

Rethink Pink! YESSSSSSSS!

Michele Miller reports, in a Comment that I told her I was going to move to the Main Screen, that the premier Rethink Pink! marketing-to-women conference in London last week was a smashing success! Not only did the 226 delegates gush, but the success has triggered hard plans to bring the event to New York, Chicago and SF next spring.

Hooray!

To sample some of the conference highlights, go to www.wonderbranding.com.

TP Comment: (1) It’s damn well about time something like this went down! (2) WHY DID IT TAKE SO LONG TO TAKE OFF?

10.25.2004

Three (Not Entirely New) Special Presentations

I want to call your attention to three Special Presentations/PPs. The first is called … “New Economy. New Biz Degrees.” My bile seems to be running particularly thick these days concerning MBAs—the degree seems increasingly out of touch with modern business needs as I see them. So I have decided, tongue slightly in cheek, to propose some substitutes for the MBA—the PP presentation is meant to be entertaining, while also deadly serious. For example my “new-substitute degrees” include: the (real) MFA … Master of Fine Arts. (My estimable friend Dan Pink writes of the post-industrial, “right-brain economy”: “The MFA is the new MBA.”) Then comes the MMM1: Master of Metaphysical Management, an idea stolen from Danish marketing guru Jesper Kunde, who says that in an economy dominated by ephemeral products we are in need of metaphysicians more than “administrators”—e.g., Starbucks’ Howard Schultz and Virgin’s Richard Branson. I offer another “MMM” “degree” … the MMM2, or  Master of Metabolic Management; I see the top boss job as speeding up the metabolism of sluggish enterprises in the face of madcap competition … think Dell or Wal*Mart or eBay or Progressive or China or India. And there’s also an MGLF, or Master of Great Leaps Forward, inspired by my passion for Innovation-that-Stuns and a favorite quote by my old pal and former PepsiCo CEO, Roger Enrico: “Beware the tyranny of making small changes to small things. Instead make big changes to big things.” There’s more (for instance a capstone DE, or Doctor of Enthusiasm), but I assume you get the drift. Mostly I conclude that I’m appalled about the “A” in MBA; surely the primary enterprise LEADERSHIP role, circa 2004, is more than “administration”?

Also: As I patrolled Europe last week, I worked like hell on my Summary Re-imagine Presentation. The “Master” is now about 1,600 slides LONG; but REI200 (“Re-imagine 200”) is, um, 200-slides long—and I’m quite pleased with it. Last, but definitely not least, is “ShortTakes27.” It is a PP compendium of 27 brief, and not-so-brief, Think Pieces that range from Design to newfound Exemplars of Excellence —I believe the set work pretty well together.

Read!

Enjoy!

Cringe!

Steal!

Share!

Comment!

Kooky and Kewl and …

Back from “Old” (delightful!) Europe. Land in San Francisco. Remember in a flash why I love … LOVE … the City by the Bay. New York may be statistically more diverse, but SF feels so wonderfully diverse! In Borders near Union Square, for example, there is every color and costume known to humankind! 

Plus, of course, the Bay Area is tops in just about all the “hard stuff” too … Universities, infotech, biotech, startups, venture capital. (And Apple & Google & LucasFilm & Oracle & Genentech. And …) Do you think it’s mere coincidence that Kewl & Diverse and Economic & Intellectual Excellence go hand-tightly-in-glove?

Concerning the above, here’s my quote of the day from Carnegie Mellon prof and econ-growth guru Richard Florida: “You can’t get a technologically innovative place unless it’s open to weirdness, eccentricity and difference.” Presumably this is why, even in the Age of the Internet & Virtual Everything, that so much of the Best-Redefining Stuff still comes from SF, New York City, Chicago, Boston, Miami, LA, London et al. 

I am … NOT … a Clothes Horse …

It’s just that I lost a ton (almost literally) of weight … and my clothes don’t look “loose,” they look silly. So, following Adventure Milano, I detoured on the way to LA. And came to SF for the primary purpose of buying new suits at Nordstrom on Market Street. What a (continuing) tribute to Insanely Great Customer Service … eh? Going to a city not on one’s brutal itinerary to stop-‘n-shop.

Bottom Line: The service was, well… Nordstrom. Period. I.e.: Insanely Great. Still.

(Speaking of “service” … all the major airlines are up against the wall, cutting staff, allowing service to do a dead drop. On this trip, alas, I found British Air and Lufthansa to be as uninspiring-inattentive-screwed up as, say … pick your worst.)

Election Day Cometh …

Of course there’s no doubt about the vote in SF or California. (Damn, both sides are so sure of the outcome in CA that we don’t get to see … ANY … of those intellectually stimulating Campaign Ads!)

For those (few?) not totally polarized by  … The Choice … here’s a superb comment from the always superb Andrew Sullivan Website: “Bush is a dynamic leader, but he lacks what a president most needs: guardrails. Kerry has guardrails, but where is the road? A dispiriting choice.”

(NB: I often think Sullivan is single-handedly getting me through this election sane. Spirited. Smart. Surprising. Those three S-words capture—for me—andrewsullivan.com.)

(NB: I’m also enjoying my Daily Dose, via push email I subscribed to, of washingtonpost.com. I personally don’t think the Post has the liberal bias it used to—and it is clearly the nation’s best “local rag” for political news.)

Speaking of California Republicans (we were, weren’t we?), the provocative and tough-to-categorize Governator has just executed yet another very bold, front-edge environmental initiative, this time aimed at preserving the world’s Oceans.

100 Ways to Succeed #20:

Work, Work, Work … to Connect! 

Always Make It Personal! 

I gave 5 speeches last week, in 5 different countries-cultures. Watching (one can—must—learn to watch intently as one speaks!) audiences respond, I’ve re-learned a few lessons. None more important than … CONNECT … MAKE IT PERSONAL.

For one thing, I’m a nut about reading local papers, or chatting up anyone I can grab to get a flavor of what’s afoot, or just hitting the pavement. So in Sweden, for example, I began by talking about my trip the day before to the giant local department store, NK, and shopping a long list foisted me by my wife, who did 4 years of professional training in Sweden—in fact I described being on my cell phone to her, as she directed me around the store by memory from 3,000 miles away. (It didn’t hurt that I called NK “the world’s best department store”—which I think it is. Appreciating someone else’s turf nabs mega-points! Duh!) (On the other hand, I’ve screwed up on this. I once offhandedly criticized a Tampa hotel I was staying in to a Tampa audience. My remarks were not perceived as generic “customer service lessons”—as I had intended; but as a frontal assault-insult aimed at Tampa, Florida, and each-and-every audience member!) In Germany, I played shamelessly to my German blood and my “Germanic” engineering background—and teased incessantly about the need for them, and me, to overcome some share of what we’d heretofore thought of as strengths (e.g., rigid adherence to the “one best way”). In Italy, as I reported in an earlier Post, I showed up in a gorgeous Italian shirt and tie, purchased the afternoon before, joked about the price—and then tied the whole thing to my spiel on design and new approaches to value-added.

Bottom line: A speaker is always … even in a 10-minute interchange … attempting first-and-foremost to form a common heritage with the audience. Any speaker worth her or his salt wants to move an audience to act. That is only accomplished, in my experience, when “they” are converted into “we.” WE … are confronted with this challenge or that. WE … must get beyond the places we are … JOINTLY … stuck in today. WE … are frail and battered … but … WE  …. must act with dispatch. And so on.

For George Bush or John Kerry or me-in-Frankfurt …  it’s all about … Making Common Cause! The argument may be airtight, the data unassailable, but if it’s not … UP CLOSE AND PERSONAL AND “SOLD” AS A JOINT CHALLENGE … AND OBVIOUSLY  FROM THE HEART … then it is perceived, especially in another culture, as an … Assault By a Thoughtless Stranger!

BTW: To state the obvious, the tougher the sell (and mine are pretty tough … as in “forget everything you thought you knew and that made you successful”) … the Tighter the Human Bond must be!

BTW: This is hard, conscious work!

And, on a related subject …

100 Ways to Succeed #21:

It’s … SHOW TIME! ALL THE TIME!

Joe Pine and Jim Gilmore gave us the Great Gift … the book The Experience Economy: Work Is Theater & Every Business a Stage. OH HOW I LOVE THAT TITLE! As well as the Fundamental Hypothesis: “EXPERIENCES ARE AS DISTINCT FROM SERVICES AS SERVICES ARE FROM GOODS.”

Or, in TP lingo: IT’S ALWAYS SHOWTIME!

“Showtime” =

Every speech!

Every PowerPoint presentation!

Every individual slide!

Every Client phone call!

EVERY INTERCHANGE WITH A “FOURTH-LEVEL” CLIENT “ADMIN ASSISTANT” … who may make a negative (or positive!) comment to her boss’ boss (who signs my check!) about an off-the-cuff comment I hastily made.

Every employee interaction … especially when I’m stressed and/or grouchy.

Every Post at tompeters.com!

Every 7(!)-second eye contact with someone who asks me to sign a book!

And so on.

And on.

Am I hopelessly uptight about all this?

Sure. (Why do you think I revise the font-choice on a single slide 15 minutes before an A/V check?)

But no, too; “it” (being on) has become a way of life, as natural as breathing. (My beloved wife says it takes me 2 or 3 days, after I’ve been on the road, to quit “preaching to 4,000 people.”)

Is this “no way to live”?

Hell, no!

I love it!

I love what I do. (Remember … Love-a-holic!)

I am … Desperate to … Make a Difference!

I hope you are too.

SHOW TIME … ALL THE TIME  … is Very Cool!

NB: “Experiences” are as distinct from “services” as services are from “goods”!

It’s Good to Be Home …

Europe was fun and productive and provocative. But I was glad to see the U.S. Customs-Immigration guy at SFO: It’s good to be home …

10.26.2004

I Left My Heart …

Sunday Noon: On to LA for a Monday speech, but not before thoroughly absorbing the Sunday SF Chronicle. Chron Magazine cover story: “The Women in Charge: San Francisco Leads the Nation with Female Appointees.” From the article: “San Francisco Mayor Gavin Newsom [a successful entrepreneur, still in his 30s] says he doesn’t try to create history, it just happens when he does what he thinks is right. … San Francisco, or more correctly, the mayor, has put women in charge of six major public safety departments in the city. There are more women in charge of agencies that deal with life-and-death emergencies here than in any other major metropolitan city in the nation. Terrorism on the waterfront? A woman runs the port. Anthrax in the mail? The medical examiner is a woman. Earthquake-caused fires? The Hetch Hetchy water system fails? Riots in the streets? Women, women, women in charge.” Women in SF “life-and-death” agencies are: Fire Chief. Police Chief.  Medical Examiner. Port Director. Head of the Office of Emergency Services and Homeland Security, General Manager of the Public Utilities Commission.  By contrast, the Chronicle reports: “Atlanta, Chicago, Houston, Philadelphia, Seattle, New York and Los Angels, to name a few, have no women heading up high-profile public safety jobs.”

Nice!

NB: Newsom reported that at first fellow mayors were incredulous, and claimed they couldn’t do such things in their cities; a few months later the same mayors were annoyed that Newsom’s moves were putting pressure on them to do the same! (TP: Go Mayor Gavin!)

Check Out the Slides …

I am in Phoenix speaking to HR.com … a Very Cool Group. (With a VVery CCool Website.) I put together a collection of 10 PowerPoints which we are posting today. Check out the Event Slides, and the Long Version for today—I think it’s pretty good & encompassing piece of work in the HR World.

Creatives Unite!

Truth be told, I don’t often read the Harvard Business Review. The price is obscene, and I often find the typical article … ponderous. On the other hand, I’ve long been dragging a book by Carnegie Mellon prof Richard Florida, unread, all over the world, and the current HBR had an article by him in its October issue. So, at loose ends in the SF airport, I picked up and paid for the rag and read. Indeed, the article was ponderous, but the gist was thought provoking. So I’ll either titillate you to dig further with what follows, or at least save you both the price of the book and the price of an issue of the HBR. Hence, from “America’s Looming Creativity Crisis,” by Richard Florida:

“The Dawn of the Creative Age”: “There’s a whole new class of workers in the U.S. that’s 38-million strong: the creative class. At its core are the scientists, engineers, architects, designers, educators, artists, musicians and entertainers whose economic function is to create new ideas, new technology, or new content. Also included are the creative professions of business and finance, law, healthcare and related fields, in which knowledge workers engage in complex problem solving that involves a great deal of independent judgment. Today the creative sector of the U.S. economy, broadly defined, employs more than 30% of the workforce (more than all of manufacturing) and accounts for more than half of all wage and salary income (some $2 trillion)—almost as much as the manufacturing and service sectors together. Indeed, the United States has now entered what I call the Creative Age.”

“The global talent pool and the high-end, high margin creative industries that used to be the sole province of the U.S., and a critical source of its prosperity, have begun to disperse around the globe. A host of countries—Ireland, Finland, Canada, Australia, New Zealand, among them—are investing in higher education, cultivating creative people, and churning out stellar products, from Nokia phones to the Lord of the Rings movies.. Many of these countries have learned from past U.S. success and are shoring up efforts to attract foreign talent—including Americans. … The United States may well be the Goliath of the twentieth century global economy, but it will take just half a dozen twenty-first-century Davids to begin to wear it down. To stay innovative, America must continue to attract the world’s sharpest minds. And to do that, it needs to invest in the further development of its creative sector. Because wherever creativity goes—and, by extension, wherever talent goes—innovation and economic growth are sure to follow.”

What do you think?

Next Tuesday Is the Real Labor Day …

I don’t care who you are for: THIS ELECTION IS IMPORTANT. Please consider working the phones or the pavement this weekend; and, especially, getting’ it on next Tuesday. In a close election, “Get out the vote,” for example, is critically important. (And it’s a helluva lot of fun! I’ve done it since I tagged along with my Mom, getting’ out the vote for Adlai Stevenson in 1952.)

(NB: This is the first time I remember several of my “fully mature,” professional working friends taking multi-week, or –month, sabbaticals to work on the election. Cool!)

10.28.2004

Too Tired …

8 speeches in 6 countries in 13 days. I’m tired. Very tired. Arrived at Logan from La Jolla and touched the gate with 2 outs in the bottom of the 9th. Terminal TV monitor droning CNN. A United employee (probably committing an Ashcroft hanging offense) let 2 or 3 of us into a staff room to watch the Last Pitch.

Do check out the slides from the last few days … there are some new Rants concerning HR and Healthcare.

In my driveway in VT at 0423EDT.

Be back in BlogWorld soon …

11.01.2004

2 Minutes, 38 Seconds …

Recall my discussion of my Slide that reads, simply … 26. As in, another foreign-owned factory in China opens every 26 minutes. Well, now there’s a companion that reads … 2 minutes, 38 seconds. “Incidentally” … it’s set on the background of a Tombstone. The point? I’m on the warpath. Started with a speech to a healthcare group last week. A recent report suggests that “acute care” facilities (“hospitals,” to us civilians) kill 195,000 patients a year due to quality lapses. That is, one victim of crappy management every …  2 minutes, 38 seconds. 

My rant (if more than that stat-slide is necessary): This issue is not about Dollars & Cents. As I said to my group, “If a truck rolled up to the back gate, dumped a full load of gold bullion, and left … there is, alas, no reason to believe patient safety would improve in the next 5 years.” We have, after all, been focusing on Patient Safety for several years now, and as one expert said … nuthin’ much is happening. 

I have ginned up a Special Presentation titled “Health‘care’: The Rant.” I’d urge you to read this indictment of our biggest (and most important) industry. Here’s the opening salvo (slide), my 10 Point Manifesto:

Tom’s Cold Fury at Healthcare “Professionals,” Especially Acute Care Operatives:

1. You are killers: “Quality” remains a bad joke.
2. Pick off bunches of Low-hanging Fruit. (E.g., Tom’s 1st Executive order as Your Next President: Providing a Handwritten Prescription is punishable by not less than 60 days of Hard Time.)
3. The “science” in “medicine” is often fanciful: Most “scientific”  “treatments” are
unverified. (So quit the kneejerk denigration of alternative therapies—trust me, Breathing Meditation beats Univasc; Good Nutrition beats Lipitor; Regular Exercise beats bypass surgery.) 
4. You continue to obsess only on after-the-act “fixes,” the automatic resort to
Chemicals and Knives, rather than P-W-H-C … Prevention-Wellness-Healing-Care.
5. Your Mindful Lifelong (mine) Failure to focus on P-W-H-C will probably cost me a decade of longevity, Canyon Ranch/Lenox not withstanding. THAT PISSES ME OFF. (For one thing, I need those 10 years to spread the P-W-H-C Credo to  “health‘care’” “professionals.”)
6. You are hereby ordered to stop using the term “healthcare”: You haven’t earned the right to utter the word “care”!
7. $$$$$ Are Not the Issue/Excuse I: Quality Is free!!! (There are MANY who are … Getting This Right … without Buckets of $$$$$.)
8. $$$$$ Are Not the Issue/Excuse II: Planetree Alliance/Griffin Hospital “Models The Way” … on P-W-H-C … Every Day. IT CAN BE DONE!
9. ALL THESE PROBLEMS CAN BE FIXED! WE KNOW HOW! THERE ARE NO EXCUSES … EXCEPT LACK OF GUTS & WILL!   “It’s Attitude, Baby!”
10. All “members of staff”—regardless of “professional discipline”—are Healing Arts Practitioners. OR TURN IN YOUR EMPLOYEE BADGE. NOW.

I showed this to one M.D. friend,* who said, simply, “Wow.” (*Note: She is one of the few who qualifies as a “wellness”-prevention fanatic.)

I plan to make this a centerpiece of my work. “This”? I am not planning to “take on healthcare.” I leave that to others. I am simply cherrypicking two issues: (1) Quality of acute “care” treatment. (I will put CARE in Quotes … as in, Health“care” … for the foreseeable future.) (2) A revolutionary shift from fix-it-after-its-broken to wellness-prevention-healing-care. (I will unmercifully “push” the Planetree/Planetree Alliance/Griffith Hospital “model” in the World of Patient-centered, Healing-oriented Acute Care; and the Canyon Ranch “model” in the World of Wellness.) Here’s one more Summary Slide that summarizes my concerns-focus:

1.  Hospital “quality control,” at least in the U.S.A., is a bad, bad joke: Depending on whose stats you believe, hospitals kill 100,000 or so of us a year—and wound many times that number.  Finally, “they” are “getting around to” dealing with the issue. Well, thanks. And what is it we’ve been buying for our Trillion or so bucks a year? The fix is eminently do-able … which makes the condition even more intolerable. (“Disgrace” is far too kind a label for the “condition.” Who’s to blame? Just about everybody, starting with the docs who consider oversight from anyone other than fellow clan members to be unacceptable.)
2.  The “system”—training, docs, insurance incentives, “culture,” “patients” themselves—is hopelessly-mindlessly-insanely (as I see it) skewed toward fixing things (e.g. Me) that are broken—not preventing the problem in the first place and providing the Maintenance Tools necessary for a healthy lifestyle.  Sure, bio-medicine will soon allow us to understand and deal with individual genetic pre-dispositions. (And hooray!) But take it from this 61-year old, decades of physical and psychological self-abuse can literally be reversed in relatively short order by an encompassing approach to life that can only be described as a “Passion for Wellness (and Well-being).” Patients—like me—are catching on in record numbers; but “the system” is highly resistant. (Again, the doctors are among the biggest sinners—no surprise, following years of acculturation as the “man-with-the-white-coat-who-will-now-miraculously-dispense-fix it-pills-for-you-the-unwashed.” Come to think of it, maybe I’ll start wearing a White Coat to my doctor’s office—after all, I am the Professional-in-Charge when it comes to my Body & Soul. Right?)

I will have lots more to say on this topic … count on it. I will report that I got my health“care” execs’ attention when I repeatedly referred to their “places of work” as “the killing fields.” Hey somebody’s gotta say this, no?

Comments?


Step Out … or Get Stepped On

Another Special Presentation/PP makes its debut today: “Step Out or Get Stepped On.” The impetus is an excellent-provocative article in the current issue of Wired, by James Suroweicki, perhaps the most trenchant business observer on the scene today. His argument, in a nutshell: “[The decline of brands] doesn’t mean that making a better gizmo no longer matters—offering genuinely innovative products is, more than ever, the best way to capture market share. But savvy consumers are no longer wiling to pay a high premium for an otherwise identical product because it has a fancy nameplate.” 

My short offering is a plea for Rampant Radicalism in Innovation. It brings together the viewpoints of some of my favorite people: Seth Godin, Doug Hall, Kevin Roberts, Steve Jobs, Rolf Jensen, Wayne Burkan and the late Jerry Garcia! (Not to mention Thomas Jefferson … whose “moonstruck mind” brought us the outrageously audacious Louisiana Purchase!)

Back to 2 min 38 seconds

Or how about  this: The odds are exactly 50-50 that we will vote the President of the United States out of office, mostly for having been responsible for what detractors say are about 1,100 unnecessary deaths of military personnel in Iraq over the last 2 years. Hospitals unnecessarily kill that many every 2 days.

11.02.2004

Vote! Vote Twice! Keep Voting!

Vote.

Take someone to the polls!

Take someone else!

And then again …

(And prepare for a sleepless night!)

100 Ways to Succeed #22:

A “Mission Statement” That Matters!

I hate “mission statements.”

Or “vision & values” statements. 

Especially when they appear on plasticized cards.

Why?

I totally support the notion of the importance of  … Clear Values. (Hey, Bob Waterman and I practically invented the whole thing via In Search of Excellence, 22 years ago.) Like all good things, the idea has been attenuated beyond recognition. A Tepid Top Team goes “offsite,” to someplace warm in February, produces 6 insipid statements that (1) differentiate them/the company from no one; and (2)  they have no clue as to what it really means to live up to these statements, assuming they were serious in the first place, and not just following the herd. (No one has absorbed Gandhi’s “You must be the change you wish to see in the world.”)  Then they (3) return home, have their gin-soaked “gem” immortalized in plastic … and hand it out ceremoniously to 20,000 of the Unwashed as Holy Writ.

Yuck!

But all that’s changed … for me!

In a flash!

Now I’m a fan!

Bring on the plastic!

I was at a WooWoo resort last week in (Warm Place), giving a speech. Got up, as usual, at 4:00am. Alas, room service not open ‘til 6am—pretty crappy, but I can’t expect everyone to share my strange habits. So at 6am sharp (6:04, actually … I took note) I call and place my complex order: a pot of tea. (Period.) I’m told it will be “about 30-40 minutes.” I think to myself it’s outrageous, but I hold my tongue. (I want—NEED!—the tea.) Some 45 minutes later … NO TEA. I call room “service” … and … IT HAPPENS! 

The guy says he’s sorry but …

But … “IT’S NOT MY FAULT.”

(You know, the Gremlin stole the teapot, we’re outta hot water in Arizona, or some such.) (That’s when I … lost it … and no amount of “right breathing” helped in the least.)

But … IT WAS A GOOD THING!

Now I—finally!—realized I’d “seen” (it was almost religious) an inkling of a  “mission statement” I could imagine & live with & publish & plasticize & champion!

I immediately put it on a slide, and used it to tee off my remarks a few hours later … to vigorous applause.

Herewith the “slide”/idea/Supreme Mission:

XYZ Corp: Complete Vision & Values & Mission & USP Statement

Any Service or Product is yours

for absolutely  NO CHARGE

if any employee

including the CEO

ever

says 

or implies
at any point …


“It’s Not My Fault.”

V. Big Cheese, Founder, CEO & Dictator
If we could flatly & finally eliminate “It’s not my fault” from the explicit or implicit vocabulary (“life style”) of room service clerks—and CEOs!—many of the world’s woes would be instantly righted.

If  … ACCOUNTABILITY … and … SELF-RESPONSIBILITY … were our routine practice, well, how fabulous! How effective! How profitable!

So I invite you (Way to Succeed#22, remember) to fully adopt for yourself and your tiny or huge enterprise, temporary or permanent, my … COMPLETE VISION & VALUES & MISSION & USP STATEMENT!

Eh???

Go to Canada! Find Excellence!

In Toronto yesterday. For the annual supplier-partner conference sponsored by London Drugs. 

Wow!

What a company!

The Richmond BC (British Columbia, chums) company has over 60 giant retail stores in Western and Central Canada. They have won every damned “top retailer” award available in Canada, and many for North America as a whole.

The “drugs” part is awesome in and of itself—including many “service added”/“experience” components, such as private consultation booths for customers to allow discussion-education relative to a prescription. While LD has been called a “mass” merchant, all their major departments—e.g. photo, computers, cosmetics—feature an astonishing range of products (peanuts to several thousand dollars an item) and exquisite education-service, provided by an amazingly well-trained, lower-than-low turnover staff. 

