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AN ODDBALL COLLLECTION*®

The de facto title of this document is “Stuff | Care About.” It is not an A—Z paper that builds
logically to a crescendo. There is much duplication. The “chapters” are pieces that were scattered
here and there in various document piles. To keep from losing them, | stuck them together here.
So cherry-pick as you will—and I’d hope a few things might be of use.

Overtoyou...

* I chose 1966 as the starting point. It was the date of my first “real adult job.” I was a combat-
engineering (U.S. Navy Seabees) detachment commander in the I Corps of Vietnam.



MY CAMPAIGNS

These are the topics that have been at the top of my list over the years—the “big deals” I scream
and yell about.



EXTREME HUMANISM
A 50-YEAR SEARCH FOR EXCELLENCE:
MY CAMPAIGNS, 1973-2024

*“Small wins” (Ph.D. thesis, 1974, “first [Stanford b-school] thesis on implementation™)

*Execution>Strategy (White House, 1973-74, “Amateurs talk about strategy . . . Professionals
talk about logistics.”—USMC general)

*Hard (spreadsheets, org charts, process maps) is soft (abstract, malleable). Soft (people,
relationships, culture, inspiring design) is hard (bedrock, sustaining).

*Small>big; Soft>hard
*Excellence is the next five minutes (or nothing at all).

*Qbsess on this: “The [two] most powerful things in life are a kind word, a thoughtful
gesture.”—Ken Langone | “Courtesies of a small and trivial character are the ones which strike
deepest to the grateful and appreciating heart.”—Henry Clay | “’You must care”—U.S. Army
general to senior officers on “the one secret of success.”

**Thank you.” | “I’m sorry.” | The power of a heartfelt “Thank you” for something “small”
cannot be overestimated. (30,000 handwritten [thank-you] notes in 10 years penned by former
Campbell’s Soup CEO Doug Conant) | “I regard apologizing as the most magical, healing,
restorative gesture human beings can make. It is the centerpiece of my work with executives who
want to get better.”—Marshall Goldsmith

*Listening (“aggressive listening”/*“fierce listening”) = Strategic Leadership Skill #1 (“The best
way to persuade others is with your ears.”—Dean Rusk)

*Hiring: EQ>IQ (Hiring = “the most important Strategic decisions.”)

*Peerless-obsessive customer attention & service & maintenance . . . by every person in the
organization. (“If you want the staff to give great service . . . give great service to the staff.”—
Ari Weinzweig)

*People (REALLY) first—appreciate the ability of every individual, of every rank to be a
uniquely creative contributor to the organization; demonstrate an unwavering commitment to
every individual’s (dramatic) growth.



*Moral commitment to community (business is the community) and climate. (“Business exists to
enhance human well-being.”—Mihaly Csikszentmihalyi)

*Everyone-an-innovator. WTTMSW (Whoever Tries The Most Stuff Wins)/
WTTMS[ASTMSUTF]W (Whoever Tries The Most Stuff [And Screws The Most Stuff Up The
Fastest] Wins).

*Leader Scorecard/Measure #1: The people you developed (at every level) who flourished and
became prideworthy leaders.

*Investment #1: “Training, TRAINING and M-O-R-E T-R-A-I-N-I-N-G”—U.S. Navy admiral |
Asset #1: Population of sterling front-line leaders (driver of all key performance variables).

*Best portfolio (breadth, depth) of relationships wins. (“Personal relationships are the fertile soil
from which all advancement, all success, all achievement in real life grows.”—Ben Stein)

*Top-line focus: “The Three Rules: (1) Better before cheaper... (2) Revenue before cost... (3)
There are no other rules.”—from The Three Rules, examining 45 years of data from 25,000
companies. (“Be the best. It’s the only marketplace that’s not crowded.”—George Whalin)

*The power and glory of inspiring design (aspire to make the world a little bit better):
Earthshaking design = Differentiator #1 | applies to everything—e.g., every organizational
function (“Only one company can be the cheapest. All others must use design.”—Rodney Fitch)

*Women are (demonstrably) more effective leaders (“Research [by McKinsey & Co.] suggests
that, in order to succeed, companies should start by promoting more women.”—NY Times | “New
studies find that female managers outshine their male counterparts in almost every measure.”—
Bloomberg BusinessWeek)

*Patient safety (Patient safety errors = 100K+ unnecessary deaths/year in USA | Fixes are
overwhelmingly cultural, not technological)

*Two grossly underserved (ginormous!) markets: women & oldies. (Women [effectively] buy
everything. Oldies [effectively] have all the money.)