Store openings are Happenings of the first order, even big cities. And if anyone outside of IKEA deserved the moniker “destination,” it’s London Drugs. The payoff for the firm, opened in 1945 and owned by the private conglomerateur H.Y. Louie Co. Ltd., is numbers to die for … getting ever better, even as Wal*Mart’s invasion of Canada moves at flank speed.

(Oh yes, did I mention that they are such an IS/IT pioneer that they often are positively compared to Wal*Mart when it comes to supply-chain management? And did I mention that they are … Design Fanatics … of the First Order; the stores are simply eye-popping!)

By the by, longtime President Wynne Powell is as exceptional as the enterprise. He is a champion nonpareil of Fun & Commitment & Care & Enthusiasm & Talent Acquisition-Retention & Brash Experimentation-Innovation.

London Drugs is the newest member of X04, my new “excellence” Hall of Fame (my first since In Search of …). Fellow members are another Canadian winner at the tip top … Cirque du Soleil; and India’s audacious Infosys. Plus experience-maniacs Build-a-Bear (which just went public, very successfully),  healing-freaks Plantree Alliance/Griffith Hospital, and the brash Brazilian seminar-exec education company HSM. Also see our Special Presentation … X04.

11.03.2004

Make Election Day the Beginning, Not the End of Engagement …

Check out Kirk Samuels’ comment on my blog “100 Ways to Succeed #22” … and my response thereto. The idea: Getting worked up about a better-different world every four years during an election build-up (especially if your bank account is slimmer than George Soros’) is not enough. It’s what each of us does to help shape better communities … Starting Today … that matters!

If You Are Looking to Be Motivated to Change the World, and If You Have a Strong Stomach … Read This Book

I knew I didn’t want to read the book, despite a cover blurb that reads, “Nobel Prizes are given to books like A Sunday at the Pool in Kigali.”

“It” is about Rwanda, no details spared; and about how the world stood idly by and watched. Try this brutal masterpiece from Gil Courtmanche … if you dare.

Design Rules!

Design! 

Yellow!

DHL!

New Color = F.A.I*.

(*Fundamentally Altered Identity.)

How Cool!

How Powerful!

Design Rules!

(It’s soooooo gooooood that I want to start using DHL … just because of the Coolness-Makeover.) (How Weird! How utterly Human!)

100 Ways to Succeed #23:

Design Means You!

Sure, “design” means DHL spending Gazillion$$$$ on … YELLOW. IT’S THE NEW BROWN.

But that’s not all.

Design means … me obsessing on line breaks and “…”s in the presentation of this Blog.

Design means … me … at age 61 and somewhat successful … going through more than 25 drafts of a mere update of my Official Bio … that will be circulated to Clients for the next several months.

Design means … me worrying equally about presentation style as content … 365/6 days-per-year.

Design means … my abandoning a Great Publisher (Knopf) to go to Dorling-Kindersley so I could get the sort of design treatment for my books (E.g. Re-imagine!) that added up to Marshall McLuhan’s famous “The medium is the message.”

Design means … that every action I take is Consciously Mediated by my implicit-explicit “design filter”: That is … HOW DOES THIS COME ACROSS? COULD IT BE CLEARER? CRISPER? MORE EXCITING?

(My last Client … London Drugs .. “got it.” The president told me that my goal/minimum success standard was to “make the audience gasp.” Nice, eh?) 

I  “am” design!

It works for me.

I invite you aboard!

It’s a daunting journey … and an exciting one. 

It’s near the Heart of the Matter in a BrandYou World. 

(Hint: We live in a BrandYou World … like it or not.)

You = Desire to Survive = BrandYou = Branding Fanatic = LoveMark Fanatic (thanks, Kevin Roberts) = Design Fanatic.

Q.E.D.

Design Rules II …

Hats off to MLtea!

Wow!

Silk tea bags … not paper!

Wow!

Oh Canada! (Redux.)

Speaking of London Drugs (we were, right?), let me tell you about me & London Drugs & Jim Collins & Good to Great & Walgreen’s. Okay?

Prepping for London Drugs speech. In SF. Needed some miscellaneous stuff. Go into a Walgreen’s on Market Street, across from Four Seasons Hotel.

Walgreen’s … one of Jim Collins’ small # of good-to-great exemplars. The place is a mess. Dirty. Merchandise just lying about. Undistinguished on every dimension you can name. 

“Experience”?

Some experience!

No doubt WGs passed Jim C’s rigorous financial hurdles. And that is  … Cool. But I, for one, reserve words like Great for things that are … GREAT.

Put simply, London Drugs is … GREAT. (And so are its #s!)

Walgreen’s is not … great. (Regardless of its #s.) 

TP message: Reserve “great” for … GREAT.

(Maybe I’ll write a book about Walgreen’s titled Good to … Whatever.)

Oops!

“A couple of years ago a book like this one would have been very hard to imagine.”

Seen the “best short stories” books? Or “best sports stories”? Or even “best business writing”? (Not an oxymoron.)

Well those “best” books, alas, have a new companion that I found in at Pearson airport in Toronto. Namely, from which the editor’s opening line above came: Best Business Crime Writing of the Year.

Shit!

Alas (double alas?), it’s a Great Collection of Superior Writing-Reporting about a sad group of jerks who take us all down a notch. Alas (triple alas?), I commend it to your attention.

And if a whole book is a little too much, at least buy BusinessWeek this week (Nov 1 issue) … and read the (alas) top notch reporting-writing in the cover story, “The Secret World of Marsh Mac”—the story of slime-at-the-top and grime-throughout in our biggest insurer, Marsh & McLennan.

Shit!

Tear Down These Walls!

There may be walls more impenetrable than the Soviets’ old Berlin Wall. Namely, those that divide the Functional Warlords in enterprises of all stripes. 

To reiterate, I spoke last week to a great group of Healthcare CIOs. I was nasty on the Hot Topic of patient safety. (I’ve shared my Rant/s earlier.)

 But there was really another point I tried to ram home. Namely, that they … CIOs … are as responsible for patients as any doc or nurse.  That they … CIOs … are no-holds-barred  “healers.”  Here, specifically, is the way I put it:

“You are not ‘CIOs.’ You are  … ‘Executive Members of an  … Integrated Healing Services Team’ (‘Healing Arts Team’?) …with a specialization in IS/IT.”

To me—and you?—that is the difference between day and night. Take the case of electronic patient records. For a CIO, that’s a “program,” albeit an important one. Per my framing, it’s a … Life & Death issue … with a “program” component.

I want/wanted each CIO to feel as … DEVASTATED … by a (preventable) hospital death as the Bedside Nurse and Attending Physician did/does. The issue before me is/was “patient safety”/acute-“care” quality. But it was also the peril-lost opportunity of Functional Walls. The CIO brings a different skillset to the Healing Stage … but he/she is as much (or more … per me) a “healer” than an “IS/IT professional.”

Query:

(1) Do you agree in general?

(2) Do you agree that the Mindset Delta  (CIO v. Healer) is a Day-Night difference?

(3) Do you agree that the CIO is as responsible for Patient Safety as the M.D.-R.N.?

Definitely worthwhile! 

Just got my premier issue of worthwhile.

Wow! 

A magazine whose heart is captured by this exhortation from cofounder & Pulitzer Prize winner (Wall Street Journal) Anita Sharpe: “Love Your Work (no, seriously!)”

This is not Fast Company redux.

This is a magazine for those of us who care deeply about our work … or want to.

Start with the cover Story … “Joy, Meaning and How to Love Your (work) Life” … and keep reading!

(Full disclosure, there’s a wee bit on me within.)

I’ve been chanting about “The Work Matters” for at least 5 years, since the publication of my The Brand You50. This mag, as much or more than Fast Company, is what I’ve been waiting for.

For starters … visit worthwhilemag.com

11.05.2004

“IS/IT Professional” or “Healer”?

I Blogged on Wednesday about Corporate Walls … and used healthcare CIOs and their relationship to patient safety as whipping boys. Got this great comment from one industry CIO that I decided to move up from the Comments section:

“As a CIO, I totally agree that we are just as responsible for patient safety as any doctor.   I asked my IS staff [4 years ago], ‘What do you do?’ They answered, 

‘We're IS people.’ I responded, ‘No, you are healthcare professionals who use IS technology to deliver healthcare.’  That was a turning point for the department. Genesys [Genesys RMC/MI] docs are able to access Medical Charts electronically via the Internet. They often do virtual rounding on patients from their offices and homes. They can use a wireless Palm to access lab results, consults, etc. We have a long way to go, but thanks

 to the IS healthcare professionals our docs have anytime-anyplace access to patient information. But, there is so much more to do.” —Dave Holland

Nice! Thanks for sharing, Dave.

My Kinda College …

I’m really a fan of the Electoral College! As we worked on the Constitution in the late 1780s, the States ever-so-reluctantly, and one drop-of-blood at a time, ceded power to the Feds. And the Feds, Reagan Revolution not withstanding, have been accumulating power & rules ever since under Republicans as well as Democrats. The nice thing about the Electoral College (in its winner-take-all modality) is that it forces the Candidates to focus on the States. Despite the fact that I did not support Mr. Bush, I am perfectly happy that my fellow citizens in Florida and now Ohio were the “kingmakers” in 2000 and 2004. I’m delighted that the candidates have to direct extraordinary effort to “battle ground states,” even though that meant that we Californian-Vermonters (me) didn’t see much of them or even their ads (no loss there!).

In my “official” “professional life” I am a screamin,’ shoutin’ supporter-champion of radical decentralization … so, too, in my personal-political life. At times the Feds are absolutely necessary—terrorism and Jim Crow laws, for instance. But most times I want to scream … Get Outta My Life.

Send the Bill to McDonald’s!

The CDC reported another airline woe yesterday. During the 90s the average American packed on another 10 pounds. In 2000 that meant the airlines spent $275 million on 350 million gallons of fuel necessary to launch the blubber into the Heavyweight Skies!

11.08.2004

R.I.P.

Had a burial ceremony on the Farm (VT) near my studio. I opened an old-ish “techie casket,” and next to my 17 Beloved 35mm Slide Trays from another age I ceremoniously dumped 8 Beloved Floppy Drives.  They suffered the brutal life-on-the-road with seldom a complaint … but their time has passed. R.I.P. And: Many cheers for the Tech Revolution that makes the unimaginable ever more imaginable by the day.

Speaking of Revolution/s …

Book Tip-of-the-Week: Juan Enriquez, As the Future Catches You: How Genomics And Other Forces Are Changing Your Life, Work, Health, and Wealth. Brilliantly written & presented. For a flavor, Google Enriquez and read a sample of papers; he’s an entrepreneur and Director of the Life Sciences Project at Harvard Business School. 

Also, for starters, I urge you & some kindred pals to create an informal Luncheon Group to discuss the book, perhaps roping in a knowledgeable outsider.

Worth the Viewing …

Yes, I believe fervently in self responsibility. (I’m a closet Libertarian.) And I also believe fervently in Wellness.  Hence this weekend I watched Supersize Me, newly out in DVD.  Forgetting this or that policy implication, it’s simply worth your time!

100 Ways to Succeed #24:

Agenda-NoteTaker-Notes Publisher “Spin” Power!

He/She who writes the Agenda and Summary Doc (innocently called “Meeting Notes”) wields … Incredible Power!

Believe it!

The question is innocent, “What should we cover at the Weekly Review Meeting?” The response is not. The “agenda” is in and of itself a Group “To-Do” list.  (More important than any pretentious “strategic plan”.) And: A “To-Don’t” list. (What’s left off … to the Supreme Annoyance of many Power Players.)  Moreover, some stuff will be at the Top … some at the bottom (and probably won’t get covered, or be given short shrift). Hence a “mere” agenda Establishes & Determines the Group Conversation for, say, the week, or even the Quarter. And … the lovely catch … concocting the Agenda by soliciting members is typically a “crappy task,” unwanted by one and (almost) all.

My message: GRAB IT!

(And chortle as you do.)

Of at least as much importance is the grubby-demeaning “Notetaker” (and Publisher thereof) task. Talk about …UNVARNISHED POWER! Everybody is so damn busy preening, interrupting, bullheadedly pushing their pet peeve, etc … that they seldom hear what actually goes on. Only the meek & quiet Notetaker knows the story; and long after the participants have washed the memory of the meeting clean from their crowded lives, the Notetakers Summary comes along explaining what transpired … Carefully Edited.

You get my drift, I presume. The “powerless” soul who agrees to “develop the agenda,” “take the notes,” and “publish the notes” … may just be the … TRUE POWER PLAYER!

(I believe this so strongly and fear it so greatly that I religiously publish my own version of notes, in summary form (never more than 4 or 5 lines), within minutes of the end of a meeting—just to try and co-opt the damned notetaker. I call it … Spin!) 

Easier Said Than Done!

During a recent 2-week+ trip, I revealed the intimacies of my “pack heavy” strategy … and was the subject of many a snide remark from you, my “friends”. Well, I’m off later today for 3 weeks. I will address but one “packing issue.” And ask your advice … which I plan to pay no attention to. I have 7 baseball caps in my “prelim pile,” waiting to be thinned. And I frankly don’t see how I can do without any of them. The set:

 Boston Red Sox (“Official” World Series Champs hat). Boston Red Sox (my all-black version—including the “B” in inky black—which I started wearing after the 19-8 3rd game loss to the Yanks; hence it’s my success talisman). My Stanford and SF Giants hats (my California talismans—a Big Deal). My favorite Canyon Ranch hat, another talisman. A Four Seasons Beverly Hills cap—because it’s the perfect-fit & feel. My new & cool black & white “Governator” cap, featuring Arnold in shades. And a VT hat in bold Green. 

I cannot imagine dumping any of these … True Pals.  What to do?!

11.10.2004

Thanks for Asking …

I’m in Sao Paulo, getting ready to declaim to 4,000 managers at EXPO/Management World. It’s an incredible three-day event put on by my Excellence+ pals at HSM, which is HQ’d here, but works around the World. Spoke for them in Frankfurt and Milan two weeks ago, and will be with them in CHICAGO next week.

Professional Service Firm Excellence

Preparing to speak to a Professional Service Firm this Friday. Trying to get my arms around their world … which, incidentally, has been my world since “signing on” at McKinsey in 1974. Per my usual trick, I resorted to Listmaking. Hence what follows … The PSF25+:


Work & Legacy

1. Crystal Clear Point of View  (Every Practice Group: “If you can’t explain your position in eight words or less, then you don’t have a position”—Seth Godin)
2. DRAMATIC DIFFERENCE (“We are the only ones who do what we do”—Jerry Garcia)
3. Stretch Is Routine (“Never bite off less than you can chew”—anon.)
4. Eye-Appetite for Game-changer Projects (Excellence at Assembling “Best Team”—Fast) 
5. “Playful” Clients (Adventurous folks who unfailingly Aim to Change the World)
6. Small “Uneconomic” Clients with Big Aims

7. Life Is Too Short to Work with Jerks (Fire lousy clients)
8. Obsessed with LEGACY (Practice Group and Individual: “Dent the Universe”—Steve Jobs)
9. Fire-on-the-spot Anyone Who Says, “Law/Architecture/Consulting/I-banking/ Accounting/PR/Etc. has become a ‘commodity’ ”

10. Consistent with #9 above … DO NOT SHY AWAY FROM THE WORD (IDEA) “RADICAL”



People & Leadership

11.  TALENT FANATICS (“Best-Coolest place to work”) (PERIOD)
12. Eye for the Peculiar (Hiring: Go beyond “same old, same old”) 
13. Early Opportunities (vs. “Wait your turn”) 
14. Up or Out (Based on “Legacy”/Mentoring as much as “Billings”/“Rainmaking”)
15. Slide the Old Aside/Make Room for Youth (Find oldsters new roles?)
16. Talent Is Obsessed with Renewal from Day #1 to Day #“R” [R = Retirement]
17. Office/Practice Leaders Evaluated Primarily on Mentoring-Team Building Skills
18. Team Leadership Skills Valued Early
19. Partner with B.I.W. [Best In World] Outsiders as Needed and to Infuse Different Views


The Firm & The Brand

20. EAT-SLEEP-BREATHE-OOZE INTEGRITY (“My life is my message”—Gandhi)

21. Excellence+ in EXECUTION … 100.00% of the Time (No such thing as a “small sins”/World Series Ring to the Batboy!) 
22. “Drop everything”/“Swarm” to Support a Harried-On The Verge Team
23. SPEND AS AGGRESSIVELY ON R&D AS A TECH FIRM OR 

CIRQUE DU SOLEIL
24. Web (Technology) Obsession 
25. BRAND/“Lovemark” Maniacs (Organize Around a Point of View Worth BROADCASTING: “You must be the change you wish to see in the world”—Gandhi)

26. PASSION! ENTHUSIASM! (Passion & Enthusiasm have as much a place at the Head Table in a “PSF” as in a widgets factory: “You can’t behave in a calm, rational manner. You’ve got to be out there on the lunatic fringe”—Jack Welch)

I’ll return to some bits of this in the days to come …

11.11.2004

Catchin’ Up …

Flying to and fro Sao Paulo (Boston-New York-Sao Paulo-Houston-Phoenix), I cleared my pile of “gotta reads.” Hence the collection of highlights-tape “stuff” that follows …

Dumb? Or Dumber?

“While Fox’s overall ratings are down about 6% from last year, the network has moved from fourth place into first among viewers from ages 18 to 49, which all the networks other than CBS define as the only competition that counts.” —New York Times/11.01.04

“Only competition that counts.”

This is stupid! (Except for CBS, apparently.)

Very stupid!

Very, very stupid!

Think: Boomers-80 MILLION-Geezers-Ready$$$$$-MANY Ready$$$-MANY Years To Go-Ignored-Opportunity.

Suggestion: Don’t be stupid!

And your plans (wee biz or giant) are …

The Missing Link

At the Management Congress I attended in Sao Paulo, a Brazilian marketing guru (BMG) and Planetary Strategy Guru (and my old pal from McKinsey) Kenichi Ohmae had this exchange:

BMG: “What’s the main thing missing in Brazilian companies’ efforts to achieve ‘branding excellence.’?”

KO: “Aggressive marketing budgets!”

Amen! SMEs (Small & Medium-sized Enterprises) in particular routinely shortchange their marketing-positioning-PR budgets and activities. I don’t believe in “throwing money at marketing,” but I do believe in … Naked Aggression … in getting your name before the Client base and starting BUZZ pre-Day One!

CEOs With Zip? One Vote “Aye.”

Thanks to Jim Collins And Good to Great, “quiet” CEOs are the rage these days. I don’t subscribe to noisy-for-noisy’s-sake, but I do believe the Buzz surrounding a Welch or Gates or Branson or Buffet can add billion$$$ to market cap. Burson-Marsteller would seem to side with me …

“Surveys conducted by PR giant Burson-Marsteller suggest that 50% of a corporation’s reputation is attributable to that of its CEO.” —Fortune/11.15.04

(Hint I: 50% is a lot!)

(Hint II: This holds for a local, buzz-worthy restaurateur as much as for BigCo’s CEO.)

Powerless Kills! (REALLY!)

“[Epidemiology & Public Health Professor Michael] Marmot says that more than cigarettes, sugar, and too many hours spent bench-pressing the TV remote, it’s the lack of control in our jobs that’s killing us. When our need for control is frustrated, the result is a vulnerability to disease that shortens life.” —Shoshana Zuboff/Fast Company/11.04

Yikes!

YOU’RE FIRED!

“Analyzing Customers, Best Buy Decides Not All Are Welcome”—Headline/Wall Street Journal/11.08.04.

Best Buy has classified 100 million of its 500 million annual customer visits as “undesirable.” And it aims to quash the “devils,” by the likes of cutting promotions and pruning mailing lists, and supporting its “angels” with a better and better array of Cool (& Expensive) products.

Best Buy is not alone. There’s a heap of research that supports dumping underperforming customers. (And some counter research.) Fact: It’s easier done than said—and untold, lasting damage can follow for doing it gracelessly!

What’s In A Name

Progressive Insurance is, well … Progressive. Consider the following:


* “[CEO Peter] Lewis has created an organization filled with sharp, type-A personalities who are encouraged to take risks—even if that sometimes leads to mistakes.”

* “One thing that we’ve noticed is that they’ve always been very good at avoiding denial. They react quickly to changes in the marketplace.”—Keith Trauner, portfolio manager who follows Progressive

* “When four successive hurricanes hit Florida and neighboring states in August and September, Progressive sent more than 1,000 claims adjusters to the Southeast. Result: 80% of 21,000 filed claims had been paid by mid-October, an impressive figure. This pleased policy holders and probably helped Progressive because delays in claims payments typically mean higher costs.”

Source: Barron’s/ “Polished Performer: The Car Insurance Game’s Best Managers Have Put Progressive in the Fast Lane”/11.01,04

Net: I’ve long been a Progressive-Lewis admirer. (My favorite Lewis-ism: “We don’t sell insurance anymore. We sell speed.”) I’ve now added Progressive to my X04 list, my first Excellent Company list since ’82.

Time Flies!

“Today, you own ideas for about an hour and a half.” —Larry Light/Global CMO, McDonald’s (from Advertising Age/10.11.04) 

Speed rears its head … again. My “moniker” for dealing with “all this” is … Metabolic Management. I believe it’s one of the boss’ prime tasks (Task #1 … Peter Lewis would say so; see immediately above) to consciously speed up the corporate (project team, etc.) Metabolism. Start by “Doing a Gandhi”: “You must be the change you wish to see in the world.” I.e.: HUSTLE! NOTICEABLY!

100 Ways To Succeed #25:

Hustle!

Hustle!

Noticeably!

Now!

And evermore!

(Message: Hustle begets hustle! And, of course, the converse. Duh.)

Product++

“Apple doesn’t sell an MP3 player, they sell a lifestyle. Buyers of iPods are buying into a club. They know that and want that.”—Andrew Green, VP Marketing, Griffin Technology/Advertising Age, “THE IPOD ECONOMY,” 10.18.04

Go Steve!!!!!!!!!!!!!!

Go Experience Marketing!

Go Dream Marketing!

Go Lovemarks!

(Think: Beyond-the-Brand.)

Why, Oh Why?

Why must I screech at “staffers”? Why must I beg them to take their rightful place in the sun? Well, too many seem to be content to be “good, conscientious professionals,” rather than … IN-YOUR-FACE-TRANSFORMATIONAL-LEADERS.

Here’s how I not to gently put it to groups of HR and IS/IT Execs recently:

“This is an important speech!  Why? You are important people!  And why the hell do I have to persuade you of that? Get the  %$^&&* chip off your shoulders!  Stand tall! DARE TO BE ‘INSANELY GREAT.’  Act like the stalwart heroes you truly are!  Damn it!” 
Screech!

Screech!

Screech!

Thrilled!

Thrilled to see the Major Ink that Stephen Covey is getting for The Eighth Habit. He is a remarkable human being, with a remarkable message. “They” may well have invented the word “authentic” as tribute to Stephen! I am a lucky guy to be his friend!

Credit Where Credit Is Due …

I left Sao Paulo on Continental 94 at 1120pm last night. Scheduled to fly 9 hours 20 minutes, traverse about 5,000 miles including an Amazon fly-over, and get to IAH/Houston at 0520am. Well, we kissed the jetway at 0519am. 

Ho hum?

Sure.

But …

Jaded is natural after flying about 200,000 miles a year for the last 29 years. (Yup, 6 million miles, give or take.) But …

Hey it’s pretty damned amazing all the same! A plane with a million+ parts! Weather systems hither and thither (T-storms as we left Sao Paulo, for instance, God knows what cosmic disturbances over the Amazon).  Air-traffic control systems in a dozen nations we flew over. A zillion human factors that could cause a glitch. And yet I flew NYC-Sao Paulo-Houston … spoke to 4,000 Brazilian execs … and landed in Houston within a … MINUTE … of planned arrival. 

Cool!

(I’ll go back to taking it for granted tomorrow, but this day I will dwell, at least briefly, on the Wonder of it all.)

A Hearty Salute to Veterans!

Happy V-day fellow Vets! We deserve our annual applause! So … the rest of you … applaud! And to my fellow Viet Vets, “WELCOME HOME, SAILOR-SOLDIER-AIRMAN-MARINE!”

(NB: Thomas J. Peters, 693355, Lieutenant, United States Navy. U.S. Naval Mobile Construction Battalion Nine, Danang, RVN, 1966-1967. U.S. Naval Facilities Engineering Command/Seabee Operations and Office of the Chief of Naval Operations, Arlington VA, 1968-1970.)

(NB: Was in Toronto week before last, and got my Remembrance Day poppy, which I have proudly worn ever since. Happy R-Day Canuks, Brits, etc!)

11.12.2004

Early Verdict

In a few weeks we’ll have logged a half-decade of ‘00s. Hence my “Biz Book of the Half-Decade “Award.” The envelope please …

The Gold: Kevin Roberts, CEO, Saatchi & Saatchi. Lovemarks! Just bloody Brilliant!

Early Verdict II

Microsoft’s challenger (beta.search.msn.com) to Google looks pretty good. Design is gloriously clean.

Midnight Oil

Prior to today’s presentation, and in fact in the middle of the night, the PSF25+  morphed into the PSF33 … available as a PowerPoint Special Presentation. (A new section on Client Excellence was added.)

Zen Greetings! (And apologies.)

I think I finally & truly know why I have Big Problems with the notion of “built to last.” It’s fine with me if things last … if they remain … EXCELLENT …THE COOLEST-OF-THE-COOL. If not, what the hell is the point, any point, of “lasting” per se?

This emerged during a Press Conference in Sao Paulo. I was asked about the value of “in perpetuity,” and I in turn launched a Rant. Here’s the gist, mercifully edited:

“I’ve ‘lasted’ quite a while; my landmark book, In Search of Excellence, arrived 22 years ago. That’s cool. But it misses the point … Utterly Misses the Point. I live for one … AND ONLY ONE … thing. THE MOMENT. I have worked my buns off at my craft for 3 decades, but the Entire Point is to do absolutely nothing more than bring every moment of those 30 years to bear on this …  this “mere” 30-minute Press Conference in Sao Paulo. Screw the ‘long term.’ I will achieve IMPACT in answering your particular question or … as I see it … I will have pissed away the entire 30 years! My life will mean shit all! No kidding! I just came from speaking for 90 minutes to 4,000 (FOUR THOUSAND!) of my fellow human beings, Brazilian execs and professionals and managers. That 90-minutes … is my life. THERE IS NOTHING ELSE. Not yesterday. Not tomorrow. Only now … a God-given, Incredible, Once-in-a-Lifetime, Never-to-Be-Repeated Opportunity to Make an Impact. (Or not!) To:  Make a Difference about some Ideas I care Very Deeply about. (Or not!)  ‘Built to last’? Who gives a Tinker’s Damn! Built to Do My Utmost to Make This Moment Matter! To Make This Moment Sing! Period! Tomorrow will take care of itself … tomorrow. (If I am lucky enough to be given the gift of another day.)”

Clear enough?

Your thoughts?

(As to the “apologies” in the Blog title, I was doing a video taping last weekend, and at one point I exploded with profane anger at a bystander comment. Such an outburst is clearly unbecoming from a Senior Citizen. But the point was … I was 100.00000% engaged in my “performance.” As I said above, “The Performance Am Me!” Total, Excruciating Concentration … on bringing every ounce of Intellect & Passion & Life Experience to bear on the Beady Eye of the Unforgiving Camera. Mess with my Total Concentration … and reap the Whirlwind! But I am sorry. Sorta.)

“We” Apologize!

Another apology. (It must be the day for it.) I met … me. Not pretty.

My voice … PENETRATES. (Hey, it pays the bills.) However, on a flight yesterday, I sat behind me. That is, a Fellow Penetrator sat behind me. How annoying! He wasn’t shouting, not at all. He just had a … Penetrating Voice. (Shades of you know who.) I know when I’ve gotten home after giving 2 or 3 speeches, Susan will frequently say to me, “You’re home. It’s just me. There aren’t a thousand of me.”

“We” are sorry! I can’t speak for Penetrator II, but I’ll try a little harder to keep my voice to myself in public spaces!

Junk Man Speaketh Out …

I can already imagine the Comments. But what the hell …

I Am Junk Man.

I am … Garbage Man. 

My curiosity knows no limits.

My appetite for the Undesirable is … Always Unsated.

I read everything.

I talk to everybody.

(I am the guy in the grocery store applauding the long line … so I have time to get … all the way through … the Enquirer.)

I love the … “unwanted,” intrusive INTERRUPTIONS … that are … The Spice of Life.

(Of course I am ANNOYED by those Unwanted Interruptions … BUT THEN I DISCOVER THAT THEY ARE THE BASIS FOR 99% OF WHAT I LEARN THAT’S COOL.)

I never know where an Inspiration will come from.

(I do … KNOW … KNOW … KNOW … it will likely come from an un-likely-“UNWANTED” … UNSOLICITED … quarter!) 

Junk Man (me) … LOVES ... Junk Mail. (You never know …)

Junk Man … LOVES  (here I go)  … most Spam.

(Not phishing however.)

Junk Man … HATES … Filters … All Filters … on Any Aspect of Life.

 (Junk Man is still … IRRITATED … that his beloved wife signed up for the national No-call List. Junk Man misses the telecomm solicitations at dinner time.)

Junk Man … as a child … had … Inappropriate Friends. 

(Blacks, Jews and Catholics were Spam in WASP world 50 years ago, when Junk Man was a 12-year-old Junior WASP.  In those days we had Filters. Oh did we have Filters … such as laws that kept Spam from building in our WASP communities, for one example. Jim Crow was anti-Spam man, alive and well in those self-same, pre-MLKing, Ozzie-and-Harriet “idyllic” ‘50s.) (In 1960, when Junk Man was 18, there was a Breakthrough: Catholic Jack Kennedy spammed WASP-world … and became President.)

It’s a  … Philosophical Point!

Junk Man is a Libertarian!

Junk Man … SPAMS … Corporate Meetings with unwanted messages.

(A group of healthcare execs hires Junk Man to talk innocuously about “the future” … and he calls them “killers” to their faces, based on Patient Safety Data—that the HC Execs don’t think Junk Man ought to have access to.)

Junk Man … LOVES … Capitalism & Entrepreneurialism, where “unsolicited startups” crowd the competitive space of Orderly Oligopolists. (LISTEN UP: What else were Microsoft/Apple in 1982 to IBM if not Computer-industry Spam??? Unwanted, unauthorized, unsolicited, annoying, distracting, graceless, hippie boys sticking a juvenile finger in Daddy Blue’s Private Monopolistic Pie! From Big Blue’s perspective, fending off Microsoft-Apple was causing … what else … a Wretched Waste that led to loss of productivity!) (Isn’t it true that everyone who makes the History Books does so because they … Spammed the Establishment? Wasn’t Tom Paine’s 49-page Common Sense … Maxi-Spam ... to Georgie-ThreeSticks-The-Big-Brit?)

Junk!

Celebrate it!

All …. SUPER-COOL THINGS … start as … Junk!

Hooray!

That Damned AV Guy!

Giving a seminar.

Everything went wrong!

Small sins.

Big sins!

Un-professional!

Un-forgivable!

And I was in a deservedly foul, foul mood about it all. (No way to go into a speech.)

And then I did by last stop before ShowTime … my AV check. 

That damned AV guy!

I was in a foul mood.

Conference organizer a weenie.

I savored … self-righteously … my Foul Mood.

That damned AV guy!

He was in a Great Mood!

Happy with the World!

Humming!

Can you believe it … HUMMING!

And, in spite of my full-load of determination, my damned mood started to improve. We started joking about this or that, talkin’ shop, and in short order I was bordering on … CHEERFUL.

You get the point, I’m sure. Despite one’s Very Best Efforts to Harbor a Grudge for Various Injustices … Another’s Cheerfulness acts as a Contagion!

That damned AV guy.

He saved my Speech.

He saved my neck.

Cheerful people will do that.

(Message I: HIRE CHEERFUL!)

(Message II: Avoid-Dismiss FMCs … Foul Mood Carriers. THEY SCREW YOU UP!)

(Message III: All Hail “that damned AV guy”!) 

(Message IV: One “damned AV guy” can change the mood of a Battalion!)

100 Ways to Succeed #26:

HIRE SUNNY! FIRE GLOOMY! Q.E.D.

Hire/Promote those with … Sunny Dispositions.

Fire those with perpetually  … Gloomy Dispositions.

(Hint: The farther Up the Organization you go, the more important this gets.)

(Rule: Leaders are not permitted to have “bad days” … especially on Bad Days!)

(Rule: One Sad Dog can Infect a group of 100.)

(Rule: One Energetic, Optimistic, Sunny Soul can motivate an Army to Move a Mountain.)

Design Kudos in Unlikely Settings

I hate those endless gray highway barrier walls. 

Guess what? 

They needn’t be so awful!

Welcome to Arizona!

(I’m in Scottsdale.)

Barrier walls around here are exquisite, excitingly designed Southwest-style stone sculptures!

How COOL!

AttaArizona!

11.17.2004

Excellence Is Where You Find It …

Will be speaking in Chicago/McCormick Place, to thousands of managers, along with the usual suspects … Welch, Giuliani, Bossidy, Hamel et al. But I may have inadvertently tripped over the pick-of-the-litter of management-leadership ideas while browsing the fabulous Borders across from the Sears Tower. Brad Gilbert is a former World #4 pro tennis player, now a coach (Andre Agassi, Andy Roddick among others). His book, I’ve Got Your Back: Coaching Top Performers from Center Court to Corner Offices, is a gem. Here’s how it starts: “Show me a coach (or a boss) who doesn’t listen—really listen—and I’ll show you a loser. Show me a coach (or a boss) who domineers and demeans, who manages through fear, and I’ll show you an accident waiting to happen. Show me a coach or boss who doesn’t think it’s just as important to empower the lowliest scrub on the team as it is to cater to the star, and I’ll show you a real short timer.” One nice (charming, really) thing about the book is that Gilbert learned about 100% of his coaching lessons the hard way, from error and trial—and he freely shares his learning process with us.

100 Ways to Succeed #27:

OUT-STUDY THE BASTIDS!
Tennis coach Brad Gilbert was once the #4 ranked pro in the world. He was not a natural. His breakthrough, after a very spotty career about to tank, came when he acknowledged to himself that he wasn’t a natural. His response could have been to turn in his racquet. Instead it was to hit the books. Or, rather, write one. 

Gilbert was the guy, who when the other guys went for a beer after a match, hung around watching more matches, talking tennis with anyone and everyone … and writing it all down. He began his black book, and took notes on everything, especially other players he’d faced, or might face. The result: that eventual #4 ranking, and then a superb coaching career, working with the likes of Andre Agassi and Andy Roddick. 

No surprise, one of Gilbert’s coaching secrets is continuing his own studies, as well as converting his players into Students (sometimes no mean feat with those “naturals”). Coach Gilbert acknowledges that there may well be a few, like John McEnroe, who can get away without hitting the books … but for us mortals that’s scant consolation.

Needless to say, all this translates one-for-one, to the World of Work you and I participate in. I loved the line from New York Times columnist Tom Friedman: “When I was growing up, my parents used to say to me: ‘Finish your dinner—people in China are starving.’ I, by contrast, find myself wanting to say to my daughters: ‘Finish your homework—people in China and India are starving for your job.’”  Age 12, 22, or 62 … tennis or finance or engineering … this “simple” lesson bears repeating.

100 Ways to Succeed #28:

REMARKABLE POINT OF VIEW/R.POV8!

I suppose I’ve said this before, but I’m willing to suffer the charge of repetition. I’ve just finished seminars with 500 law partners, then a couple of hundred investment bankers. The people I addressed are what I call “scary smart.” And they’ve missed some kids’ soccer games … that is, 12-hour days are the norm. But “talent” and outrageously hard work are not enough! Why? Because there are a lot of talented people around who work long days.

So what’s the secret-differentiator? Marketing guru Seth Godin said, “If you can’t state your position in eight words, you don’t have a position.” I choose to interpret this not as a “marketing tip,” but as a profound statement. I spent my two seminars hammering on “Remarkable Point Of View” … or R.POV. Or, stealing from Seth, R.POV8 … a Remarkable Point Of View … captured in 8 words or less. 

Seth, however, must make room for Jerry Garcia: “You do not merely want to be the best of the best. You want to be considered the only ones who do what you do.” And for founder Tom Chappell, of Tom’s of Maine: “Success means never letting the competition define you. Instead you have to define yourself based on a point of view you care deeply about.” 

The problem: Developing, maintaining, and refreshing a R.POV is excruciatingly difficult. I’ll leave that to later; right now my point is simply to insist that smarts and hard work, even effective hard work, are not enough. The query that must never be far from your consciousness: IS WHAT I’M UP TO REMARKABLY DIFFERENT, AND CAN IT BE CAPTURED IN SIMPLE, COMPELLING LANGUAGE?

What we’re talking about here may explain in part John Kerry’s loss. A few weeks before the election, a Washington Post analyst, Kenneth Baer, penned: “To win this race, Kerry needs to stop focusing on Election Day and start thinking about his would-be presidency’s last day. What does he want his legacy to be? When sixth-graders in the year 2108 read about the Kerry presidency, what does he want the one or two sentences that accompany his photo to say?” 

Presumably those two sentences would have maxed out at eight words! 

Hey, Steve, I Agree!

Upon arriving at O’Hare, I hadn’t gone more than 100 yards before I came across another of those Accenture ads featuring Tiger Woods. I agree with my fellow blogger at this site, Steve Yastrow, who recently openly wondered about the efficacy of those ads. I freely admit I’m not a golfer, and maybe that explains it. But the whole series seems downright silly to me, especially in the midst of the Tiger’s slump. If I had a couple of billion dollars burning a hole in my pocket (for an IS/IT contract), I’m far from convinced that these ads would separate my money from me.

What am I missing?

11.18.2004

Dance of the Dinosaurs!

Was in Chicago yesterday, speaking to several thousand execs. Boom. Sears-Kmart! Or: THUD! I was asked to comment: “I can’t. My Mom taught me to be polite in other people’s houses. Let me just say, hypothetically, that I consider mergers between Dinosaurs, aiming to deal with hot competition … from, say, small Southeastern states … to be the height of stupidity. Sure, the new Kmart CEO is a shrewd … maybe even genius … financial Engineer … and he’ll make a killing. No prob. But will true value be created? Will the American Economy be better off? Will Lee Scott [Wal*Mart CEO] lose sleep lose sleep in Bentonville? I think Lee will think he mistakenly tuned into Comedy Central!”

Sad footnote: I said to a very prominent exec, “I can’t believe we had no inkling of this at all, that there were no leaks.” He responded: “You’re right. We didn’t. Maybe nobody really cares.”    Whoops!

Speaking of Dinosaurs …

I’ve long thought that Big Pharma was in deep doggy do-do. (Long before Vioxx-Bextra-Nexium.) Their inability to find blockbusters, for whatever reasons and despite gargantuan R&D appetites, has been near the top of my watch-worry list. On the other hand, I’ve long defended their profitability as the necessary price of drug discovery. Until now.

Or, rather, until I dove into Dr Marcia Angell’s The Truth About Drug Companies. (It is an expose, but she’s no Michael Moore. Dr Angell was longtime Editor of The New England Journal of Medicine, and one of Time’s 25 “most influential people in America.) I will not précis the book here, but simply point out one troublesome passage on industry innovativeness which body-slammed me: “In the five years 1998 through 2002, 415 new drugs were approved by the Food and Drug Administration (FDA), of which only 14 percent were truly innovative. A further 9 percent were old drugs that had been changed in some way that made them, in the FDA’s view, significant improvements. And the remaining 77 percent? Incredibly, they were all me-too drugs—classified by the agency as being no better than drugs already on the market to treat the same condition. Some of these had different chemical compositions from the originals; most did not. But none were considered improvements.”   Whoops!

“Vegas”

I’m no great fan of Las Vegas, where I am now. (It’s a long way from Vermont … let’s put it that way.) But what’s not to love about a City where, as you walk through the airport, you see huge ads for no less than three different Cirque du Soleil shows!

Whoops! Quoting Myself!

Always a little scary when one quotes oneself! But here was a Comment on a Post about New Slides (TechLearn, NYC, Monday) that led me to respond. And my response succinctly captures how I feel about Biz Life/Life Life. The correspondent said some nice things about my exchange with a handful of Chief Learning Officers from joints like IBM and HP. And I said: “Naomi, thanks! I had a great time yesterday, especially the CLO gig. I just love the issues we are all wrestling with! How cool that everything is screwed up—in a state of flux! What an opportunity to play with truly new forms of organizing, learning, connecting, growing, creating new careers and new forms of value!” 

Indeed: HOW COOL!

Key words:

All screwed up!

State of flux!

Wrestle with!

Play with!

New forms of …

Organizing!

Learning!

Connecting!

Growing!

Creating new careers!

Creating new forms of value!

Yes: HOW COOL!

11.23.2004

My First Horse. (Oh, and Thanks!)

When I bought my first horse, upon coming to Vermont in 1984, I named him Frequent Flyer. The horse is long gone to greener pastures, but the name lives on. I speak today in London. Here are my stats for the last month-and-a-half: 21 speeches-seminars, 46 days, 7 countries, 45,000 miles.

And Blogging all the way! Thanks for your Comments! This Blogsite is my on-the-road family!

Samsung … By Design!

Samsung has become about the first non-Japanese Asian company to create a stop-you-in-tracks-global-brand, according to me and premier Asia-hand KIenichi Ohmae. Near or at the top of the “causes” list: DESIGN!

Consider this cover headline in BusinessWeek (11.29):

“SAMSUNG DESIGN: THE KOREAN GIANT MAKES SOME OF THE COOLEST GADGETS ON EARTH. NOW IT’S REINVENTING ITSELF TO GET EVEN COOLER.” 


In 1993, Samsung’s boss was wandering in LA, and became annoyed that Sony products were always in the front of the store, while his, equally well engineered, were tossed about in the back. Hence, an epiphany that launched the remaking of Samsung.

Today, the Korean giant boasts a design staff of 470 (120 added in the last 12 months), a design budget jumping 20% to 30% a year, and Design Centers in LA, SF, London and Tokyo. In 2004, Samsung won 5 IDEA awards (Industrial Design Excellence Awards), making it the 1st Asian company to take the annual top spot traditionally reserved for U.S. and European firms.

As at firms like Sony, Samsung has now reached the point that the designers dictate to the engineers, not vice versa!

Design!

Yes!

Samsung Rules … By Design!
   

Annie … Say It Ain’t So!

“Ask Annie” is my favorite stop in Fortune. Not this week! “Ask Annie” reports on a recent survey that finds only 20% of 1,500 companies “see individual drive as a desirable trait.”

Could it be true?

Are bosses truly the idiots Scott Adams/Dilbert claims?


Go, Mike!

About 100 years ago (1970, actually) I met Mike Ray, a Stanford marketing professor trained by my Stanford mentor, the late Eugene Webb. Mike was a quantitative nut, as was my mentor. (And, truth be told, as was I.) Mike shifted gears, looked beyond the numbers, and invented the first course devoted exclusively to Creativity at the Stanford B.School. Mike’s latest book has just appeared: The Highest Goal.
The highest goal? Per MR: “Make your life itself a creative art.”

Prof Ray offers us another life-changer from GB Shaw (Man and Superman): “This is the true joy of Life, the being used for a purpose recognized by yourself as a mighty one … the being a Force of Nature instead of a feverish, selfish little clod of ailments and grievances complaining that the world will not devote itself to making you happy.”

Contrast these Ray-isms (Shaw-isms) with the wretched “Ask Annie” Blog above. Ye gad!

(I’m really taken, chuckling and weeping at once, by Shaw’s “selfish little clod of ailments and grievances complaining that the world will not devote itself to making [us] happy”—ain’t it true of all of us from time to time?!)
Excellence Is Not Enough!
EXCELLENCE IS NOT ENOUGH! So declared the Father of In Search of Excellence to the staff (Talent!) of a superb professional services firm recently. At an “off site,” leaders had been working on clarifying values. After some serious deliberations, they’d landed on Integrity-Quality-Excellence, and presented me there findings. 

And I said (suggested!) … No.

Of course I support Integrity-Quality-Excellence! And, moreover, the three often go A.W.O.L. And .. I think they ought to be on this Firm’s list, perhaps at the top.

But … 

But all three Goals-Values-Aspirations are … Static!

This outfit climbed to the top of an insanely competitive heap by Daring to Be Different. And my simple (and constant) observation is that leaders … Get Conservative. Fast. Hence I argued that Goal #1 for my new-found friends was to … Stay Obstreperous!

We ended up with the following, two sets of words, both important. The First Set are static, even imitative:

Static/Imitative
Integrity.
Quality.
Excellence.
Continuous Improvement.
Superior Service. (Exceeds Expectations.)
Completely Satisfactory Transaction.
Smooth Evolution.
Market Share.

The Second Set are dynamic, underscoring differences:

Dynamic/Different
Dramatic Difference!
Disruptive!
Insanely Great! 
Life-(Industry-)changing Experience!
Game-changing!
WOW!
Surprise!
Delight!
Ridiculously Fun!
Market Creation!

My point: I think a hearty dose of both is the RX for surviving, attracting and keeping Stellar Talent, and continuing to Rock the World.

So, assuming you/your unit or firm has a “value statement,” or some such, does it underscore “break-the-mold” as well as “build-an-excellent-mold”?

Excellence is not enough!

11.24.2004

Happy Thanksgiving!

Probably won’t Blog tomorrow, what with 20 family members—and 8 dogs—arriving today and T.Day at Grey Meadow Farm in VT. Much as I love London, especially decked out for Christmas, it’ll be fantastic to get Home after three weeks on the road. Though I must say that I do appreciate the genuine hospitality and graciousness I’m met with all around the world … and of course throughout the U.S.A. I fully acknowledge cultural differences, at home as well as far away; on the other hand, I’ve long observed that people react pretty much the same way everywhere if you are curious, courteous, attentive and fully engaged. 

That last little bit reminds me of one of my favorite quotes, from Harvard prof Sara Lawrence-Lightfoot’s marvelous book Respect:

“It was much later that I realized Dad’s secret. He gained respect by giving it. He talked and listened to the fourth-grade kids in Spring Valley who shined shoes the same way he talked and listened to a bishop or a college president. He was seriously interested in who you were and what you had to say.”

A great Thanksgiving message, eh?

100 Ways To Succeed #29:

Get The Story!

Everybody has a story! It’s your job-opportunity … consultant, boss, project-peer … to get it!  

Remember Sara Lawrence-Lightfoot above: “It was much later that I realized Dad’s secret. He gained respect by giving it. He talked and listened to the fourth-grade kids in Spring Valley who shined shoes the same way he talked and listened to a bishop or a college president. He was seriously interested in who you were and what you had to say.”

Likewise, in London I was driven around by a fellow who sometimes drives Richard Branson. Branson is famous, among other things, for his hundreds (literally) of notebooks in which he meticulously records what he hears from Virgin clients, and damn near anyone else he buttonholes. This driver confirmed Sir R’s habit, and said a trip with RB is non-stop conversation about the world as seen through the driver’s eyes. “He bloody well interviewed me, for 90 minutes, non-stop,” this chap said with clear admiration, “as we crawled to town from Gatwick.” There was nothing or no one beneath RB’s abiding, compulsive interest. As we chatted, the driver (himself a Richard) allowed as how “the whole bit made me feel as though I had something important to say.”

Message/s:

The Driver/Richard II did have something to say!

(Axiom: EVERYBODY HAS A STORY, DESPERATE TO ESCAPE!)

The Driver/Richard II is important!

(Axiom: CONNECT!)

Richard I/Branson doubtless learned a thing or seven, duly recorded.

(Axiom: JUST ASK!)

Richard I/Branson made a friend-informant-confidant for life!

(Axiom: GET A STORY, MAKE A FRIEND.)

Richard II/driver will pass on the story of Richard I/Branson to 100, if not 1,000 people … and thus willfully extend the brand-enhancing mythology surrounding Richard I/Branson.

(Axiom: CONNECT, JUST ASK, GET A STORY, MAKE A FRIEND, CREATE A “BUZZ-GENERATOR.”)

All because Sir Richard was determined to …  Connect & Get the Story!

So … Get the Story! 

(And, if you’re wise and of a mind, take pages from RB and record it as well. Someday, you may be on notebook #600—about RB’s tally, I’m told—and counting your Billions.)

Weird Stats I: Did They Say Kerry?

This from The Economist (11.20): “One of the best statistics of the campaign is that people worth $1 million-$10 million supported Mr Bush by a 63-37% margin, whereas those worth more than $10 million favored Mr Kerry 59-41%.”

Go figure!

Weird Stats II: Did He Say 50 Trillion?