*Muzzle Milt: Enterprise/the economy/social stability Enemy #1 = Milton Friedman’s 1970
“shareholder value maximization” dogma.

*Work every day on your “eulogy virtues.” | What’s your Eulogy Virtue Score for the day?
(“résumé virtues” vs. “eulogy virtues”—David Brooks)

Addendum. My life in six words: From “human resources” to “human beings.”
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EPIGRAPHS

Epigraphs summarize a book in a single sentence.



You work on a book for four years. One last task. Choose an epigraph. A big deal: 25-50 words
that capture the spirit and flavor of the entire Herculean effort. I’ve made such choices 20 times.
Here I share my “Top 10.” They effectively define my life over the 41 years since the 1982
publication of In Search of Excellence.

“Business exists to enhance human well-being. ”—Mihaly Csikszentmihalyi,
Good Business: Leadership, Flow, and the Making of Meaning

“Business has to give people enriching, rewarding lives, or it’s simply

not worth doing.”—Richard Branson, Business Stripped Bare: Adventures of a Global
Entrepreneur

“The role of the director is to create a space where the actors and
actresses can become more than they have ever been before, more than
they have ever dreamed of being.”—Robert Altman, Oscar-winning director

“Amateurs talk about strategy . . . Professionals talk about logistics.”
—General R. H. Barrow, U.S. Marine Corps

“Research [by McKinsey & Co.] suggests that, in order to succeed,

companies should start by promoting more women. ”—Nicholas Kristof, New
York Times

“Courtesies of a small and trivial character are the ones which strike
deepest to the grateful and appreciating heart.”—Henry Clay

“Only one company can be the cheapest. All others must use design.”
—Rodney Fitch, Fitch & Co.

“The Three Rules: 1 Better before cheaper. 2 Revenue before cost. 3

There are no other rules. ”—Michael Raynor and Mumtaz Ahmed, The Three Rules:
How Exceptional Companies Think

“Strive for excellence. Ignore success.” —Bill Young

“After smallpox was eradicated, D.A. [Henderson, who led the
international effort] was asked what disease would be next. His
response? ‘Bad management.’”’—Sabin Vaccine Institute



RANTS

Things | scream and shout about.






Tom Rant #1. The role of business in society. Mihaly Csikszentmihalyi: “Business exists to
enhance human well-being.”

TR2. Execution! Execution! USMC General R.H. Barrows: “Amateurs talk about strategy . . .
Professionals talk about logistics.”

TR3. My life in six words: Hard is soft./Soft is hard. Hard (spreadsheets, org charts) is soft (easy
to manipulate). Soft (people, relationships, culture) is hard (bedrock/long-lasting).

TRA4. The “soft stuff” rules . . . at Google. Traits of the best employees and most innovative
teams are listening and respect for others. Seven out of eight traits are “soft.” STEM is dead last!

TRS5. Business plays a central role in the community. Businesses must be good (excellent)
community citizens.

TR6. Anita Roddick: “Business can be . . . a powerful force for good.” Business as a moral
paragon. (Damn it.)

TRY7. The Staggering Societal Cost of Milton Friedman’s SVM (Shareholder Value
Maximization). 1970: 50% of profits to execs, shareholders/50% to workers, R&D, capital
equipment. 2015: 90% of profits to shareholders, execs/10% to people and capex. William
Lazonick: “The very people we rely on to make investments in the productive capabilities that
will increase our shared prosperity are instead devoting most of their companies’ profits to uses
that will increase their own prosperity.”