“For people currently alive, we have $50 trillion to $65 trillion in unfunded liabilities.”—former New Hampshire Senator Warren Rudman (R), quoted in Fortune on promised Social Security and Medicaid benefits to current and future retirees.

Move Over, Toyota … 

Headline in the Financial Times that I found hanging on my London hotel room door this morning:

“Birmingham Hails an Unlikely Savior: MG Rover [Britain’s last mass car producer], struggling to survive, is being offered a lifeline by a Chinese company [Shanghai Auto] that desires the carmaker’s design assets and the right to build Rover brand cars.”

The Chinese are … movin’ out! Loaded with a trillion bucks or so of accumulated loose change (while we stagger under the weight of an equally enormous deficit), they are breaking their isolated geographic bonds, ripping opening their wallets, and skipping steps in the process of completing the competitiveness puzzle by accumulating intellectual capita and branding skill and muscle.

Hint: This is not a small story!

Dateline: Chiang Rai, Thailand

This from the International Herald Tribune (11.19): 

“For Many Asians, China Is Cultural Magnet … CHIANG RAI, THAILAND. In pagoda-style buildings donated by the Chinese government to the university here, Long Seaxiong, 19, stays up nights to master the intricacies of Mandarin. The sacrifice is worth it, he says, and the choice of studying Chinese was an easy one over perfecting his faltering English. China, not America, is the future, he insists, speaking for many of his generation in Asia.”

Hint: This is not a small story!

100 Ways to Succeed #30:

Get China On Your Mind!

Read up on China.

Read books.

Troll the Web.

Talk to people about China.

Initiate a China Study Group.

Ponder China.

Visit China.

Make China “meditation” part of your day’s ritual.

This applies whatever you’re about. This is not a “call to action” so much as a “call to awareness.” Ignorance about China (India) (Asia) is … simply … NOT ACCEPTABLE.

Hint (per me):

China is not a “problem.”

China is not a “threat.”

China may not be an “opportunity.”

China is a Reality … a Part of Our Lives. (Period.)

Act accordingly.

11.29.2004

Oh, So Sweet …

Some prose is so glorious as to be breathtaking. Such is the case with Mark Helprin’s new collection of short stories, The Pacific and Other Stories. The leader, “Il Colore Ritrovato,” left me literally breathless; I’ve never before underlined fiction … but some passages were so sweet! (Helprin’s A Soldier of the Great War is on my all-time, Top5 fiction list.)

Not so sweet! Incoming! Duck!

Op-ed leader in the European Wall Street Journal, 24 November: “A Dollar Warning: A country can’t devalue its way to prosperity.” The slide of the dollar (and Greenspan’s acknowledgement that it ought to keep on sliding), the no-end-in-sight budget deficit, the trade deficit, the unfunded entitlements conundrum (disaster-in-waiting?), and the foreign brain drain (see below) add up to a flashing yellow light—at least—on the U.S. mid-term economic horizon. Why does John Snow not look like the sort to take the lead in dealing with all this? I am no macro-economist, but my “antsy” feelings are starting to drive me nuts. No problem? It doesn’t feel that way.

Brain Drain Becomes Gusher

“The foreign visa crisis, left unattended, is going to have deep and lasting effects on American security and competitiveness.” —Fareed Zakaria/ Newsweek/11.29.04/ commenting on an unlikely entry for SecState Designate C. Rice’s agenda 

“The dirty secret about our scientific edge is that it’s largely produced by foreigners and immigrants. We don’t do science.” —FZ 

Strong language. And accurate, as best I can judge. (See my associated blog on Richard Florida’s recent work.)

Collins & Peters … Together at Last!

“Not a single company [we studied] that qualified as having made a sustained transformation ignited its leap with a big acquisition or merger. Moreover, comparison companies—those that failed to make a leap or, if they did, failed to sustain it—often tried to make themselves great with a big acquisition or merger. They failed to grasp the simple truth that while you can buy your way to growth, you cannot buy your way to greatness.” —Jim Collins/Time/11.29.04/on Sears-Kmart

Amen.

Thank You, Allan Sloan!

Newsweek columnist Sloan informs us (11.29) that the technical name for the tax-avoiding structure of the Kmart-Sears deal is … Horizontal Double Dummy. In the immortal words of Dave Barry, I’m not making this up.

Tip of the Hat!

Kudos to Pointe South Mountain Resort/Scottsdale. Found, on a card atop my bed, during a recent stay: “You’re Invited to Help Arizona Conserve Water. … In an effort to further Arizona’s water conservation program, we will be changing your bed linen every third day. …” (There is, of course, an opt out option—I wonder how many choose it, thereby making a conscious decision to Waste Away!)

Only 1 in 20 hotels I visit do this.* Too bad …

(*There’s so much “easy stuff” that can be done. Some add towels to sheets on the “Don’t Wash” list; a handful put a paper recycling basket in each room; etc.)

100 Ways To Succeed #31:

Better World, Better Business!

Most acts of conservation save money rather than cost more. (Just ask 3M about its 3Ps: Pollution Prevention Pays.) See the above on hotel water conservation in Arizona.

Conservation is everybody’s business. The Great News: Conservation is not only everybody’s business, it’s good business … helping the world, helping the bottom line, making you a more attractive place to work, and scoring community citizenship points all at once. Some deal!

So, become a Conservation Champion … and Bolster the Bottom Line along the way!
Quote of the Day

“Managers are the dinosaurs of our modern organizational ecology. The Age of Management is finally coming to a close. The need for overseers, surrogate parents, scolds, monitors, functionaries, disciplinarians, bureaucrats, and lone implementers is over, while the need for visionaries, leaders, coordinators, coaches, mentors, facilitators, and conflict resolvers is steadily increasing, pressing itself upon us. .. Nearly unnoticed, a far-reaching organizational transformation has already begun, based on the idea that management as a system fails to open the heart or free the spirit. This revolution is attempting to turn inflexible, autocratic, static, coercive bureaucracies into agile, evolving, democratic, collaborative, self-managing webs of association.”—The End of Management, Kenneth Cloke & Joan Goldsmith

Gets my vote!
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The “Mexican Food” Phenomenon …

All of us lucky enough to have hung out in Mexico (or the likes of SF’s Mission District) know that what we Americans call “Mexican food” … ain’t. Well, I’m in Dubai right now—and can report that what we call “hommous” … ain’t either! True Middle Eastern Hommous and Arabic Mezzeh are delights of the first order; Shaw’s hommous (New England-style Hommous? Oxymoron?) … and I’ve no doubt they mean well … comes from another planet, if not galaxy.

Hats (Way) Off!

Just read that Michael Jordan’s brother, Command Sergeant Major James Jordan, has extended his enlistment, so he can go with his unit for a full tour in Iraq. Wow!  When you smell the crap that happened with the NBA in Detroit last week, one desperately misses MJ; seems as though Excellence runs in the family! 

The Nelson Baker’s Dozen

Another book about Horatio Nelson?  I’ve read 10, and assumed I didn’t need another. But as I wiled away the time in Heathrow, I thumbed through a new one, Andrew Lambert’s Nelson: Britannia’s God of War. It looked fabulous; and, incidentally, I was to give a speech on Leadership in Dubai 48 hours hence. So I made the purchase, devoured the book during the subsequent 6-hour flight … and extracted 13 Lessons. Herewith, in summary-shorthand form (directly from a Slide) …

1. Simple-clear scheme (“Plan”) (Not wildly imaginative) (Patton: “A good plan

    executed with vigor right now tops a ‘perfect’ plan executed next week.”)
2. Soaring/Bold/Clear/Unequivocal/Worthy/Noble/Inspiring “Goal”/“Mission”/

   “Purpose”/“Quest”
3. “Conversation”: Engagement of All Leaders
4. Leeway for Leaders: Select the Best/Dip Deep/Initiative demanded/Accountability

    swift/Micromanagement absent
5. Led by “Love” (per Lambert), not “Authority” (Totally identify-bond with Sailors!)
6. Instinct/Seize the Moment/“Impetuosity” (Boyd’s “OODA Loops”: React more

    quickly than opponent, destroy his “world view”)
7. Vigor! (Ben Zander: leader as “Dispenser of Enthusiasm”)
8. Peerless Basic Skills/Mastery of Craft (Seamanship)
9. Workaholic! (“Duty” first, second, and third)
10. Lead by Confident & Determined & Continuous & Visible Example (In Harm’s Way)  

      (Gandhi: “You must be the change you wish to see in the world”/Giuliani: Show up!)
11. Genius (“Transform the world to conform to their ideas”) (Gandhi, PM Lee-

      Singapore), not Greatness (“Make the most of their world”) 

12. Luck! (Right place, right era; survived near-mortal wounds) (“Lucky Eagle” vs. “Bold

      Eagle”)
13. Others’ principal shortcoming: “Admirals more frightened of losing
       than anxious to win”

I think that’s as good a list of Leadership Traits as you’re likely to find. Comments?
 

100 Ways To Succeed #32:

Mimic Lord Nelson!

Of course it’s far easier said than done! Still, aim high! Try to compass as many of the Nelsonian Traits as possible!* (*Maybe you’ll have your own Square—as in Trafalgar—some day!)

1. Simple scheme.

2. Noble purpose!

3. Engage others.

4. Find great talent, let it soar!

5. Lead by Love!

6. Trust your gut, not the focus group: Seize the Moment!

7. Vigor! 

8. Master your craft.

9. Work harder than the next person.

10. Show the way, walk the talk, exude confidence! Start a Passion Epidemic!

11. Change the rules: Create your own game!

12. Shake off the pain, get back up off the ground, the timing may well be right tomorrow!

13. By hook or by crook, quash your fear of failure, savor your quirkiness and participate fully in the fray!

Make Good Cars! 

In the current issue of The Atlantic Monthly, Alex Beam reviews Roger Lowenstein’s Origins of the Great Crash. Lowenstein at one point refers to the management classic, My Years With General Motors, by legendary GM Chairman Alfred Sloan. “There is no mention of GM’s share price in his decision-making,” he writes. “In contrast,” Beam notes, “Jeffrey Skilling … based every decision on its effect on Enron’s share price.” 

I guess Mr Sloan was worried about making great cars! (Alas, an idea that eluded several of his successors! Life is tough!)

Brickbats!

My flashlight sucks! I carry a flashlight on my trips. (Remember, Mr Pack-heavy.) Left my trusty _________  (don’t remember brand) at home. Picked up a Garrity in Boston before I left. Arrived in Dubai. Batteries dead. Problem: CRAPPY DESIGN! It’s nice enough looking, but the sliding on-off switch can be jostled into the “on” position while passively nestled in a duffle bag. Boo!

Trash sucks! I actually love Heathrow (sometimes, as of late, I damn near live there—shades of Terminal), and despite ever-longer security lines, I think BAA (British Airports Authority) does a decent job in tough circumstances of running the joint. But I noticed (it shouted at me) as I boarded my plane for Dubai that the jetway was … filthy. Not “filthy,” but … FILTHY. DIRTY. FOUL. DISGUSTING. A stunning amount of garbage, etc. Sure, it’s BA/British Air that maintains the Rolls Royce engines that will propel me skyward … but paddling through Filth on the way into the plane is not a confidence builder! Boo! 

Microsoft … !  I avoid the “sucks” here not out of fear of Microsoft, but because I may be wrong. In my hotel room in Dubai, I can’t get into AOL via high-speed access. Hence, I’m using MSN Internet Explorer. But when I access AOL via MSN, there are a hundred easy, normal things I can’t do when I’m on AOL directly. Could be AOL’s fault. (They’re 100 miles from faultless.) On the other hand, believer in conspiracy theories that I am, I tentatively point the finger (#3?) at the Beast of Redmond for making sure my life is complicated because I normally “default” to AOL. Boo … somebody!

14S, 65R … Hike!

When the next Congress convenes, there will be 14 women in the Senate, 65 in the House. Not good enough, but up from 2 in the Senate, 21 in the House in 1980. The Senate also will have 1 African-American, 2 Hispanics and 2 Asian-Americans … up from 0, 0 and 2 in 1980. The House will seat 40 African-Americans, 23 Hispanics and 5 Asian-Americans … up from 17, 7 and 3.

Could be better. Could be worse. But glacial though it doubtless seems to many, that’s a pretty sizeable shift in a quarter of a century. All you LBJ-bashing, aging hippies … put a flower on the old boy’s grave for the Civil Rights Act, etc. The grand total will be 152 minorities in ’05 (out of 535 total), up from 52 in ’80.
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Tidal Surge …

Dubai. Lounge reading. Flying to London.  More HEADLINES:

 “EU Spells Out Trade Threat From China. Asia Storms On Every Front”—The Daily Telegraph/11.30.04

“China, ASEAN Sign Accord To Lift Tariffs By 2010”—The Wall Street Journal Europe/11.30.04 (thus creating “the world’s biggest free-trade area”)

“Markets Covet China IPOs”—The Wall Street Journal Europe/11.30.04

“The Three Scariest Words In U.S. Industry: ‘The China Price.’ A Massive Shift In Economic Power Is Underway.”—BusinessWeek/Cover/12.06.04 (A little piece inside the Cover Story is titled “Does It Matter If the U.S. Isn’t No. 1?”)

Comments?

Amazing Dubai!

Had a superb time in Dubai at a two-day leadership forum. My UAE hosts were welcoming to a fault, and participants were as eager as anywhere in the world … and that may be understatement. While the nasty side of the Middle East dominates the headlines (to the point that I wondered what my welcome would be like), the “other side of the story” is worth broadcasting. The 2,500 execs in attendance were hungry for the message from the likes of me, Lester Thurow, Alan Toffler, Mike Porter … and “Rudy-and-Jack” (Giuliani & Welch, the Dynamic Duo of ConferenceLand these days). I pulled no punches, was my typically noisy self, and ended up with a small basketful of invitations to hurry back—including the makings of an offer to workshop on enterprise and economic transformation with the Jordanian cabinet. On the personal side, I absorbed nothing but genuine warmth, as evidenced by several offers of home cooking, Middle Eastern style.

And if there is a more energetic city/city-state than Dubai, I don’t know where it’s hiding. What an Architectural Feast & Fantasy Land! Dubai, rather short on natural resources, and long a trading hub, is more or less modeling itself on Singapore.  Some proof of the vitality: The day I arrived Addar Properties, a real estate conglomerate, had its IPO. Headline the next day in Gulf News: “Addar IPO Subscription Far Exceeds UAE GDP.” Ye gad! The IPO was over subscribed by a factor of 458, perhaps a world record. There may well be a bubble in the making here, but it is nonetheless an unequivocal testimony to bursting-at-the-seams energy level in the Gulf States.

My Hatchards Addiction!

I love bookstores … even in the age of Amazon. And there is none I love more than London’s Hatchards, on Piccadilly, est. 1797). I made my annual Christmas pilgrimage there this afternoon (I added a day to my voyage from Dubai to Boston expressly & solely to go to Hatchards) … and emptied my backpack in anticipation. Ha! I ended up expressing a big box home. And also ended up with a $900 book bill, high even by my standards. (I’d brought a list, thanks to The Economist’s best books of 2004 selections, but put it aside for unfettered binging in short order.) The only thing I missed—by just one day—is the Christmas authors’ night. The British literary establishment, fiction and non-fiction, attends, sit patiently at little tables scattered all about the 4 floors of books, and sign and personalize their works. (I stumbled on this remarkable event a couple of years ago.) My special treat—yes, for myself—is N.A.M. Rodger’s The Command of the Ocean: A Naval History of Britain, 1649-1815, recipient of rave reviews. It weighs in at 907 pages, but yes, Susan, I am including it in my carry-on, bad back not withstanding.

Once again … THANK YOU MOM PETERS! She made me the marrow-sucking, reading-maniac I am today. Nothing contributes more to my personal and professional well-being. The thought crossed my mind that I’d happily spend the rest of my life in a condo above Hatchards, slipping down to exchange books at a second’s notice.

(On a controversial-to-some note-from-the-stacks, I picked up a wonderful member of the delightful Penguin Books’ Great Ideas series: Charles Darwin’s On Natural Selection. This little extract from The Origin of Species is 4-inches X 6-inches, and runs 117 pages. I plan to carry it with me permanently, as a Totem, along with the likes of my books on Breathing. One reason is to underscore my devotion to science and progress … and express to myself my abiding dismay that so many millions of my fellow citizens are unconvinced of evolutionary theory. I guess it turns out that my generic disposition toward tolerance has limits.)

100 Ways To Succeed #33:

OUT-READ ‘EM!

Read!

Read Wide!

Read Deep!

Read Often!

Surprise Yourself With Your Reading Picks!

Out-READ the “Competition”!

Take Notes!

Summarize!

Share With Others What You Read!* (*Not to impress them, but to practice what you’ve learned.)

Create/Join A Reading Salon!

Cultivate A Learning-Curiosity ADDICTION.

Read!

12.02.2004

12.02.2004. BA213. Heathrow-Logan.

“China Widens Access for Foreign Banks”—Headline/Financial Times/12.02.2004

“Foreign Inflows Push India’s Stock Market to Record High”—Headline/Financial Times/12.02.2004

“The ‘Insourcing’ Problem”—Headline/OpEd/Wall Street Journal/12.02.2004 (“”Total flows of Foreign Direct Investment capital into the U.S. have collapsed since2000—from a peak of $314 billion in 2000 to $29.8 in 2003. No doubt some of that decline is a cyclical response to the giant surge in the late 1990s. But some of the falloff might be structural. In 2003, for the first time, China attracted more FDI than the U.S.”)

Born? Or made?

One thing is sure … WE WON’T SOLVE IT HERE! “It,” being a query within a Comment on my Nelson post. Upon reading my post, our colleague was moved to say that surely such leadership traits are born ... and that’s that. 

On this eternal issue, I’ve come down on the “born” (more accurately, born or bred early) side more than the “trained” side more than most of my colleagues—no surprise since many of them are leadership trainers! 

Intelligence, dispositions such as energy and enthusiasm, and the likes of a proclivity for hard word work are pretty well set in something like stone before we “employers” get our mitts on a person. 

Consider: I worked briefly with a speaking coach decades ago. He declared me a “pleasure” to work with. I remember him saying, “Tom is a lot easier to work with someone energetic—and try to help them round off the rough edges—than it is to try and ‘spice up’ a turnip.”

I think that personal vignette is very near the heart of the manner. There is—clearly!—some stuff that one can help with. I had a colleague, a fine and caring person, who never took the time to send “Thank you” notes or perform other overt acts of recognition. (My assessment: He had been raised in a very reserved setting, and one mostly kept one’s 

emotions to oneself.). Now if this person had been a misogynist, I wouldn’t have bothered. But that not being the case, I banged on him for a period of years—and today he surpasses me in this vital area of human interaction.

There are a lot of things, then, that can be brought to life, or things that have worked for others that one can be made aware of. I’ve observed—back to Nelson—that a lot of high-powered leaders, up to and including U.S. Presidents, devour good biographies and autobiographies. Read enough, a few hundred I should think, and one sees some commonalities in the way certain types of situations are handled–e.g. building support for unpopular causes, such as Roosevelt’s efforts to convince a skeptical Congress of the wisdom of going to England’s aid in WW II.

Bottom line: Train “fundamental dispositions”? Tough!  Provide a bushel of useful strategies for working with people and situations? Yup!

To allow myself to lean a little to the “trained” side, I admit that I am trained in part as a Rat Psychologist. (No, alas, I didn’t inspire Spencer to write Who Moved My Cheese.) Thence I believe in the primacy of repeated positive reinforcement—even when dispositions are at issue. Get a person hooked on Toastmasters, for instance, and after she or he has declaimed in public 50 times, the “Inherent” Fear of Public Speaking will indeed wane, even if one does not become the next Reagan.

Minimum “New Work” … SurvivalSkills2005

In Re-imagine! (Chapter 19, “Re-imaging the Individual: Life in a ‘Brand You’ World”), I offered a 10-item “Survival Kit.” I had occasion to use the list/kit recently in a presentation, and ended up fiddling with it. Hence I present to you here my somewhat cryptic (but I think basically comprehensible) SurvivalSkills2005:  

Mastery! (Best/Absurdly Good at Something!)
“Manage” to Legacy (All Work = “Memorable”/“Braggable” WOW Projects!)

A “USP”/Unique Selling Proposition (R.POV8: Remarkable Point of View, captured in 8 or less words) 
Rolodex Obsession (From vertical/hierarchy/“suck up” loyalty to horizontal/“colleague”/“mate” loyalty)
Entrepreneurial Instinct (A sleepless … Eye for Opportunity! E.g.: Small Opp for Independent Action beats faceless part of   Monster Project)
CEO/Leader/Businessperson/Closer (CEO, Me Inc. Period! 24/7!)
Mistress of Improv (Play a dozen parts simultaneously, from Chief Strategist to Chief Toilet Scrubber)
Sense of Humor (A willingness to Screw Up & Move On)

Comfortable with Your Skin (Bring “interesting you” to work!)
Intense Appetite for Technology (E.g.: How Cool-Active is your Web site? Do

you Blog?)
Embrace “Marketing” (Your own CSO/Chief Storytelling Officer)
Passion for Renewal (Your own CLO/Chief Learning Officer) 

Execution Excellence! (Show up on time! Leave last!)

Over to you …

Shore to Shore! Cover to Cover! Hooray!

A small miracle occurred! A first! I read a poetry book cover-to-cover … and in one sitting no less! (London-to-Boston.)  Not bad for a Civil Engineer!

I do read poetry, but not well. In Hatchards (see yesterday’s post), I happened upon The Nation’s Favourite Poems, a BBC Book.

I LOVED IT! 

In 1995, The Bookworm, a popular BBC program, decided to conduct a poll on England’s favorite/favourite poems. Many were skeptical, the editor reports, expecting a low response, or results dominated by Shakespeare or “dirty limericks.” Instead 12,000 votes were cast, and a very eclectic list was birthed—topped by Rudyard Kipling’s “If” (“If you can keep your head when all about you …”) and favored with just two from the Bard.

Whatever. Worked for me. And perhaps for some of you. I’m going on vacation in Kaua’i after Christmas, and it’s my plan to go another step … and read these 100 aloud to my wife. (Who probably memorized half of them decades ago.) I’ll report to you in ’05!

Return From The Edge. Roll Credits.
Thus my last major “road trip” of 2004 winds down. When BA213 kisses the jetway in Boston in 3 hours, the tally will be: 57 days. 63,000 miles. 8 states. 9 countries. 24 speeches-seminars. 1 happy accountant. (I did squeeze 2 visits home, for 7 days.)

 I’m exhausted, but loved every minute of every speech and interaction with my Clients … and only hope my enthusiasm for these fascinating times was/is contagious … from Dubai to Torrey Pines CA!

(WHAT A LUCKY GUY: I TRULY LOVE WHAT I DO! AND LITERALLY LIVE FOR MY CLIENTS!)

And: Public “Hoorays” to the amazing “BIW” (Best-In-World) band who represent me in the world-at-large: The Washington Speakers Bureau. Alexandria’s gang-that-always-shoots-straight and I have been married for 2 decades now! Also, another Roar of Appreciation to our Executive Events Director in Manchester Center VT … Abbey Bishop … who has injected sanity and operational excellence to my recent madness. Plus a “hats off” to you … BlogCommunity has become on-the-road-family since I activated the Blog part of this site on 27 July … 49,000 words or so ago. (Plus comments!) You in turn can Cheer … Cathy Mosca … who manages the site’s blogging activities and is also responsible, among many other things, for the integrity of my jillion PP presentations.
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Read it! Now! Damn it! (Please!)

Anyone who cares in the least about a loved one, or their own well being, must … MUST!!!!!!!!!!!! … read/absorb/inhale Dr (surgeon) Atul Gawande’s “The Bell Curve: What Happens When Patients Find Out How Good Their Doctors Are?” in The New Yorker/12.06.2004. It is simply the best-most profound health“care” article* I have ever read ... by a long shot.

(*Until patient care & patient safety & outcomes measurement & physician-acute care center accountability improve dramatically, I vow to spell h_____c___ as you see above: health“care.”) (I also now call hospitals “killing fields” … e.g., recent stats show an unnecessary hospital death in the U.S. every 2 minutes, 38 seconds.)

Dr G: “It used to be assumed that differences among hospitals or doctors in a particular specialty were generally insignificant. … But the evidence has begun to indicate otherwise. What you tend to find is a bell curve: a handful of teams with disturbingly poor outcomes for their patients, a handful with remarkably good results, and a great undistinguished middle.

“In ordinary hernia operations, the chances of recurrence are one in ten for surgeons at the unhappy end of the spectrum, one in twenty for those in the middle, and under one in five hundred for a handful. A Scottish study of patients with treatable colon cancer found that the ten-year survival rate ranged from a high of sixty-three percent to a low of twenty percent depending on the surgeon. …

“It is distressing for doctors to have to acknowledge the bell curve. It belies the promise that we make to patients who become seriously ill: that they can count on the medical system to give them their very best chance at life. It also contradicts the belief nearly all of us have that we are doing our job as well as it can be done.”

The stunning, appalling, fact-drenched article uses Cystic Fibrosis, where data has been rigorously collected (oh so rare!), as a case study. Gawande reports, for example, that among the “best” (quotes again!) specialist CF centers, expected longevity systematically varies by 15 years!

Frankly, a drugged out newsboy wouldn’t be as sloppy at running his business as is the average hospital-medical specialty. And I, with one wee voice, refuse to urge “doable steps,” as one attendee at a health “care” lecture I gave urged. I want … Revolution.

I am accountable for my actions! I am measured against my peers by Clients and the whole damn planet every damn day! So are you! Why not His Preciousness, your Doc/Surgeon? Why not hospitals? Cut the crap! Shove the excuses! I personally have no problem spending 15% of our GDP on health“care.” I have a big problem spending that much for crappy, uneven, unmeasured results! 

The emperor has no damn clothes! He ain’t wearin’ shorts … and he sure as hell doesn’t merit a white coat! He is … STARK NAKED … and someone/s needs to say so/shout so … LOUDLY!  (I hereby volunteer.)

P.S. Yesterday’s (12.05) Boston Globe Magazine, headline, p 30: “Left Behind: The stories are scary. A patient finds that his surgeon left a sponge or maybe a clamp in his body. But Atul Gawande is trying to write happier endings.”

P.P.S. See also Gawande’s prize-winning, readable, profound Complications.
P.P.P.S. See my Special Presentation, Health“care”: The Rant.

Please …

Read

This/These 

Article/s.

Please …

Forward to … 

Docs-you-know …

Hospital administrators-you-know …

With the Following Note:

“WHY?

“WHY?

“WHY?”
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Gerstner.
It appears we are to have an intelligence czar with unprecedented power … and responsibility. The question will soon turn to … WHO? 

I wish to offer a nominee. And I am thoroughly confident in the correctness of my suggestion, no matter how implausible a political likelihood.

Lou Gerstner.

Lou is smart. (Understatement.)

Lou is tough … a “culture buster.” (Understatement.)

Lou is unflinchingly honest. (Understatement.)

Lou gets things done. (Understatement.)

Lou gets & thrives on Big Org politics.

Lou grasps the Big Picture.

Lou sweats the details.

Lou’s only shortfall is the lack of experience with a start-up, which the new intelligence apparatus is in many respects. 

I could elaborate on any of the points above, but will choose but one: Lou is a ... Culture Buster. In his autobiography, Who Says Elephants Can’t Dance, Gerstner admits the following: “If I could have chosen not to tackle the IBM culture head-on, I probably wouldn’t have. My bias coming in was toward strategy, analysis and measurement. In comparison, changing the attitude and behaviors of hundreds of thousands of people is very, very hard. [Yet] I came to see in my time at IBM that culture isn’t just one aspect of the game—it is the game.” And it “is the game” for the new intelligence honcho. Frankly, I guessed that no one could break—and then remold—the IBM culture; I fully expected that the Board would eventually have to revert to the pre-Gerstner strategy and break up the company. In fact Gerstner did effectively destroy and then remold IBM, and most important to the new intelligence job, mostly vaporized the dysfunctional barriers between IBM’s former baronies. This is something, in the corporate world, that stands 10.0+ on the Difficulty Scale … and is a challenge that is 10X more significant than the sorts that, say, Welch faced at GE at the same time.

Washington is of course in a League of Its Own. Perhaps no one is up to the job.  Let us just pray that Mr Bush and Mr Rove don’t appoint a political hack and/or “Yes man.”

N.B. On the topic of “dysfunctional barriers,” you could do worse than to spend time with former Microsoft COO Robert Herbold’s The Fiefdom Syndrome. It’s perhaps the first book exclusively devoted to Barrier Busting. In Herbold’s case he was quite successful at thwarting the growth of such barriers as Microsoft rapidly grew to Giantism.

I anxiously await your picks for I-tel Czar …

“Top Line,” If You Please!

My snailmail offerings recently included an opportunity to donate to the Stanford B.School. (Admission, though reluctant: I’ve done so in the past.) Part of the inducement was a photo of four recent Deans. To be sure, one bagged a Nobel in Economics; however, he’s offset by another who was chief of Enron’s board audit committee. 

But it was something else that struck me: the quartet represented: finance, economics, accounting, finance. What’s missing in this picture?

Duh! 

THE TOP LINE!

And so I was led to wonder:

Will my alma mater ever have a … MARKETER  … as Dean?*

Will my alma mater ever have an … ENTREPRENEUR … as Dean?*

Will my alma mater ever have an … INNOVATION GURU … as Dean?*

Will my alma mater ever have a … SALES SPECIALIST … as Dean?*

Will my alma mater ever have a … PEOPLE/HR PERSON …. As Dean?* **

(*Fat chance!) (**HR/People Person is not, strictly, “top line” … though it’s a helluva lot closer than accounting!)

Now this will surprise you, but I’d vote (this is a “voting” day ... see riff on Gerstner above) for bringing back a deposed prof, who was a student favorite: Jim Collins! Actually, I’m not so sure Jim is a “top line” guy … but at least he’s not from the finance-accounting-economics school-of-passionless-management. Hey, a guy who invented B.H.A.G.s—Big, Hairy Audacious Goals—can’t be all bad!

No, Jim!

Don’t want to give Jimbo (Collins) too much of a Free Ride. I just blurbed a superb new book, The One Thing You Need to Know, by Marcus Buckingham (first famous as co-author of First, Break All the Rules); I went so far as to compare him with the otherwise incomparable Peter Drucker. I’ll tell you more later, but for now I just want to offer up his swipe at a Collins-ism to which I am inalterably opposed. Buckingham: “Although I appreciate what Collins was railing at—egomaniacal leaders such as Al “Chainsaw” Dunlap, Dennis “Shower Curtain” Kozlowski, and Jeffrey “Off Balance Sheet” Skilling—the most effective leaders are not self-effacing and humble. In fact, a powerful ego, defined as the need to stake grand claims, is one of their most defining characteristics (although, obviously, not the only one).”

Yup.

A “Finance Guy” Votes “Top Line”!

Consider this sterling exchange, published on 12.05, between Warren Buffett and a Boston Globe reporter (the occasion was a Jordan’s store opening—Jordan’s is a Mass. corporation.):
Reporter: “Why did you buy Jordan’s Furniture?”
Buffett: “Jordan’s is spectacular. It’s all showmanship.”

More Buffet #1, the Great Man responding to a question about why his Berkshire Hathaway annual reports are so readable, some say “down to earth”: “I write the report for my sisters Doris and Bertie. I pretend when I write that report that they’ve been traveling for a year. I tell them what I would want to know if I were gone for a year and they’d been in charge.”

More Buffett #2: A BizWeek Cover Story addressed similarities (many) and differences (just one) between Buffett and Eddie Lampert, King of Kmart (and now Sears). The similarities included an emphasis on long-term value, mature industries, and holdings in a small # of companies. But the Big Difference is telling: Buffett buys gems (like Jordan’s) and helps build them; Lampert believes he can make silk purses of sows’ ears. (To me, the word “delusional” pops to mind in the latter case—sorry.)


Quote Of The Day
“The less people like their jobs, the more they focus on balance.” —John Wood, 
ex-Microsoft Asia exec (from the new worthwhile)

Comments?

12.09.2004

More important Than The Intelligence Czar?

In the mid- to long-term there might be something more important than the war on terror; namely the effort to keep the American economy atop the league standings amidst turbulent times and in the face of the rise of the likes of China. Thus yesterday’s post concerning a potential intelligence czar may be less important than today’s disturbing news that John Snow is staying on at Treasury. Personally, I was hoping (praying?) for a Republican Robert Rubin, a steadying Wall Street hand who understood the gravity of the likes of the plunge of the dollar. Hey, the lunatic fringe (often the canaries in the mine) are already, according to The Wall Street Journal, talking about our losing our AAA debt rating—a genuinely traumatic occurrence, no matter how far fetched.

The Economist this week (4-10 December) features as cover story “The Disappearing Dollar.” Subtitle: “America’s Policies Are Putting at Risk the Dollar’s Role as the World’s Dominant International Currency.” I do not pretend to be a macroeconomic expert, but I don’t think it takes such an expert to smell the current state of fiscal irresponsibility—perhaps even “recklessness” is merited. I am admittedly not thrilled with the results of the past election. On the other hand, I have no interest, personal or as a citizen, in seeing the other party triumph by default in 2008 because the country is trapped in an economic maelstrom. Among other things, when the economy spirals out of control both parties’ remedies tend to be politically short-sighted nostrums that invariably make things worse, not better. It seems to me, then, that Y2005 is s good year for modest economic alarmism. And, facts-on-the-ground being facts-on-the-ground, I do dearly hope that the so far insipid Snow-man finds a steel spine & a bushel of resolve under his Christmas tree. 

A parting Xmas message from me to our Treasury chair-holder: (1) The debt- and trade-driven plunge of the dollar does matter! (2) We are not so big and thence invulnerable-invincible as to be able to make the world mindlessly dance to our jig forever!

12.16.2004

Manchester Summit!

We had a Blast! I had a Blast! What an Incredible Group! My head is spinning … alas, spinning toward England, now back from England. (With a quick Kevin Roberts/Saatchi/Lovemarks stop in between.) I haven’t had time to process it all. For the best notes so far, go to Jack Covert’s 1800ceoread.com/blog.
More later.

MVP2004

For 10 years I wrote a syndicated column, with the Chicago Tribune as my flagship paper. My favorite annual column was my yearend “MVP” awards. Blogging now presents the same opportunity. So … here goes:

MVP/Biz. Cirque du Soleil takes this one. “The product” of course defines WOW! and “experience.” But most everything else tops the charts as well—from huge R & D investments to mastery at strategic alliances (in the likes of Las Vegas) and damn sound financials.

Runners up: Another Canadian entry, British Columbia-based London Drugs, is my retail pick. Incredible distribution, superb design-merchandising, a brilliantly trained staff and “go for it” top management are all part of a very pretty picture.

Financial services get three honorable mentions, all fit for the # 1 slot: An amazing group of Washington DC-area investment bankers, FBR/Friedman Billings Ramsey, have a Unique Selling Proposition in a me-too world, an entrepreneurial-unconventional staff—and the pleasure of being hundreds of miles from New York. NJ’s Commerce Bank is eating up the East Coast with Cirque du Soleil-level “experience” provision in retail banking—all sung to their favorite tune of “WOW!” (Oh yes, and numbers to die for!) Progressive insurance CEO Peter Lewis almost attained a dead heat with George Soros in the political donations race. He backed a loser, it turns out ... but most everything else came up roses for Lewis and Progressive. A terrific talent pool, a bias for action, and IS-IT driven fanaticism for speed are among star traits. 

The fifth and last runner-up slot goes to South Bend’s Memorial Health System; while I’ve ranted and raged about acute-care centers, Memorial is inventive & caring & very quality conscious. Hats off to CEO Phil Newbold and his team!

MVP/Chief. Co-winners here. From education, Dennis Littky, boss of Big Picture schools and creator of Providence RI’s Met school. This is education as it might be! Kids at Big Picture’s 24 public high schools, from disadvantaged neighborhoods, are deeply engaged in sophisticated projects of their own making—and the anchor school in RI has, no bull, a 100% college acceptance rate among the 75% of kids who apply; moreover, almost all stay the advanced-education course. 

The co-recipient is Narayana Murthy, founder and Chairman of India’s peerless IS superstar … Infosys. Infosys is growing like topsy, competing effectively against the IBMs and Accentures … and Murthy’s vision is no less than that of global architect of game-changing industry transformations. Once more: WOW!

Perpetual honorable mention: Richard Branson. Now he’s off to outer space! If his be business, I’m all for it!

MVP/CIO. Hats off to Dave Holland of Genesys Regional Medical Center. No set of CIOs are more important than those in healthcare. They can save more lives than docs! Dave is! (Though he’s the first to acknowledge he’s only scratched the surface. Hey, keep on scratchin’ Dave!)

MVP/Winning “Experience.” The opened envelope reveals the winner as Maxine Clark’s Build-A-Bear. The company, which just successfully went public, provides scintillating experiences for kids by the tens of thousands. Maxine’s Build-A-Bear Website is also a/the Top Pick in my book (or, rather, Blog).

MVP/BigIdea. Ideas move mountains, especially in turbulent times. And my kudo for 2004 goes in a flash to Lovemarks, the product of the fertile-iconoclast mind of Kevin Roberts, CEO of Saatchi & Saatchi Worldwide. Roberts argues vociferously … and with a ton of data to support him … that traditional branding practices have become stultified. What’s needed are customer love affairs, iPod or Harley style. Roberts lays out his grand scheme for Mystery, Magic, Sensuality, and the like in his gloriously designed book … Lovemarks.

MVP/TransformationalTool. What else … Blogging! It’s changed my life in 2004. Not to mention Howard Dean’s! The Dean campaign, though ultimately unsuccessful, clearly altered politics forever, and in a fundamental way. “Only Connect!”/“Conversation Rules!” is/are the rallying cries in most every sphere of life … courtesy Bloggers of every description.

MVP/Department-of-I-Told-You-So! eBay. Amazon. Google. Et al. The Web Rules! We champions-from-the-90ies-of-the-New-Economy chortle each & every day! Yo, like we said ... it’s WebWorld!! (On the Crass & Crude & Capitalist side, see Holiday Web sales stats. Another BigWow!)
MVP/BizGuru. Winner, in a runaway … Martha Barletta. Marti is the most vociferous and accomplished spokesperson-presenter in the mega-opportunity-world of Marketing to Women. If I know anything, it is a masterful presentation! (Masterful = Compelling Idea, Mountains of Persuasive Data, Brilliant Delivery.) Again: WOW!

MVP/Book. My top pick for 2004 is Crucial Confrontations, by Kerry Patterson, Joseph Grenny, Ron McMillan, and Al Switzler. In my forward, I said “If you read but one business book this year …” I meant it! The authors, I contended/contend, have discovered the Double Helix of organizational effectiveness. My runner up choices are: James Suroweicki’s thought-provoking The Wisdom of Crowds: Why the Many Are Smarter than the Few and How Collective Wisdom Shapes Business, Economies, Societies, and Nations. And David Wolfe and Robert Snyder’s Ageless Marketing—by far the most persuasive book yet about the stupendous Boomer-Geezer market opportunity.

MVP/Cool. iPod. Obvious? Sure. But what else? 

MVP/Winning Streak. Steve Jobs. Who else? (Even his losses, like Lisa, have been wins.) (Jobs retires this award!)

MVP/Drop-dead Gorgeous. As an (old) Civil Engineer, I marvel-drool at the beauty of France’s Millau bridge over the Tarn River, opened this Tuesday! Huzzahs to British architect Norman Foster and, of course, the French.

MVP/Country-on-the-Move, Country-on-the-Make. China. Appropriate phrase: Ye gads! Next up: More “Ye gad!” Has a day passed of late without a breaking & big China story?  

MVP/Regions. Red States. And … Blue States. Both are full-scale partners in the amazingly diverse & resilient experiment called the United States of America!

Goats. (1) Health“care” quality in acute-care centers. (2) Overly restrictive visa policies that are turning the day-after-tomorrow’s winning entrepreneurs & Nobel Laureates away from our universities & labs & shores. Fixing this will not compromise our security. (2A) America’s dimming reputation, however necessary our aggressive actions may be, which could stunt or even reverse our world leadership in the long-ish haul. (3) The Total Lack of Fiscal Discipline within the Borders of the District of Columbia. (4) CEOs who don’t “bet the farm” on New Technology, and seek but incremental change—bad “legacy” move!

Your nickel, please. Catcalls. Alternate nominations. Additional categories & winners. I’ll Blog a “Best of” Your Winners & Goats around the end of the year.

100 WAYS TO SUCCEED #34:

Make 2005 “PlayTech Year”

Regardless of what you “do for a living” promise yourself to “play” with technology this year. We had a lovely session at our ManchesterSummit, introducing one and all to Blogging. (Thanks, Halley Suitt!) 

DO YOU BLOG?

Rewriting History!

BusinessWeek thrashes (and thrashes!) Coke in its December 20 cover story, even discounting some of the legendary Roberto Goizueta’s achievements from 15 or 20 years ago—claiming they were partially chimeras of clever+ balance sheet engineering. Frankly, I was not overly surprised. I was never the fan of Goizueta’s Coke that many were. (Fortune adored him, along with another fella, from GE, who also engineered the hell out of his balance sheet.) By contrast, I’ve been a long-time PepsiCo aficionado, and have and do far prefer Pepsi’s boisterous, decentralized, entrepreneurial ways to those of their stately, centralized, sagging competitor from Atlanta.

Populism Rules!

Just back from London. Susan made three brilliant restaurant choices during our brief 2-day stay. She gets the lion’s share of the credit—and the rest goes to Zagat’s. How did we live without ‘em? Bigger point: Amazon and Zagat’s are part of the Populist-Web Megatrend. I trust Amazon reviewers (collectively) far more than the peculiarities of the New York Times Book Review. And I trust Zagat’s far more than Frommer’s or some Blue-Green-Red guide. The Web is the Great Democratizer—and I also refer you again to Mr Suroweicki’s The Wisdom of Crowds (see above, MVP awards). Crowds often “get it right”—and I for one salute the “crowd” of volunteers at Zagat’s that contributed to my gustatory wellbeing in London.

Long, Late, Lingering Lunch Rules!

Susan and I had a lovely, lingering lunch in London on Tuesday. (Greenhouse—superb restaurant pick!) Made me aware of how seldom I have long, lingering, late lunches with my spouse. I highly recommend it!

News in Brief, News Worth a Snooze?
Sprint-Nextel. Ho hum. Saving grace? Maybe it will make hapless Verizon vaguely responsive to its customers. I find Verizon “service” so bad it’s not worth space commenting on. 

Fannie Mae. Its $9 billion write off? Well, I guess that means “good-to-great-to wretched,” eh Jim? (I’ve had a few of those! Think Wang!)

Quote of the Day

“Poor people need low prices. Wealthy people love low prices.”—ACNielsen analyst, on the fact that customers with incomes of >$50,000 are the fastest growing demographic for soaring Dollar General & its dollar-kin.

12.17.2004

LOVE!

I love Chicago!

LOVE!

Almost instant MVP material! The positive attitude of all staff at Borders on the Magnificent Mile/Michigan Ave was a huge ... WOW!

"Good to ... Ouch!"

Basics run to Walgreens on Michigan Ave/Chicago. A "good to great" company. Could they be the world's worst merchandisers? Could well be. Looks like someone used a Giant Shot Gun to fire goods randomly around the store. (Looks this way all the time, not just holiday season.)

Real Estate Joins Club Crushing Competition! Big Time!

Upon being questioned by a member of the audience concerning slipping commissions, I drew a rueful laugh when I snippily retorted, “Get over it.” I added, “Be thankful for how long your Monopoly lasted, and when you do hold your Weeping Party, don’t invite Stockbrokers—their fee structure means they can hardly afford Cab Fare to your whinging party, so the sympathy will doubtless be in short supply.”

Truth is, I had a ball during my 90th and Last seminar of the year—to the Very Progressive … Houston Association of Realtors. Texans are fun to be around to begin with, and I as usual got a great kick out of dealing with yet another Profession coming … Under Direct Siege. After years of an almost guaranteed 6% commission … The Web Has Arrived. I spent hours patrolling the likes of LendingTree.com, ZipRealty.com, ServiceMagic.com, HomeLoanCenter.com, HouseValues.com, forsalebyowner.com and homedepot.com. The array of online services, advisory to turnkey, is staggering … and growing daily-exponentially. (And attracting aggressive players like Barry Diller and Cendant.) 

Some 70% of prospective RE residential purchasers now start their search for home & agent on the Web; those who so utilize the Web spend on average 1.9 weeks with a live Realtor, vs 7.1 weeks for the non-Webbies. Realtors pay 25% or so—a Big Deal—of their fee for on-line generated leads from 3rd-party providers, and commissions in general are more like 4.5% than 6% these days and headed for the Rio Grande. Talk about trauma-for-traditionalists! (The industry, including Houston, sports a, shall we say, sizeable share of Gray Hairs.)

The Houston Association of Realtors, typically considered best-in-breed nationally, has its own brilliant & aggressive & high-investment Web site, HAR.com. Unlike many of its sister associations, HAR is urging members to progressively live with and take advantage of the changes; other associations are following the futile “genie-back-in-the-bottle” approach, and frequently using their formidable local political clout to shut down public-listing sites in their locales. Talk about baying at the moon! Eventually, the courts will stop the silliness, but not before the Luddites lose another few years playing defense. 

My Tom-message was fourfold: (1) The Web is here to stay/You ain’t seen nothin’ yet. (2) Make the Web and the New Services your allies & partners, make them work for you, not vice versa. (3) The old commission structure is DOA—get on with life. (4) Respond to competition by Leaping Up the Value-added Chain … and offering Irresistible Experiences of the Cirque du Soleil variety. 

As some of you know, I just returned from England where I participated with Saatchi’s Kevin Roberts in a Microsoft Webinar on KR’s powerful-profound Lovemarks idea. I hawked it like crazy yesterday, as I did with Lawyers a few weeks ago. I demanded (Can a consultant “demand” anything?) that my Newfound Houston Realtor Pals begin 2005 by responding to my 2 questions: (1) WHAT’S THE “DREAM” THAT YOU OFFER? (2) How do you become a … LOVEMARK?

I insisted I was not “talking at” my Clients, but “with” them. Hey, I, too, am caught in exactly the same pincer movement: (1) On the high end, the “guru market” supply-side is outpacing the demand-side. (A recent Variety story claimed there are 150 speakers priced at or above $40,000 a pop—up from 1 when I effectively invented the “guru industry” 20 or so years ago.) On the other/lower end of the-my market-spectrum, eLearning is eclipsing classroom training at an extraordinary rate. All fine with me! I well know that I must work night & day—including this Blogging—on my Lovemark!

Welcome to 2005, Realtors. (And Lawyers.) (And “management gurus.”) (And just about everybody, including the hundreds of thousands in the “I’ve Been Outsourced2005 Ranks.”)

Come in, Houston!

Message:

Think/Obsess “Offense.”

Become a Lovemark!

NB: Houston/HAR, thanks for making my Grand Finale2004 a Peak Experience! And being such gracious Hosts! 

NB2: For those interested in this market, see the Wall Street Journal (12.06.2004) piece “It Will Still Take Time, But Net Is Modernizing Home Buying, Selling.”

100 WAYS TO SUCCEED #35:

Lovemark or Bust!

(1) Enjoy your Holiday Season!

(2) Between now and 1JAN2005, invent 10 actions, solo or with pals, to Launch Your “Lovemark Journey2005.”

(3) Focus directly—Architect or Lawyer or Realtor—on the following “KRWs”/Kevin Roberts Words: Mystery … Magic … Sensuality … Enchantment … Intimacy … Exploration.

(3A) The words in #3 above Do Apply to You!

(4) Develop a “No Bull” Action Schedule that includes 2 Hard First Steps by 10JAN05, 5 Hard First Steps by 01FEB05.

(5) Report back to this Website, tompeters.com.

Pronunciamento: I HEREBY DESIGNATE, IN ACCORDANCE WITH THE POWERS GRANTED TO ME (the Inalienable Right To Blog) THAT 2005 IS PROCLAIMED AS “THE YEAR OF THE PROFESSIONAL SERVICE LOVEMARK.”

Welcome aboard!

NB: Can we start a Continuing Dialogue around … Becoming A Lovemark?

Alas …
Nope! No “bad service” airline stories from me! My attitude is one of … sadness. Fly IAH to ORD via DFW last night on American. (I’m a 2-million mile guy, Member of the Admirals Club since 1977.) Houston: PA system out at gate, a problem as we were both overbooked and subject to a “mechanical.” Eventually arrive in Chicago (hey, I really didn’t expect—or need—a snack of any sort on the combined 3 hour, $800 flight); no one at the ORD jetway at 11PM … we wait about 15 minutes. My bags arrived, thankfully—as I was next to the lost baggage line, about 40 deep, with 1 employee painstakingly processing claims, at 1130PM. 

It’s Catch23! (One worse than Catch22.) To deal with horrific losses, AA and the Other Decrepits are all very short staffed … hopefully not extending to Mechanics! (Don’t want to go there.) I am totally unemotional about the non-existent service; it’s simply pure sadness watching the Pleasure of Flight, which stayed with me for decades, deteriorate to something reminding me more and more every day of my traveling youth on Greyhound and Trailways. The equivalence, other than price, is eerie. One wee implication, not good for the airlines: I’ll take Acela from Boston to Washington to Boston for my Christmas visit to my Mom in Annapolis this Sunday. (I’d take Southwest, but the SWA lines, esp. security, at BWI must come close to worst-in-nation.) Hmmm. I used to love Hitchhiking up and down the East Coast; am I too old for that?

40 Winks

I’d like to get a good night’s sleep. But the Terror Threat makes that tough. Mr Bush has a legacy to craft. It will be around the War on Terror (yes, damn it, it is a War) and the commitment to Homeland Security. I want his Legacy to be Churchillian. Which means we need … politics aside … a Dream Team in intelligence, defense and homeland security. Of the three, Defense is in the best shape, Rummy’s miscalculations not withstanding. The man has caused a revolution in military thinking, as I see it. Intelligence and Homeland Security are different kettles of fish. 

So here’s my Dream Team. As I blogged several days ago I almost desperately want former IBM chief Lou Gerstner as the new intelligence czar. (The enabling legislation was signed into law today.) Smart. Tough. Independent. A bureaucracy buster. At Defense, I’d send Rummy packing and beg John McCain to take over. He is savvy—and would deeply appeal to the troops. 

But in these post-BernieK days, I’ve mostly been thinking about DHS. Here’s my surprise pick: Robert Rubin. He’s made his political bones as Treasury chief; he’s up to it. He’s instinctively bi-partisan. He’s urban (read New York) in his prejudices, a good thing when it comes to homeland security—face it, my beloved Vermont is not a target. He’s independent like Gerstner and McCain. (Not a “yes man” bone among the three.) And, above all, he knows his probabilities—thanks to a Big Brain and superlative Wall Street training. And I’ve decided we need, to build a lasting DHS, a human calculator who will measure and debate the odds of various nightmare scenarios and apply resources accordingly. Mr Ridge may have done a decent (too decent?) job of calming us down, but he did damn all to create a Revolutionary Organization—which I believe DHS must be if I’m to ever sleep soundly again!

Truth is, when I imagine a Gerstner-McCain-Rubin team, I go as weak in the knees as when thinking about that first, basketball Dream Team. What a trio! My “sixth man,” as they say in basketball (fourth in this case), is Giuliani—again, the words “tough,” “smart” and “independent” come to mind. 

How do you like my team? And my reasoning? Do you agree that we need—like Churchill’s cabinet in WWII—above all strong-willed, brilliant, tough leaders in all these slots? I salivate on behalf of President Bush over this Quartet; I think he would dramatically up the odds of leaving a Rushmorean Legacy behind if he truly played the “War President” role and went in a direction like this.

12.20.2004

Christmas Highlights from the Nation’s Capitol!

Yup, I got a kick last week out of the festive feel on the streets of Chicago. And last night, I was spellbound by Union Station in Washington D.C. Decided to avoid the airports … and Acela’d it Sunday afternoon from Boston to D.C. to see my Mom. That meant arriving at Union Station about 6pm. The Grand Old Lady looked Glorious in her Christmas Splendor. And I still get a chill out of reaching the front of the imposing edifice … and spying the Capitol, glowing yesterday in the snow, framed by the entrance archway to the Station.
Just Keep ‘Em Away From Me!
House & Garden (January 2005) devotes an entire issue to “The New Tastemakers: 50 For The Future Of Design.” 

Uhmmmm ….

70% are … Men.

(How stupid??? This is about  … the home, no??? Men are irrelevant, the stats show, right??? Am I missing something???)

90% of the Ms, or Fs for that matter, I’d not let within miles of my house. H & G seems to be catering to some Client with whom I find it impossible to identify (or, probably, even like)—but then I actually, I’m gonna say it out loud, prefer to … GET COMFORTABLE & COZY… in the place/s I live; you know, put on Sweats, or even Pajamas, early in the evening before settling in for West Wing or Sopranos or Seinfeld reruns—I never imagine for a moment that the Editor of Vogue (or House & Garden) might “drop in” … at least I hope not.

What are they thinking about?

The Difference Is Profound I.

I love the writer Anita Shreve. (Most women are surprised by this fact.) Just finished her magnificent The Weight of Water. No one else—and certainly no male—deals so lucidly or movingly, or consistently in such depth, with the painful tangle of what’s called human relations. Simple fact: Women appreciate complex human relationships. Men are clueless. 

Implication (I’ve said this before, but Shreve reminded me all over again): Men cannot “get” women. Period. Thence …
MEN CANNOT DESIGN PRODUCTS-EXPERIENCES FOR WOMEN. PERIOD.

MEN SHOULD, FURTHERMORE, NOT ATTEMPT TO SELL TO WOMEN. PERIOD. 

MEN WHO DISAGREE WITH THIS ARE DELUSIONAL. PERIOD.

Men approach & deal with the world in a Linear way. No twists. No turns. Little reflection, little attachment. Get the facts. Act. Move on. Let the chips fall where they may.

Women see bends and twists and reversals in every path that involves the interplay of humans.  Women appreciate & live for those bends and switchbacks; they are the essence of the human experience on earth.

Implications for every aspect of business? Profound. (Don’t tell House & Garden—see above.) 

The Difference Is Profound II.

Been studying the M-F thing for close to a Decade. Reading Anita Shreve (see immediately above) revived my awareness that my professional language-approach, the words I use, the stories I tell, my pace, my mannerisms … are in a Foreign Language for women. A thousand subtleties (not so subtleties!) of my language-approach-posture-tonality-etc. are … All Male. (No matter how aware … intellectually … I am of differences. And I am Very Aware … intellectually.) I am in fact fascinated at how incredibly little progress I’ve made … or am capable of making. 

And just think of how backwards the ones are who have not gone through my self-inflicted, decade-long “Awareness 101” tutorial.

I don’t even understand how Ms and Fs get through the days together at work or at home. Well, I guess on second thought … we often-usually don’t.

Business implications: Again … PROFOUND.

100 ways to succeed #36:

Do Your Part, Boys!

Males: TAKE PLEDGE2005!

I PLEDGE … THAT I WILL NEVER ENGAGE IN ANY SORT OF DISCUSSION OF PRODUCTS-SERVICES-EXPERIENCES THAT INCLUDE WOMEN AS CUSTOMERS-CLIENTS, UNLESS ONE THIRD OR MORE OF THOSE PRESENT AND IN POSITIONS OF AUTHORITY ARE WOMEN.   IN SUCH SETTINGS, I PLEDGE … THAT I WILL WORK TIRELESSLY TO ENSURE THAT WOMEN’S VIEWS ARE HEARD FIRST & LAST AND ARE CLEARLY INCORPORATED IN A COMMANDING WAY IN ACTION PLANS.   I PLEDGE … THAT I WILL NOT SIGN OFF ON AN INITIATIVE AIMED PRIMARILY AT WOMEN UNLESS WOMEN ARE ALMOST UNANIMOUSLY IN AGREEMENT.  I FURTHER PLEDGE … THAT I WILL BECOME A “PIONEER” IN GETTING WOMEN-CENTRIC VIEWS CLEARLY INTO THE MAINSTREAM. 

Any takers?

Thesaurus of WOW!

 “They” hate it if you call them “bankers.” “They” love it, on the other hand, when you ask to see their #s—stupendous. “They” are … Commerce Bank. These absurdly fast growing, insanely profitable “retailers,” rewriting the rules of East Coast retail banking, sent me a copy of their booklet, “Traditions.” It explicates their “Wow the Customer Philosophy.” At the end there’s “A Collection of Commerce Lingo.” I won’t define (use your imagination), but simply offer a small sample: “Fans, Not Customers.” “Say YES … 1 to say YES, 2 to say NO.”  (A staffer has to get a supervisor’s approval to say “no” to anything.) “Recover!!! To Err Is Human; To Recover Is Devine.” “Leave ‘Em Speechless.” “Positive Behavior.” “Positive Language.”  “Kill A Stupid Rule.” (Get cash rewards for exposing dumb internal rules “that impede our ability to WOW!”)  Make the ‘WOW! Answer Guide’ Your Best Friend.” “Buzz Bee.” “CommerceWOW!Zone.” (A K-12 financial education program.) “Doctor WOW!” “Ten-Minute Principle.” (“Stores” open 10 minutes before posted hours, stay open 10 minutes after posted hours—and the hours, such as open 7 days a week, are already incredibly generous & tradition-shattering.) “Wall of WOW!” “WOW! Awards.” (The annual recognition ceremony—Radio City Music Hall, with the Rockettes, in ’05.) “WOW! Patrol.” “WOW! Spotlight.” “WOW Van.” “WOW Wiz.” (A service superstar.) Etc.

Not your father’s bank! Or yours (or mine), for that matter. In a word … WOW!

NB: Commerce’s market cap, via organic growth, has grown at a compound annual rate of 48% from 1993 through 2003. Moving beyond New Jersey, the bank (current assets: $30 billion) will stretch from Boston to Metro D.C.-MD-VA by 2009.

I reiterate …

Reminders: (1) I did some rereading on my 6-hour train trip from Boston to D.C. I re-read The Wisdom of Crowds. I’ve Blogged it 3 or 4 times already, most recently in my MVP2004 screed.   Anybody out there listening … or reading?   Consequences for every project we undertake are enormous. Author Jim Suroweicki at one point quotes Wharton prof J Scott Armstrong, on predictions of outcomes: “I could find no studies that showed an important advantage for expertise. Expertise and accuracy are unrelated.” “Experts” included docs, psychotherapists, stockpickers, market researchers and their-our ilk. Do I have your attention?

(2) I also reread Atul Gawande’s “The Bell Curve,” the amazing 12.06.04 New Yorker article on variations in medical outcomes that I blogged before. Not only does Dr Gawande argue for outcome measurement and results transparency, but he observes that “best practices” are far from an adequate explanation for the frequently hundredfold differences he found in results even among “top” programs. Consider: “We are used to thinking that a doctor’s ability depends mainly on science and skill. The lesson from Minneapolis [Fairfield-University Hospital cystic-fibrosis center] is that these may be the easiest parts of care. Even doctors with great knowledge and technical skill can have mediocre results; more nebulous factors like aggressiveness and consistency and ingenuity can matter enormously.” I carry around my already dog-eared copy of Gawande’s article as a Totem; it keeps me focused on my Healthcare Results passion, and my more general concerns about what makes for excellent professional practice. 

(3) I’d like to see some more comments on my 12.17 Post, “Real Estate Joins ‘Club Crushing Competition’! Big Time!” I think it’s important … and applies to most all of us. To underscore the importance I refer you to a new Special Presentation, just posted: “The ‘PSF’ 33: Thirty-three Professional Service Firm Marks of Surpassing Distinction.” I think almost all of us work these days in “professional services.” I further think that “good work” is no where near an adequate survival ticket. Yearend2004 seminars for three groups—lawyers, investment bankers, realtors—redoubled my commitment to this topic. 

12.21.2004

Cheers to Susan!

My wife's favorite day of the year is the one following the shortest day. At 7:42AM this morning, the days began to lengthen! I feel warmer already!

More D.C. Plaudits

Looks like Baseball will return to D.C. Hooray! My first favorite hometown team was the old Washington Senators. (The Orioles were still Bill Veeck's St Louis Browns.) My first Major League ballgame was at Griffith Stadium—and I routinely wear for summer barbequing my replica Senators #3 jersey, the uniform of my first BBall hero, 1st baseman Mickey Vernon. (Now you know.)

And then there's my favorite bookstore in the U.S.A. It's the tiny, eclectic Bridge Street Books in Georgetown. I arrange my trips to make sure I can work in a Bridge Street stop. As usual, I wasn't disappointed today—and picked up some unusual books to top up my Christmas shopping. Incidentally, their specialties are politics (no surprise), baseball, and crime—after all, what else is there to life?

Cool Christmas Find

I love Christmas music. Got a great new CD: Mediaeval Babes, "Mistletoe & Wine," far more traditional than the title sounds. Doesn't displace King's College Choir/"O Come All Ye Faithful," but wonderful nonetheless. BTW, are there any Roches Christmas music fans out there?

Alas, enough!

I have staunchly & consistently defended Don Rumsfeld, because of my abiding belief that his radical overhaul of DOD was long overdue. I still believe that, but I am appalled by the latest flap—his machine signatures of family condolence letters. Thanks, Mr Secretary, for delivering your strong medicine—but how about headin' home? 

Biz2004

My picks as 2004's top business stories:

China I. China's been coming on for a decade or so; arguably this will be seen as the year China ... ARRIVED. Hint: The World damn near has a second Superpower. China is manufacturing everything. China is exercising its trade muscle in Asia. China is moving rapidly up the value-added chain, investing like crazy in research, buying into branding. Etc. Etc. And: More to come. Much more!

China II. As I traveled the world, everyone (the Irish, Thais, Singaporeans, Danes, Swedes, Italians, etc) have figured they can't meet or beat China on cost—all are looking for ways to move up the value-added spectrum. My "American message" played as well in Dublin and Singapore as in Chicago and Houston.

Infosys. I call this story "Infosys," rather than India, because for me the rise of this stellar firm signifies the growing aspirations of the likes of India in the world economy. Infosys gleefully takes on all comers at the top of the VA chain.

Outsourcing. The heat around outsourcing cooled a bit post-election, and in fact the #s were always overblown, Lou Dobbs' rants not withstanding. Nonetheless, the hue and cry over outsourcing has enormous symbolic impact. Message: No American job is safe. The Brand You-Free Agent attitude is no longer an option. Let's hope, in the public sector, that the "ownership society" idea is not stillborn—because some version thereof is necessary to support a far more independent workforce.

Google! The recent story of Google's overture-deal with Oxford et al. defines a new era in information ubiquity-availability. Corporate transparency may still be more wish than reality, but Planetary Transparency is well on its way; if you don't believe me, just ask Dan Rather!

Eliot Spitzer & Martha Stewart & Fannie Mae. Alas, corporate malfeasance is still not a thing of the past. While many complain of the heavy hand of Sarbanes-Oxley and the political aspirations of AG Spitzer, executive housecleaning still appears far from complete. 

Richard Florida vs John Ashcroft. We need a solid Homeland defense. And we need to continue to welcome brains-by-the-bushel to our shores ... and be a Welcoming Society in general. The tension will not be easy to resolve—the stakes on both sides of our table are very high.

George Bush. The Economy hasn't been Mr Bush's top priority. By some measures (the mess in Iraq, the continuing terror threat), that's still necessarily the case. Moreover, the dollar's slide (tumble!), the twin (trade & budget) deficits, and creeping lame-duck status effectively tie the President's hands. All that aside, our ultimate defense against global instability of any & all flavors is unequivocally a matchless economy. Let's pray for strong & responsible presidential leadership.

Big Pharma Implosion. First Merck, now Pfizer. A ton of consolidations among Big Pharma have made them more vulnerable, not less. The Era of Life Sciences is dawning, and the Big Guys are looking more dinosaur-ish with every passing day. By the by, while safe drugs are imperative, the dawn of the life sciences age is precisely the wrong time for the Congress & FDA to wrench drug approval to a halt. 

Creative Destruction. Capitalism's primary calling card (esp. the American Flavor) was/is/will be "built to flip" (churn!), not "built to last." Big Pharma imploding! Kmart buys Sears ... and nobody cares! IPOs healthy again! BioTech rising! Cheer on the mess! Churn rules!

Design recognized. Think Samsung. Think DHL. And, of course, think iPod. Design has long been the secret weapon of the likes of Nike & Sony & Apple & Starbucks—but finally the world-at-large is catching on. High time!

12.22.2004

Capitol Wrap

Last act before boarding Acela at Union Station D.C. for Boston & Home & Christmas. Stop in Lids. Pick up a hot-off-the-Chinese-loom Washington Nationals baseball cap … and wear it to Beantown. After a several decade drought, feels good to be back in a Washington BBall cap! Go Nats! (Hope it works out.)

Four Books ….
The Fred Factor.  Mark Sanborn’s book is a gem. It’s easy to dismiss as another entry in the Endless BizLit Simplistic Derby. But it struck me as Short & Clear & To The Point & about The Right Point. Fred is a real guy, not another Parablized, Cheeze Movin’ Man (or Beast). He’s Fred-the-Postman, who, simply, makes his Work Matter to his Clients (folks, like the author, on his postal route).

I’m sure it’s been said before, doubtless a jillion times. But I loved the following, from author Sanborn, reflecting on Fred-the-Postman: “Nobody can prevent you from choosing to be exceptional.” 

Is there more to life than that? I don’t think so. * (*As I recall, psychologist Victor Frankl said about the same thing concerning Hitler’s concentration camps. “They,” even the SS, cannot steal your ability to choose the attitude with which you will address the day.)

History of Beauty. This Rizzoli masterpiece is edited by Umberto Eco (the Name of the Rose author). I have bought 5 copies so far to give as Christmas offerings to professional pals. I have just begun to read it, but will audaciously recommend it, based upon my hasty sampling. I, among an increasing number of others, have claimed that an Aesthetic Sensibility is the key to hard-nosed economic success in an insanely crowded marketspace, from Target & Samsung to IBM & Infosys & UPS. If beauty writ large-ubiquitous matters most, then it may pay to examine the way we humans have considered beauty over the last 25 centuries or so—which is exactly what Mr Eco does.  I may renege on this, but I’m thinking of making History of Beauty the only book I take next week to Kaua’i; I love the idea of rejuvenation by total immersion in this primal train of thought. 

Oscar Wilde’s Wit & Wisdom. I picked this up for $1.50 on Bridge Street Books’ curbside discount table. I’m sure I already own several copies of the same book—no matter, a dose of Wilde is always a good tonic. Here’s my fave quote (which sounds like it came from The Fred Factor): “To live is the rarest thing in the world. Most people exist, that is all.”

Yikes.

Old Boys. Author Charles McCarry has been silent for a long time, but this master of thrillers is back. What a book! A couple of dust-jacket quotes: “Ranks up there with le Carre in a select class of two.”—Daily Mail.  “The absolute best thriller writer alive.”—P.J. O’Rourke. My wife is begging me to race through the book—and hand it over. But it’s so well written that I like reading just a few pages at a time and savoring the experience.

100 WAYS TO SUCCEED #37:

To Live Is the Rarest Thing in the World

“Nobody can prevent you from choosing to be exceptional.”

Call this Success Tip #37, and NYResolution2005 #1.

Okay?

(Hint: I have tried using this as a Right Breathing Mantra: NOBODY CAN PREVENT ME FROM BEING EXCEPTIONAL. It works wonderfully.*) (*And is still worth repeating at age 62.)

12.24.2004

Peace On Earth …
It’s a little difficult to square the Christmas message of  “peace on earth …” and the body bags arriving from Mosul. Or is it? The rise of Christianity was, as is true with all innovations, spiritual or material, a reaction to a bankrupt & intolerable status quo. And then, a thousand or so years after the First Christmas, Martin Luther had had enough with what he saw as the corruption of the dominant church, posted his theses … and launched the Protestant Reformation.

The masterwork of the great philosopher of science, Karl Popper, was titled Conjectures and Refutations. We create a hypothesis, test it, and if it stands up to scrutiny it supplants what came before. For a while!  There is no definitive “last word,” but merely today’s best effort. In short, to paraphrase the political scientist Charles Lindbloom, whose work I assiduously studied three decades ago, man “muddles through”—in war, peace, religion, economics, management, a career.

Iraq may eventually be judged a disaster. Or it may in fact have begun a Middle Eastern march to democracy and modernity. We don’t know. For heaven’s sake, I spent Christmas 1966 and Christmas 1967 in Vietnam; nearly 40 years later, I’m still not sure whether or not that war was necessary!

Yes, we muddle through. But that’s not as bad as it sounds. The idea: We do indeed try our damnedest … to create a safer and more liberated world, a less corrupt version of the spiritual life (the Reformation). And at Christmas and during this “holiday season,” and despite grotesque commercialization, most of us pause and spend more than the usual amount of time appreciating friends and relatives. Take the company Christmas lunch. Sure, it is often a boozy affair, a little short on conventional “spirituality,” but it is also a rare opportunity to relax and joke with colleagues, to swap stories about what your and their kids are up to … that is, to pause and for a moment be quintessentially human.

Consider me. I had a lovely day yesterday amidst the hustle and bustle (and honking horns) of little Manchester VT. Sure, the lines in various stores were “annoyingly long” … or were they? In the course of a 4-hour shop, and many a line wait, the highlights were clearly not the gifts I was purchasing. The highlights, the true gifts, were the dozen or more conversations with pals and acquaintances I rarely see. In fact, I’m going on a mostly unnecessary shop today … mostly on the oft chance of a few more conversations. That’s perhaps the deepest meaning of the Season.

Speaking of Conversations …

Conversations (and A New Year’s Resolution)

Don’t want to be maudlin on Christmas Eve, but for me (yes, I’ve said it before) this will be the Year of the Blog. The Community we have at this site means a lot to me. Moreover (and how Cool!), we’ve only begun! I’ve decided—the NYResolution bit— to keep on Re-imagining Tom Peters and the Tom Peters Network: 

I imagine … a truly Web-centric TPN. (Tom Peters Network.)

I imagine …  wildly expanded Communities of Interest.

I imagine … a Wild & Heated series of Conversations led by our Coolest of Cool Friends, many of whom gathered in VT a couple of weeks ago. 

I imagine … a Wild & Determined Commitment to “Re-imagining” on the part of our Community.

I imagine … a full-fledged Network of Re-imagineers … devoted to Radical Renovations of our careers, schools, hospitals, businesses, agencies.

I imagine .. TPN becoming the Hub of Excitement for Brand You Nation!

I imagine … Tool Kits for Radicals, from Individual Contributor to CEO, to spur on the Necessary Revolutions required by so many of our organizations in 2005 and beyond. 

I imagine … Real & Virtual Salons on any topic ... as long as the Conversation is Radical & a bit Unhinged.

I imagine … becoming Grand Central Station for the most interesting & Influential & Mind-stretching ideas in the World of New Management.

I imagine … much, much more … things that I’m not currently capable of imaging!

Are you up for it? (I hope so, for I’ve already begun discussions about operationalizing my Dream.)

Speaking My Mind

As a Rumsfeld supporter, I Blogged a couple of days ago that the machine-signing bit has led me to say, “Enough.” Most agreed. Some didn’t.

I love dissent, this topic included. In fact, I live for dissent. But that does not preclude me from responding. I’ll bet my last Christmas present that those who think the machine-signing story is a tempest in a teapot either (1) never were on active duty in the Military or (2) surely were never in Combat. As I said above in an entirely different context, I was in I Corps Vietnam for two Christmases. And if I’d run over a mine and been sent home in a body bag … I’d have been appalled in the Afterlife if then SecDef McNamara had sent my parents a machine-signed letter. No letter is fine! A Fake letter is the Ultimate Profanity! (Hey, I drafted a couple of my Commanding Officer’s letters to families—which he tore up and made ever so deeply personal. My CO was a busy guy, and I observed him spending days on those handwritten missives.) 

I think it was Napoleon who instituted the idea, a central tenet to this day, that one risks lives to retrieve the dead bodies of one’s valorous mates. We sailors & soldiers expect no less. Honoring those who have fallen is arguably the most important contributor to the morale & integrity of a fighting force. It tells the living, “When my number is up, I will have been seen to have mattered.” Shame on Rumsfeld! (That’s all I’ll say.) (And, hey, this is an apt part of a Christmas message—after all, religion is ultimately about the sanctity of the human spirit.)

Merry Christmas!

12.27.2004

Peace on Earth …

The apparent Viktor Yushchenko victory at the polls in the Ukraine is a wonderful way to end Y2004! Let none of us ever take Democracy for granted! Let all of us make Participation in local (or more) Political Change a Resolution2005. Getting riled up once every 48 months is, simply, not Satisfactory Exercise of our Democratic Gift!

 Musings in PowerPoint!

A couple of new Special Presentations, concocted while taking a “time out” from too much Christmas pudding. “New ‘C-Levels’” is a suggestion about the sorts of “Chief” Officers we might have … if we were truly intent upon achieving Dramatic Difference2005. This flowed from a conversation with Blog-queen Halley Suitt about designing entire Companies (and WebSites) around the explicit idea of Better/More Encompassing/More Exciting … CONVERSATIONS. (Hence the Chief Conversations Officer in the attached.) The Second SP is titled “We Live In A ‘Brand You’ World”—a short riff about dealing with the BrandYou Reality. Msg2005: LongTerm Jobs … GET OVER IT!

Lost Bags

I hope none of you were ensnared in the Comair-USAir fiascos! The story reminded me of a brief conversation with a United check-in employee at O’Hare on December 19. My transaction went just fine, but I commented on the generally long lines and obviously small # of UAL employees. Her response, “Yes, United is running an experiment called ‘Fly the Airline with no employees.’”  Uh huh.

Quote/s of the Day & for Y2005

Take away that pudding—it has no theme!”  —Churchill

May all of our puddings & projects have Technicolor themes in 2005!* (*Or why get out of bed?) 

If I had any epitaph that I would rather have more than any other, it would be to say that I had disturbed the sleep of my generation.”   —Adlai Stevenson

May all of our projects disturb the sleep of the establishment in 2005!* (*Or why get out of bed?)

In classical times when Cicero had finished speaking, the people said, ‘How well he spoke,’ but when Demosthenes had finished speaking, they said, ‘Let us march.’”   —Adlai Stevenson

I vow that I will try my damnedest to be Demosthenes in 2005!* (*Or why get out of bed?)

Pursuit of 80F!

Off to Kaua’i today/Monday … for 10 days. Dial-up at about 14400bps … plus a determination to truly take a vacation … will doubtless limit Blogging. (First cut … 209 “finalist” book candidates. Susan insists … 10 max! Ouch.) (My North Shore cottage-shack is about 200 yards from a tall yellow tower with a giant siren on top … mid-Pacific tsunami warning. Hope it stays silent!)

12.29.2004

Unspeakable Tragedy: Lend A Hand!

The death toll from the Southeast Asian tsunami staggers the imagination. 

And, alas, more is surely to come. In addition to our prayers, I urge each of you to contribute to disaster relief. $$$$ do matter! FYI, I chose to send my initial donation to Doctors Without Borders.

12.31.2004

A Different New Year’s Eve?!

One might presume that the horrors in SEAsia would cause us to revise our New Year’s Resolutions. If ever a sense of Global Community is called for, it’s now. And as we craft those Resolutions—that often focus no more deeply than on shedding the 2.9 pounds we put on over the Holidays—I would hope that Community, local and global, would be on and perhaps at the top of many of our lists. Go ahead, today, and volunteer to put your time in on the Community Center expansion drive this Winter! Frankly, it would be a marvelous tribute to the dead of SEAsia if 12.31.2004 was marked by a renewed commitment to Faith, Hope & Charity at home. Prayers are great, but let’s go beyond the talk to … Action! Now! Get High on Volunteer Activities in 2005! (And keep those disaster relief Donations rolling out, too!)

My best wishes for a Thoughtful, Caring, Community-centric and Action-besotted 2005!

01.07.2005

Stickin’ My Neck (Way) Out!

January 7. Time for my “Book of the Year2005” picks! 

Am I nuts? 

Doubtless. 

But if nuts, at least determined & passionate!

The Art of Business: Make All Your Work a Work of Art, by Stan Davis and David McIntosh. Stan, the lead author, is an old pal. (And, like me, not so young a man. But … very young at heart … which is all that matters!) Most interesting, Stan was a “tough-minded” “strategy guy” when I first met him. Now … ART? Yup! The authors persuasively argue that we are entering an economy which will value—insist upon!-a new way of looking at value creation. They call it moving from an emphasis on “economic flow” (input-output) to “artistic flow.” The altered nature of enterprise, the “four elements” of new business thinking: “See yourself as an artist.” “See your work as a work of art.” “See your customers as an audience.” “See your competition as teachers.” Another (very) hardnosed guy, economist and current Harvard President Larry Summers blurbed the book this way: “The Art of Business is a good antidote to all the business-as-war books.” Amen! Nice job, Stan (& David)! (Incidentally—incidentally??—the pocket-size book is but 202 pages long.) (Interesting how all these “gurus of hard”—eg Stan Davis, Gary Hamel, David Maister—come to put People & Passion first as they age. Hmmm.)

Rules of the Red Rubber Ball, by Kevin Carroll, is a gorgeous, gorgeously designed, pocket-size 100-page book. I heard that Southwest Airlines founder Herb Kelleher bought copies of Who Moved My Cheese? for each of his 25,000+ employees. If I were running a 25,000-person company today, I’d surely buy Rules for all my employees! (And, hey, thanks Jack Covert, CEO of 800-CEO-Read, for sending the book along.) Kevin followed his dreams from a broken family to, eventually, a senior position at Nike where his job is to inspire … he says some call him Nike’s “sports evangelist.” (Only at Nike, eh? Love it!) At any rate in this book—so brilliantly executed that I plan to take it on the road as a personal Talisman—is arranged around 8 rules: “Commit to it.” “Seek out encouragers.” “Work out your creative muscle.” “Prepare to shine.” “Speak up.” “Expect the unexpected.” “Maximize the day.” Nice! (PS: You’re gonna have to buy the book to discover the guiding RRB metaphor.)  (NB: The glory of this book’s design cements my already strong sense that I’ll never publish  … ANYTHING … 10 words or 10,000 … that is not driven by design as much as content. In an Age of Aesthetics, Design Is Content! Okay, okay … so McLuhan got there first.)

The Virtuoso: Face to Face With 40 Extraordinary Talents, by Ken Carbone with photos by Howard Schatz. My pal Robyn Waters, Target’s original “guru of cool” who now runs her own show (RW Trend LLC), gave Susan & I this breathtaking book as a gift. Wow! The photography is as awe inspiring as are the interviews with a variety of folks from comedian Robin Williams to explorer Sylvia Earle to stock picker Peter Lynch.  (If the book weren’t so darned big, I’d also carry it with me as co-Talisman.)

Crossing the Unknown Sea: Work as a Pilgrimage of Identity, by David Whyte. This 2001 book (no mind, it’s new to me—embarrassingly) is authored by an oxymoron: Whyte is a poet who spends his days working with corporations—to great acclaim. Like my other choices, Crossing aims to set us on a course toward Work That Matters (& Dignifies & Inspires & Aspires to Excellence). (Thanks in this case to my friend Roxanne Davis for insisting that I belatedly discover D. Whyte.) This inspiring tome begins with a wonderful, poetic (obviously) epigraph:

“You have set sail on another ocean

“without star or compass

“going where the argument leads

“shattering the certainties of centuries.”

Janet Kalven, “Respectable Outlaw”

I can’t, in good faith, promise you that I won’t find other stars-of-print this year. I can, however, promise you that if you read & absorb & bask in these four books you will up the odds of 2005 being a Remarkable Year … dramatically. So, c’mon … let’s get on with Shattering the Certainties of Centuries!

Quote of the Day: We Are In Charge!

Consider: “Whatever be the qualifications of your tutors, your improvement must chiefly depend on yourselves. They cannot think or labor for you; they can only put you in the best way of thinking or laboring for yourselves. If therefore you get knowledge you must acquire it by your own industry. You must form all conclusions and all maxims for yourselves, from premises and data collected and considered by yourself. And it is the great object of [our educational institutions] to remove every bias the mind might be under, and to give the greatest scope for true freedom of thinking.”

Don’t you wish—as I dearly do—that this were written in stone above the formal entranceway to our federal Department of Education? Alas, it is not! 

Oh, so you wonder what hippie educator penned-spoke the above? Answer:

The renowned scientist Joseph Priestly.

Date: 1794. 

Occasion: speech at the dedication of New College, London.

Talk about timeless/timely!

In an Age of Creativity!

(Which this is.)

If in Doubt, Change It. Now. Not Tomorrow.

Yes, I may well change my mind about MV (Most Valuable) book picks. But is changing one’s mind a sin? NOT IN CHANGING TIMES! The sin, instead, is staying the course when you’re on the wrong course … in increasingly intolerant times.

Message: There’s a reason Wal*Mart keeps us all in awe. 

THEY’RE DAMN GOOD! 

MAKE THAT … ABSURDLY GOOD! 

“Agile giant” tops my list of “probable oxymorons.” No way! Thence, I read … with dropping jaw ... the 5 January New York Times’ minute-by-minute account of how the UAG (Ultimate Agile GIANT) adjusted … strategically … in literally hours … to the troubled pre-Christmas economic climate. Of course it’s a long-playing Wal*Mart saga of the matchless use of IS/IT. But the “soft side” of the tale is even more impressive than the technology part. That is, an executive corps processing ambiguous information at the speed of light ... & making strategic decisions at the speed of light … & implementing those decisions at the speed of light … & involving everyone down to the sales clerks (in a 1.5-million person outfit). Legendary war strategist John Boyd (see Boyd) says victory goes to those who most rapidly transit their “O.O.D.A. Loops” (OODA = Observe. Orient. Decide. Act.); OODA champs disorient their opponents—something Wal*Mart has been doing for four decades now. Just for laughs, can you imagine the new K-mart/Sears combine accomplishing this? As I said, just for laughs!

Thanks, Teri! (I Guess.)

I was in residence on the Na Pali coast of Kaua’i for New Year’s. My neighbor is Teri Tico—celebrated social activist (Save Our Seas, etc), renown trial lawyer, champion wind surfer. She sidled up to me at a cocktail party and said, “So, Tom, what are you going to do to change the world this year?”

How in the hell does one respond to that?!

I have no immediate (hence glib) answer, but it did lead to my 2-part NYResolution2005: 

TomResolution2005 (full year): Every project, small or large, this year will have to answer the question, “Does this change the world?” HP ran a banner ad, “HAVE YOU CHANGED CIVILIZATION TODAY?” I’ll make that the first & last question I ask myself each day!

TomResolution2005 (within the next 10 minutes): I will be “hall monitor” for my attitude concerning each & every human contact I have this year, starting … IMMEDIATELY. Do I exude Passion & Optimism & Connection of the sort that invariably engages others? (Hint: This applies as much to the 30-second exchange I have with a checkout clerk at Shaw’s grocery in Manchester VT as it does in a speech to very senior execs in Zurich on January 11.)

Oh yeah, thanks Teri!

Laboratory of the States!

Thank God for Federalism! The Power of the “Laboratory of the States” is often underrated in an increasingly DC-centric nation. Thus I was delighted to see the following headline in yesterday’s Boston Globe: “Stem Cell Bill Tops Agenda As Legislature Convenes.” Massachusetts is heavily life sciences dependent … and has no intention of passively slipping behind California, which passed (with the Republican Governator’s strong support) a $3 billion stem cell research initiative in November. So while Washington kowtows to Jerry Falwell, the States, in direct competition with one another, experiment & legislate their 50 individual ways forward. California, which claims one out of every four public biotech companies within 35 miles of a UC (public!) campus, is back (!) and has been piling it on lately … with leadership in tort reform, environmental protection, a minimum wage boost, etc. 

BTW, the CA-MA initiatives are overdue if you subscribe to the recent BusinessWeek headline: “ASIA IS STEM CELL CENTRAL.”  Remember: This is the Life Sciences Century!

More China! (Always China!)

South Korea just became … in 2004 … earth’s #1 ship builder, edging out Japan. Wow! Congrats! But China (where else!) is on schedule to strip SK of its hard-earned prize by 2015, the New York Times reported yesterday (“Korean Shipbuilders See China’s Shadow”).

The leader of the SKorean pack is the peerless engineering firm, Hyundai. And … ta da … guess what Hyundai’s new strategy is? You doubtless got it in one: Race up, up, up the value-added ladder. Hyundai is dropping oil tankers and ore carriers and pushing the likes of ultra-sophisticated LNG carriers and offshore oil platforms.

Check It Out! 

Speaking of “value added” … check out Home Depot’s Web site. The “big box” “retailer” now offers a staggering—and rapidly growing—array of home services. Having moved well along in its Management Systems and Store Refurbishment Revolutions, CEO Bob Nardelli is now vigorously turning to a value-added-through-services strategy that may eventually make the Orange Box the #1 “retailer” in the world—yes, surpassing Wal*Mart. (HD is already #2.)

Check ‘Em Out!

The centerpiece of Re-imagine! is an airtight argument (as I see it) for rapidly “moving up” (re-imagining) the Value-added Proposition. It applies to IBM and UPS … and, as we’ve just seen, Hyundai and Home Depot. One of my chief MV awards last year went to Kevin Roberts’ LOVEMARK idea. I’m blown over by the rapidity with which this “trend” is coming to dominate business thinking. Yesterday’s mail alone brought 2 manuscripts for endorsement—and I plan to endorse both. (Normally I endorse about 1 in 25 ms I receive.) The first comes from renowned futurist Martin Lindstrom (and features a Phil Kotler foreword). The title is BRANDsense: Build Powerful Brands through Touch, Taste, Smell, Sight, and Sound. The idea: beyond the stalwart USP (Unique Selling proposition) and even the newer “ESP” (Emotional Selling Proposition) … and toward the HSP (Holistic Selling Proposition). The book is well written, and the data-cases are compelling. On the one hand, there are a ton of good folks barking up this tree with everything from Lovemarks to Dream Marketing to Experience Marketing. So should I endorse “one more”? Yes! In my world, repetition rules … and the variety of the packagers ups the odds that one or more will capture your attention … and alter your worldview. 

The twin to BRANDsense is Storytelling: Branding in Practice, by Klaus Fog, Christian Budtz & Baris Boylu—it’s a detailed guide to the creation of powerful sagas that move customers to engage the brand. All these books might be clumsily titled “Beyond ‘Branding’ as We’ve Known It for the Last 50 Years.” We are all scrambling—me too, eg this blog—and scramble we all must!

100 WAYS TO SUCCEED #38:

Re-visit/Re-imagine Your VA Proposition.

Due date: 15 January.

Hyundai. Home Depot. BRANDsense. And another wonderful little manuscript-book I received, BEYOND CODE, by Rajesh Setty. Mr Setty, founder of the IT services firm CIGNEX Technologies (and a published novelist at age 13), makes an impassioned plea for each & every IT professional to pursue dramatic difference in his or her approach to projects and career. Hence my “demand”: Before you tear off (electronically erase, no doubt) 2005 calendar page January 15 … mercilessly (alone or with one or two close pals and/or, say, a Client) examine-challenge-evaluate your Value-added Proposition. Is it … Compelling? Does it represent … Dramatic Difference? And remember: “If you can’t state your position in eight words or less, you don’t have a position”—Seth Godin. (Time Inc. CEO Ann Moore is even tougher: “I make all the launch teams tell me what the [new] magazine’s about in five [!!] words or less. You cannot run alongside millions of consumers and explain what you mean. It forces some discipline on you.”)

A paragraph. 

8 words.

5 words.

By 15JAN.

Dramatic Difference.

Okay?

Sustained Support Imperative!

In a 5 January New York Times op-ed, Nick Kristof reminds us that each month (!!) more people die of AIDS (240,000) and Malaria (165,000) than did in the tsunami. (Another 140K … PER MONTH … die of diarrhea.) These deaths are not “spectacular” except to families and loved ones, but are a stain on all our existences. 

My (very small) suggestion: With 3 friends (initially) start a monthly lunch-time “study session” on such topics. We must begin by working on ourselves—our own sensibilities & sensitivities.

01.10.2005

Seattle Bound!

Put you Calendar where your mouth-pen-mouse is! Erik Hansen and I are off to Seattle on 24-25 January to attend Blog Business Summit. See you there?

01.14.2005

Kudos to Acela!

Foggy in NYC today, airports up & down. Fortunately I made the Boston-NYC-Boston round trip by Acela. I love trains. (Generational?) And with airports so difficult, Acela is my BOWASH choice. I don’t mind the time … there’s no better place to do a quiet 3 or so hours of work.

Penn Station tip: Even if you have virtually no luggage, find a Redcap and offer a $20 tip to take you down to the train a couple of minutes early—I almost always get my preferred seat, a solo with a table in 1st class. (There’s only one.) Hey Steve Yastrow, I tend to find Acela staff quite friendly.

Go Neil!

Was on Fox with Neil Cavuto in New York. He’s a terrific interviewer and a great person. Check out his book, More than Money—truly inspiring.  Wal*Mart was the story Thursday, and Neil cornered me; I mostly waffled. I’m a Wal*Mart fan by and large—I simply hope the facts in their new ads hold up to blogger scrutiny; I’d like to believe they paint an accurate picture. One thing is clear: At Wal*Mart’s size, they’ll be in the crosshairs from now ‘til kingdom come.

WOW! (Yikes?)

Ended up reading the latest Atlantic almost cover-to-cover.  Richard Clarke, the former anti-terrorist chief, has a hair-raising piece, “America Attacked: The Sequel. Looking Back from 2011—an Imagined History.” To be sure Mr Clarke takes a few expected, perfunctory digs at the President; but mostly I think the story is all too plausible, and not very political. Quite frankly, I think one almost has an obligation to read & ponder this story.

Fortune Comes Aboard!

Current Fortune features “Ten Tech Trends to Watch in 2005.” No. 1: “Why You Can’t Ignore Bloggers.” (Welcome aboard, Big Media—Dan Rather Not sends his regards from retirement!) In a related note, the current New Yorker has a brilliantly reported, eye-popping piece, “Battle Lessons: What the Generals Don’t Know.” It’s a report on the way in which junior officers in Iraq are using the Web to teach each other—in real time—the tricks of survival in modern urban warfare. The boomer senior leaders are not the Web fiends the Gen-X junior officers are; moreover the claim is made (accurately, I think) that Gen-X officers are directionally less hierarchical than their boomer bosses—and more inclined to figure things out for themselves regardless of received doctrine.

Can we say: There are two kinds of people: Those who Blog, and those who don’t?

Real Estate Rules! Eagles Don’t Flock!

Biz books tend to predictably focus on the Apples & Microsofts & GEs & Southwests & Wal*Marts … not the “mundane” world of real estate & real-estate services. Yet the industry is a monster and an economic bellwether of the first order. The 800-pound gorilla, with 100,000 agents, 32-consecutive years of growth and about $400 billion in annual transactions, is RE/MAX. And now there’s a highly instructive book on their wildly successful origins & practices: Everybody Wins, by Phil Harkins and Keith Hollihan. Founder Dave Linigar, who upset every apple cart in sight with his contrarian ideas, belongs in the same league as a Sam Walton or Jack Welch, as I see it. I love it when enormous, overlooked (by the “guru establishment”) corners of the economy grab the limelight.  Big “secret”: Hire only the Best … and kill yourself to find them & support them. It’d be no surprise, except that it remains, still, the exception to the rule. (Contrarian idea, in the age of team mania: “Eagles don’t flock.”) RE/MAX considers themselves a “Life Success Company”  ... not a real estate company—and they act the role brilliantly. I put together a few slides from the book—for your perusal. (And thanks, Acela again, for the live power jacks.)

01.17.2005

Happy MLK Day!

I feel especially associated with this magnificent holiday. I grew up in Annapolis, and as a boy I experienced “Colored” and “White” toilets in gas stations down at the docks which had been so important in the build up to the Revolution in 1775. Hence I am especially aware of the amazing distance we have traveled. Also, in my professional life, Dr King is such a potent, close-to-home reminder of the power of one person’s will, against all odds, to change the world. At a more personal level still, he was one helluva speaker—I listen to tapes of his key speeches every year, and am invariably moved to tears. Hence, I’d urge you to take a literal moment today to reflect not only on the glory of the Civil Rights movement, but also on the ability of a single soul with a potent Dream to move mountains. (Also a doff of the cap to LBJ, who said to Bill Moyers when he signed the Voting Rights bill, “We’re losing the South [for Democrats] for several generations.” Not many leaders of either party make such sacrifices of politics for principle.)

Click? Or Clack?

No, this is not an automotive problems site. But if there’s one thing more important to those of us in snowy states than the health of our kids, spouse & computer, it’s the quality of our … WINDSHIELD WIPERS. I’ve tried every brand I can, taken the advice of everyone I can buttonhole, and am still not happy. Any “awesome” suggestions?

Shameless Hawking!

A professional colleague of Susan’s was at lunch yesterday. He owns a quite successful high-end home-furnishings niche company. Somehow (hmmm?) the conversation turned to … BLOGGING. I found myself declaiming, full flower, for an hour on the “utmost importance and urgency” of Blogging, telling him in no uncertain terms that, especially in a high-end niche business, Blogging is “the premier way” to have “intimate conversations” with his Clients. Funny thing, I believe it!

100 WAYS TO SUCCEED #39:

Blog As If Your Life Depended On It!

Blogging, I firmly believe, is the premier emergent marketing-brandbuilding-lovemarkcreating tool of our times! It is the premier way to have intimate-engaging-informative-WOWing “conversations” with Clients and prospects! This all goes double for small enterprises and niche enterprises; and goes triple for the Professional Services; and works wonders in the Public Sector as well.

Do you see Blogging in these exalted lights? If not, why not? Please … Blog-As-If-Your-Professional-Success-Depended-On-It. (Hint: I think it does.)

Begin today! Appoint yourself Chief Blogging officer. Or, better yet, Chief Intimate Client Conversations Officer!

Lucky Kid!

I was a lucky kid. And adult. I grew up with the emergence of Johnny Unitas-Artie Donavon’s  BALTIMORE Colts. Then headed West just in time to be around John Madden’s Oakland Raiders at their peak & for the full run of Bill Walsh-Joe Montana’s SF 49ers. Then I moved to New England just as Bill Belichick was taking the Patriots to another level. My “streak” started with the ’57 Colts … and continues 48 years later. I’ve gotten a thousand thousand things wrong in my life, but if you’re trying to predict future NFL franchise excellence, just watch where I move! As I said, I’m a lucky kid! (Addenda: As an old B’more boy, with my heart at least in part in Philly, I do hope that the 4th time is the charm for the Eagles this Sunday!)

Service (EXPERIENCE!) Excellence Found!

There is Excellence outside the NFL. And Service Excellence in 2005! Three TP Awards: Susan & I, part-time Bostonians these days, shopped Saturday at Whole Foods Market/Boston. WOW! Food … AWESOME. Presentation … AWESOME. Staff Attitude & Knowledge … AWESOME. “Last Impression” (help with bags in an urban setting) … AWESOME. Talk about “Experience Marketing” … “Dream Merchants” … “Lovemark”! These guys top Starbucks by a mile in my book! Next up: Apple Store CambridgeSide. What a show! The “product,” of course, is … AWESOME. The ambience is … AWESOME. The Staff Attentiveness & EXPERTISE & Teaching Skill is … AWESOME. And on the Experience Front, Apple runs a blizzard of Cool Activities. (Last Saturday, for instance: 9-10am, “Getting Started Workshop;” 1-130pm, “iLife ’04 Presentation;”  3-330pm, “iPod & iTunes Presentation;” 5-530pm, “GarageBand Presentation.” On weekday evenings there are often advanced presentations.) Finally, another nod to my 2004MVP, Commerce Bank; my colleague Ilene Fisher hung out at a Commerce call center last week … trust me, it ain’t your father’s call center! Staffers are not measured on length of calls—they’re encouraged to spend all the time they need with Clients. There are no voice messages or menus—all Clients are directly handled by Human Beings all-the-time … and yet the response time is an average of 16 seconds, half that of the industry. All this lavish service, and they manage to grow almost 50% a year … organically! (Oh yes, and their use of “WOW!” makes me look like a little leaguer!)

I’m VERY VERY BIG (as you know) on the DRAMATIC DIFFERENCE between “service” and “experience.” These 3 exemplars are Grand Testimony to that … DRAMATIC DIFFERENCE!!

100 WAYS TO SUCCEED #40:

“Experience-To-Die-For!” or Bust!

Does your “service offering”—no matter what your environment or “degree of empowerment”—match the Whole Foods-Apple-Commerce “DD [Dramatic Difference] Experience Standard”?

Please discuss today with a friend the parameters of your “experience provided.” 

Please take one baby-step tomorrow to improve your “experience provided.” 

Repeat … FOREVER.

(Oh yes … and use the term DRAMATIC DIFFERENCE. P-L-E-A-S-E!)

Last Impressions Come First!

Nobel Laureate Daniel Kahneman (a psychologist who won the Economics Nobel) tells us, as reported in the February 2005 issue of Psychology Today, that our memories are very selective. In particular, no matter how extended an event (party, commercial transaction), we form our view and make our evaluation based—with dramatic skew—on the “most intense moments” & the “final moments.” This is yet another Compelling Argument for … EMOTIONAL EXPERIENCE MANAGEMENT! (For all of us! See immediately above.) The “final moments” evidence is particularly startling; e.g., one goes to a brilliant, 4-hour dinner party … yet three months later we only remember that two guests exchanged heated remarks on the way out the door. (Etc.)

100 WAYS TO SUCCEED #41:

Plan-Manage “Last Impressions-Experiences” AGRESSIVELY!

The idea here is the opposite of “no screw ups.” Of course we don’t want, per the above, anything to “go wrong” at the Experience Exit Stage. More important, we want something … MEMORABLE, COMPELLING, EMOTIONAL … to be our Planned Exit Strategy. The way, say, the Doc walks the Patient to the door (rather than pointing distractedly to the Billing Desk, while simultaneously picking up the next Patient’s folder) is the Determining Factor in the Patient’s Impression … more, actually, than a good or bad diagnosis.

So … WORK ON IT … ASSIDUOUSLY!

“Gasp-worthy!”

As an alumnus, I received an email from McKinsey about its response to the SEAsian tragedy. I read it, nodded, and cast it aside. (But did not “delete” for some unknown reason.”)  I returned to it a few hours later—and was moved to send McKinsey’s managing partner an email. I said that the response was “perfectly adequate,” but I added that business has a tawdry rep these days and that McKinsey is the premier Counselors to Top Management … so, I chided, I saw it as a missed opportunity that McKinsey’s response failed to “make me gasp by its audacity.”

No surprise, I got no response from McKinsey’s top dog. But I also copied my old McK pal & In Search of Excellence co-author, Bob Waterman—who offered his hearty support.  (Thanks, as always, Bob.)

Forget McKinsey (never a bad idea). The Bigger Point—see the above also—is that our “responses” to tragedy & opportunity alike ought to aim to “make people gasp” at their audacity. Agree?

100 WAYS TO SUCCEED #42:

Is It “Gasp-worthy”?

Will your plan for addressing today’s “mundane” task make others “gasp” at its audacity? If not, re-do?! 

Am I Nuts?
Time last week ran “The Science of Happiness” as cover story. Psychology Today’s current cover is “True Happiness.” No surprise, friends & family are the greatest source of happiness. (The message is a lot more sophisticated than that—e.g., friends top family, in many cases.) But what struck me was the uniform absence of work-as-a-centerpiece of-happiness. Was it the researchers’ biases? Is it the “Dilbert Factor”—most people think work sucks? Regardless, work is what we spend the most time doing—so it is obviously front & center in this issue, whether for good or for ill; which makes its absence surprising, to the point of nuttiness. No?

Check out today’s new poll on this topic!

The “Eye-sparkle Factor”

Some people’s eyes have an engaging, infectious “sparkle.” Some don’t. Hire [only?] those “have it”?

I was lecturing on “talent selection”—and the use of unconventional measures for so doing. At a break I made the following comment to a youthful Participant: “Suppose you & I were opening the restaurant of our dreams. We’d both put in $75,000 … effectively our life’s savings. We were “betting the farm.” We had a great idea, a very good location, a terrific chef. Now the time had come to hire waiters & waitresses. Numerous applicants had satisfactory+ “restaurant experience,” but several didn’t. One young woman [man] in particular was a rank amateur—but had the most compelling “sparkle” in her/his eye. How would that “sparkle” rank in your hire-no hire consideration? No great surprise, we both agreed, despite a 30-year experience differential, that the “sparkle” pretty much ruled. (Or some like measures—e.g., hustle, enthusiasm.) Fact is, the Participant in question ran a 40-person bit of an IS/IT department. And my real goal was to urge her to use the “eye-sparkle Factor” in IS/IT hiring almost to the same degree as in “our” choice of a waiter/waitress!

100 WAYS TO SUCCEED #43:

Hire Using the “Eye-sparkle Factor”!

HR. IS/IT. Finance. Engineering. No matter. Hire for “eye sparkle”! Believe it! 

01.18.2005

What matters!

“Hipness is the only asset that matters.”—Paul Saffo, futurist, on Apple

100 WAYS TO SUCCEED #44:

Hipness!

Are you … Hip? If not, what … EXACTLY … do you plan to do about it?

Whole Foods Redux!

How good is good? Or, how Excellent is Excellent? Re Whole Foods Market: My colleague (and co-blogger) Erik Hansen tells me he never orders steak at restaurants anymore, because the result always pales beside the steaks he buys at Whole Foods. As for me, Susan & I are looking at buying a house in Boston. We loved one we looked at, but it had a small kitchen. Susan, a great cook, said to me, “Who cares? We’ll be buying all our stuff prepared at Whole Foods.”

Whole Foods = Lovemark!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

“Little stuff” that Matters. A Lot!

Great email from … JUDITH SINNARD. (smarteplans.com) Judith has a “little” idea. She provides eServices to the Houston real estate community. She measures rooms at a MLS home, provides at a Click dimensions thereof … as well as photos of each room. Little deal? Big deal?  The average days-on-market for one of “her” homes was 33 last year, compared to the average of 82 days. “Little” idea. Big industry! Big difference! 

“Little stuff” That Matters, Part II

In a push email, my partners at Better Life Media provide this Tip yesterday: “Fix your voice message now! If you claim to be different from your competition, a GREAT place to start is your recorded message.”—Jeffery Gitomer, The Little Red Book of Selling. 

(Hey, I also love the book!)

100 WAYS TO SUCCEED #45:

Voice Message Mania!

How Cool-Different is your Voice Message?

Who, me?

Came across, stuck in a book, the torn out cover story from Time, October 25, “The God Gene.” There was a quiz therein, “How Spiritual Are You?” I imagined I’d be in the lower quartile. But to my surprise, I scored 15 (out of 20), “highly spiritual, a real mystic.” Ye gads! Here’s Question #1, to which I instantly answered “Yes”: “I often feel so connected to the people around me that it is like there is no separation between us.” Duh! Of course! That’s what my “speaking career” is all about!! That’s why I’m here on earth!!

100 WAYS TO SUCCEED #46:

Melded To Your Client!

Are you “one with your client”? To succeed—make a Dramatic Difference—you must be. Answer, if this sounds “too much”: You must find something to do that you  … LOVE. If you are “in love,” then the odds go … WAY … up that you’ll be “as one” with your Client/s.

(Hmmm. Is there Something above “Lovemark”? Namely, “as one with”?)

If You Want To Find Oil, You Must Drill Wells. (The “Do It” Imperative.)

Was on the treadmill yesterday. (Hey, it was -5F outside.) My straining eye caught the cover of a book I’d surveyed for In Search of Excellence; it’s The Hunters, by John Masters, a successful Canadian  O & G wildcatter. Here are some of the excerpts I underlined 25 years ago:

“This is so simple it sounds stupid, but it is amazing how few oil people really understand that you only find oil if you drill wells. You may think you’re finding it when you’re drawing maps and studying logs, but you have to drill.”

NB: BUT YOU HAVE TO DRILL!

“I don’t know what it is that makes an oil finder. But while I can’t define it, I can generally recognize it when I see it. Mostly, it’s attitude. Focus. Intensity. It seems to be associated with a fierce desire to know everything, to rub your nose in every piece of information. And yet there is a playfulness about the expert finders. A sense of fun. Beware of the too serious man.”

“A really new idea at first has only one believer.”

(Selfishly, I cherish the book’s inscription that I also reread, “To Tom Peters, who knows all about these ideas of how to make a company work.” Thanks, John. Wow!)

100 WAYS TO SUCCEED #47:

Just Drill!

Drill more wells than the next guy!

100 WAYS TO SUCCEED #48:

“Playful” Rules!

Beware the “too serious man [woman].”

100 WAYS TO SUCCEED #49:

Freaks Rule!

Listen to the “one believer.”

01.20.2005

I’m Not in Vermont!

Getting our winter dose of -20F, finally. (Though small beer compared to Embarrass MN’s -54F, w/o wind-chill added in.)  But as for me, I wandered the lovely streets of Lisbon/Lisboa in shirtsleeves @ 60F yesterday afternoon.

Sorry I’m Not Home

Cold aside, I’m sorry I’ll not be near the tube today for the Inauguration. I was appalled at an AOL poll that shows most won’t watch a bit of it. I don’t care who you voted for, a peaceful democratic transition (an American inaugural) is still one of the world’s great wonders. If you don’t like George Bush, watch for George Washington’s sake!

Bespoke Blogging!

A comment to Erik’s 0111 post on blogging led me to www.englishcut.com. Love (!) the idea of an English bespoke tailor blogging! Hey, bizblogging is bespoke marketing, eh?

01.21.2005

Gettin’ High On Blogging!

Been Boston-Zurich-Boston-Lisbon-London (Boston, tomorrow a.m.) in last 10 days. My “high” for these stressful (many, many miles) times is the Holy Shit Awesome Comments that you have offered!!!!!!!!!!!!!! Mucho blessings!!!!!!!!!!!!!

I’m Sorry!

It’s rude to call people “idiots.”

It’s rude to call CEOs “idiots.” (I am assuming here that “CEOs” are “people.”)

It’s really rude to call people “idiots” when you are a Guest.

It’s really, really rude to call people “idiots” when you are a Guest in another country.

It’s really, really, really rude to call CEOs “idiots” when you are a Guest in another country.

I guess that’s why I got some blowback to my speech in Lisbon yesterday. I was being brash-American-California Tom, getting’ my dander up with a crowd of retailers, many CEOs, over topics like grossly underinvesting in IS/IT, seeing Big Mergers as Salvation rather than Disaster, ignoring the Women’s Market, having too few Women in Top Management, failing to create Experiences (per Whole Foods Markets & London Drug & Apple Stores & Commerce Bank) that make Clientele “gasp,” kaizen-ing one’s way to Irrelevance rather than Boldly Grasping the Nettle. I said that “CEOS who don’t get these Elementary Principles of Permanent Revolution [in a Time of Traumatic Competitive Pressure!] are ‘idiots,’ ‘lunatics,’ ‘stupid.’”

Well, maybe, wherever I’ve landed, I’ll let an ever-so-innocent PowerPoint slide “do the talking” in the future. (“It’s not me that said it, it’s PowerPoint!” Blame Bill Gates—that’s always a popular line.) Hence I first created what you see below as a PP slide, titled “TPs ‘CEOs Are Idiots18.’”
Here are the contents (remember: PowerPoint made me do it!). CEOs are idiots who …

1. Fail to spend Hyper-aggressively on IS/IT; fail to follow “Gamechanger” IS/IT Strategies; fail to put their CIO on the Board; fail to exploit fully [Revolution Now!] the Web.
2. Believe in [BIG] mergers as The Key to Offense & Defense.
3. Hire MBAs in large #s.
4. Recruit mostly from conventional sources; have a low tolerance for risktakers-freaks.
5. Are less than 24/7 “Talent Fanatics.”
6. Do too much Imitation/Benchmarking/ConstantImprovement, not enough “Breathtaking”/Disruptive Innovation; favor “marketshare” over MarketCreation.
7. Believe that “process” beats “passion,” “analysis” beats “action.”
8. Spend too much time in the Office, not enough time in the Field; fail to ColdCall at least One Customer per Week; are surrounded by sycophants; have low Tolerance for Contention.
9. ARE NOT LOVED BY FRONTLINE STAFF!
10. Do too much MicroSegmentation I: Grotesquely underestimate the Women’s Market—and if they do more or less “get it,” fail to understand the Strategic Transformation required to master it.
11. Do too much MicroSegmentation II: Grotesquely underestimate the Boomer-Geezer Market.
12. Have too few Women on the Executive Team, too few Women on the Board.
13. Who’s … Board = OWMs. 
14. Balk at Technicolor actions and language—eg, WOW!, Lovemarks, DreamMarketing, InsanelyGreat. 
15. Think Design is a frill, nicety—not the Fundamental Basis for Value Added.
16. Tolerate less than Excellence, do not insist upon “Experiences that make me ‘Gasp.’”
17. Deliver more on Short-term Earnings rather than Long-term Yearnings. 
18. FAIL TO INSPIRE ME BY THE AUDACITY OF THEIR DREAMS. (Too much: “Dream” = “Buy MarketShare, Get BIGGER, Cut Costs.”)

In conclusion:

 (1) I am sorry for my rudeness!

(2) I am very sorry for my rudeness outside my Native Land!

(3) I am sorry that so many CEOs are idiots!

 (4) Bonus: And if it had been a Hospital CEO gathering, I would have added, “I’m sorry that you kill so many people.” 

I Hate MBAs/Redux

Just a thought: Who, in their Right Mind would grow up desiring to be a “Master” of “Administration”?   (E.g.: “I can file faster than you can! And prove it! After all, I’m a Master of ADMINISTRATION!”)

Whoops, there I go again! I don’t “hate” MBAs. I just bloody well wonder what kinda person would want to be a “master” of “administration”—when, say, you might have become a Snowboard Instructor at Stratton! (Or at least if you are determined to be an “MBA,” join me and become a Master Bullshit Artist! Or better yet, MBAWGTFTCPLLACCEOI-MasterBullshitArtistWhoGetsToFlyToCoolPlacesLikeLisbonAndCallCEOsIdiots.)  

New Economy Biz Degree Programs

Did I share this with you before? (Peter?) I do believe in advanced education! Incl BizEducation! So while I’d dump the MBA, I’d add-substitute the following 6 degree programs, or some such: 

MMM1 (Master of Metaphysical Management) 
MMM2 (Master of Metabolic Management)
MGLF (Master of Great Leaps Forward)
MTD (Master of Talent Development)
W/Mw“GTD”w/oC (Woman/Man who “Gets Things Done” without Certificate)
DE (Doctor of Enthusiasm)

(See a bit more on this in my REI.500 “master” PP presentation.)

01.27.2005

Big Day!

Today Is a BigDay! 01.27.2005  is the 6-month Anniversary of my modest blogging experiment. I celebrate it, not with a Long Blog, but with a short one.

Snow [LOTS OF] kept me from the BizBlogging Conf in SEATTLE. So while my Partner, Erik Hansen, attended I stayed home … AND WROTE. To be precise (more or less), 35,000 words. You’ll see the fruits in a couplaweeks. Erik has Blogged the conference beautifully, and I’ve done my thing. 

What else can I say? The … WHOLE IDEA … of the “Blogging Bit” is Honest Reporting … eh?

(If there is … EVER … a …  Hint of Bullshit … in This Space … YOU will Call Me On It!) 

(I Love That.)

01.27.2005

Rosie Owns The Place!

DogLovers-BlogLovers out there? I’m off. Meet Susan in Boston, then Houston-Bangkok-Miami-Wherever. Rosie, Queen, watches me go. She half raises an eyebrow from her perch on the kitchen couch. She’s not “officially” allowed up there, but the minute I leave that’s where she goes—we both understand. Our “Queen” is eleven, a Grande Dame. I have the distinct feeling that I’m here at her will. She runs the place, I visit. Her look says, “Off again, eh? Well, you’re welcome to stop by when it’s over; as you know, I’ll be here. Be well, Dude.”

Right?

01.28.2005

And …

P & G buys Gillette. $57 billion.

I only have one, small question?

WHAT’S THE POINT?

No “economies of scale” for companies that size.

Synergy?

Batteries and toilet paper?

So I guess the answer is obvious.

What’s the point?

Because they can!

Silly boys!

Ah, if only their energy could have been directed to “insanely great” products, to steal a phrase from that boring “cool products” guy, Steve Jobs.

(Dave Taylor does a great send up of the deal: http://www.intuitive.com/blog/archives/000974.html.)

Tell ’Em That in Cincinnati, Dick

 “I don’t believe in economies of scale. You don’t get better by being bigger. You get worse.” —Dick Kovacevich/CEO/Wells Fargo/Forbes08.2004 

TP’s “CEOs are Idiots20”

My list just got another entry:

CEOs are idiots because …

20. Their egos distract them from the Real Work of Business.

‘Nuf said.

01.28.2005

Feeling One’s Age!

We just lost 30+ Marines and a Navy medic in Iraq. Went down in a Sea Stallion, a CH-53 helicopter. Flash back. 38 years. Me. I Corps. Vietnam. Navy Seabee. (From “CB,” Construction Battalion.) We are building “hardened camps” for US Army Special Forces teams, must move heavy equipment into the hinterlands. In 1967 a new tool arrives. You guessed it. The CH-53 Sea Stallion. A Big Deal. CBS News covers its arrival “in country.” And it’s about to take its first “operational” flight. Who’s aboard? Me. We cruise inland, and get our baptism in fire, far sooner than we’d supposed. Nobody KIA, but all of us shaken up. My CO (Commanding Officer) offers me a Purple Heart, but I’d been nothing more than scratched by an errant shell that wobbled around the craft, thought it was bullshit, and turned it down. That was 38 years ago. The mighty CH-53 is still serving our courageous troops. My heart goes out to the Families & Friends of the KIAs.

Love It!

I LOVE Our Democracy!

“W” is off to the Greenbrier, to mingle with the Republican masses. The Washington Post reports that they’ve got their own agenda. W has run his last race, and the Reps have their own race to run in a mere 2 years, so they’re taking no crap.

This is not a “W” Post, but a “How Cool” post about Mr Adams & Mr Jefferson’s Marvelous Machine. Dem or Rep, I love it that Powerful People are trashed by the Rank & File in our Wonderful System! “I’m runnin’ for election, Dude, you’re not!”

01.28.2005

Buck Me Up Here!

I AM SUDDENLY VERY WEARY. WORLD WEARY. REALIZING THAT 38 YEARS AGO I FLEW THE FIRST CH-53 MISSION. AND NOW WE LOST 30 PEOPLE ON ANOTHER CH-53 MISSION IN ANOTHER DISTANT ENVIRON. THE WORLD IS A TESTY PLACE. YE GADS!

01.31.2005

Sooooo Cool!

Sign me up for an early trip, mid-2006, on Airbus’ A380—if possible, one configured for Richard Branson’s Virgin! Love Bold Bets! The Airbus Maxi-gamble is as heartening as P&G&Gillette is dispiriting. (Alas, I think Boeing really blew this one.) (Or even if Boeing didn’t “blow it,” it’s a far cry from the Boeing that “insanely” bet on the Quarto 747 a few decades ago—and thus Changed the World!)

(Emirates has ordered 45 of the Big Suckers! As I mentioned after an earlier visit, the UAE seems do be doing everything in a Big Way these days. Their “democracy score” still leaves a lot to be desired, but their “Crazy Capitalist Quotient” is Off the Charts!)

Democracy Scores … 

Afghanistan. The Palestinian Authority. Ukraine. Now, Iraq. Democracy is on a roll, even if there is a helluva lot of work to be done.

(This old Democrat also gives VHigh marks to President Bush for his Audacious Inaugural Address. Something grand to aspire to—even if the devil is in the details.)

Houston High

In Houston Saturday night to speak to the sales team at DePuySpine, a subsidiary of Johnson & Johnson. Wow! Seventy percent of their burgeoning sales are from products introduced in the last three years! R&D up 50 percent in the last couple of years! Moreover, their array of products are mind-boggling game-changers in the world of wonky backs—an especially big deal with 80 million bad-back Boomers as their future market. Once again, their brashness & wholesale commitment to innovation was a welcome pick-me-up after P&G&G. (NB: Anyone but me wonder if the Pats’ Gillette Stadium will be renamed Charmin Field?)

J&J has made some big acquisitions, to be sure, but it remains the antithesis of P&G. Their Cultural Commitment to Decentralization, that Bob Waterman and I loved when we put the firm in In Search of Excellence, is still very much alive & well. Bravo! (And no mean feat!)

Carol Rules!

Carol Loomis belongs on everybody’s short list of best business writers; her work at Fortune is peerless. And her knife is sharp. To say that she beats the hell out of Carly & HP this week is gross understatement. Ms Loomis’ analytics and depth are mind-boggling. The bottom line: “This was a big bet that didn’t pay off. … At bottom, they made a huge error in asserting that the merger of two losing computer operations, HP’s and Compaq’s, would produce a financially fit computer business.”

HP is flummoxed by Dell on the low end, IBM on the high end—and, as Loomis says, their ain’t no easy way out.

(HP walks away from PricewaterhouseCoopers; IBM buys them. HP buys Compaq; IBM sells its PC group to the Chinese. Hmmmm.)

(While HP execs are hardly going to agree with Loomis, their level of Denial was pretty breathtaking.)

(Note: I question 9 of 10 big mergers. Have for 20 years. I supported the HP merger. I should have stuck to First Principles.)

Worth Your Time on Two Scores …

BusinessWeek’s cover story, “Linux Inc.,” is also a great piece of work. The industry analysis is fascinating/perceptive, but I was especially drawn to the excellent & detailed operational portrayal of how Linux works & innovates. Linux may well be a Genuinely New Life Form in the world of organizations … replicable across many industries. (One wonderful open-source “motto”: “Give a little, take a lot.” And as I said, applicability is doubtless Universal. For starters, it’s light years beyond the recently hip “virtual organization.”)

Quote(s) of the Day …

Catching up on reading as I head—long, long trip—from Houston via Frankfurt to Bangkok. Found these gems:

Warren Buffet (quoted in the HP article): “When a management with a reputation for brilliance tackles a business with a reputation for bad economics, it is usually the reputation of the business that remains in tact.”

James Woolsey, former CIA director: “If you’re enthusiastic about the things you’re working on, people will come ask you to do interesting things.” (Amen! WOW!)

Washington Women Roar!

Newsweek (“Welcome to Girls’ State”) reports these stats on women in government in Washington state:

Governor. 

2 Senators.

4 of 9 Supreme Court Justices.

49 of 147 State Legislators.

Now that’s more like it!

I Hope She Got It Wrong! (I Fear She Didn’t.)

Maureen Dowd (New York Times Op-ed) mostly annoys me. But her 30 January “Torture Chicks Gone Wild” was appalling. I urge you to read it.

(And still no higher ups get canned.) (Quaint old “accountability,” anyone?)

Scorecard …

Scorecard from today’s posts:

P&G&G: Ho hum/Ugh/Who cares (excepting the 6K who will lose their jobs.)

HP: Oops!

J&J/DePuySpine: Hooray!

Linux: Hooray!

Airbus: Hooray!

Woolsey-on-Enthusiasm: Hooray!

Buffet-on-Arrogant “Turnaround” Execs: Hooray!* (*Of course I acknowledge he made a ton off P&G&G.)

Washington (state) voters: Hooray!

Lack of Washington (D.C.) accountability-in-high-places: Still waiting!
(I guess it boils down to my longterm, abiding Passion for Passion & Go-for-It Innovators, and despair at Mindless Bulking-up Exercises. Not news.)

You Were Still Asleep …

I assume (most of) you were still asleep when I arrived in Frankfurt. 240am EST. 01.31.05.  Here are the (MAGNIFICENT) headlines that awaited me, for a Euro or so. International Herald Tribune: Iraqis Stream to the Polls. A Proud City [Basra] Defies Terrorists.  THE TIMES [London]: Iraq Embraces a Brave New World of Democracy. Financial Times [London]: Iraqis Defy Attacks to Go to Polls. FT/Mosul: Trickle of Voters Turns into a Stream. 

Quote of the Year …

“Each person who cast a ballot—and there were far more so than officials had expected—was engaged in an act of conspicuous bravery.” [Financial Times on Mosul/01.31.2005]

Repeat …

EACH PERSON WHO CAST A BALLOT—AND THERE WERE FAR MORE SO THAN OFFICIALS HAD EXPECTED—WAS ENGAGED IN AN ACT OF CONSPICUOUS BRAVERY.

Mars vs Venus: Women Want to Get Better! (But Not Us!)

“On MBAs Men Are from Mars and Women from Venus: Women MBA graduates make better managers as they gain intrinsic benefits such as confidence, credibility and assertiveness, job satisfaction and interpersonal skills. This makes them more productive. Men, however, are more blinkered and see their MBA only as a way to gain status and pay.” —The Times (London), from research at Brunel University/01.20.2005

Comments?

Mars, Venus, Mom-power, Men Exit Stage Left!

 “Now and in the future, the teams led by the most moms win. … The new model still demands they have leadership DNA, but it also embraces a kindler, gentler, more confident version of the old model; a big heart and a strong character are now as important as being a strong person. Leaders who only have the hard skills simply aren’t suited for today’s business climate. Many of these types are still running companies, but the tide is turning and their days are numbered. As everyone is well aware, company populations are going to become more rather than less diverse, companies will be dealing with more rather than fewer changes, and the pace is going to quicken even further. As a result, leaders must become much more efficient at managing chaos and much more competent at dealing with the human side. Overall, they must possess the interpersonal skills and character to adapt to both new realities.” —Moe Grzelakowski, “Maternal Trends in the Business World’ (Mother Leads Best: 50 Women Who Are Changing the Way Organizations Define Leadership) (Ms G held very senior leadership positions at places like Dell.)

Comments?
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