TR8. Ari Weinzweig: “If you want the staff to give great service to customers, the leaders have
to give great service to the staff.” John DiJulius: “What employees experience, Customers will.”

TR9. Nothing is more important than hiring . . . and few organizations even merit a
“gentleman’s C.” Are you a formal student of hiring? Can you give yourself an “A” or “B” in
demonstrated hiring skills? (Referring to every leader, not just HR professionals.)

TR10. EQ>1Q. Biotech CEO/founder Peter Miller: “The ultimate filter we use [in the hiring
process] is that we only hire nice people.” Colleen Barrett, former Southwest Airlines president:
“We look for people that are warm and caring and actually altruistic.”

TR11. Hire more theater majors! Read The Fuzzy and the Techie: Why the Liberal Arts Will Rule
the Digital World.

TR12. Hire/promote the introverts. Read Susan Cain’s Quiet: The Power of Introverts in a
World That Can’t Stop Talking.

TR13. Promotions are, said Peter Drucker, “life-and-death decisions.”

TR14. Training is Capitol Investment #1. Admiral Chester Nimitz, on fixing the Navy’s WWII
lack of readiness: “training, TRAINING, and M-O-R-E T-R-A-I-N-I-N-G.”
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TR15. Front-line leaders are Corporate Asset #1. They are the primary drivers of quality,
productivity, etc., etc. E.g., the sergeants run the Army!

TR16. Women (on average) are significantly more effective leaders than men. Special Report,
Bloomberg BusinessWeek: “As Leaders, Women Rule: New studies find that female managers
outshine their male counterparts in almost every measure.”

TR17. Women (on average) are better investors than men. LouAnn Lofton: Warren Buffett
Invests Like a Girl: And Why You Should, Too.

TR18. Robust inclusivity is good for society—and good for business.

TR19. Inspiring Design (that makes the world a little bit better) is the Heart & Soul of an
enterprise—and Differentiator #1. Steve Jobs: “Expose yourself to the best things humans have
done. And then try to bring those things into what you are doing.” “Design is the fundamental
soul of a man-made creation.”

TR20. Inspiring Design permeates every nook and cranny of the organization; Inspiring Design
is the ultimate expression of Extreme Humanism.

TR21. Inspiring Design. Rich Karlgaard, former publisher of Forbes, on the screws used in the
Nest thermometer: “Better screws, epic screws, screws with, dare | say it, deeper meaning.”

TR22. Design is Differentiator #1. Design is an attitude that permeates every nook and cranny of
the organization.

TR23. Better before cheaper. The Three Rules: “Better before cheaper. . . . Revenue before cost.
... There are no other rules.”

TR24. Small>Big. Henry Clay: “Courtesies of a small and trivial character are the ones which
strike deepest to the grateful and appreciating heart.”

TR25. Small>Big. What made the patient difference was humanization during an MRI scan: “a
mirror about as big as a Band-Aid.”

TR26. Rodney Fitch: “Only one company can be the cheapest. All others must use design.”
George Whalin: “Be the best. It’s the only marketplace that’s not crowded.”

TR27. 100% Climate activists.

TR28. Extreme Humanism makes our world better. Extreme Humanism makes our organizations
better. Extreme Humanism is Tonic #1 for the bottom line.

TR29. World’s biggest market. Women buy (almost) everything. Act accordingly. Special

section, The Economist: “Forget China, India, and the Internet: Economic Growth Is Driven by
Women.” Fara Warner: “Women are THE majority market.”
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TR30. Follow the money. Oldies have (almost) all the money. Carol Morgan and Doran Levy:
“Households headed by someone 40 or older enjoy 91% of our population’s net worth. . . . The
mature market is the dominant market in the U.S. economy, making the majority of expenditures
in virtually every category.”

TR31. SMEs (Small- to Mid-size Enterprises) rule. Giants (waaaaay) underperform the market.
Financial Times: “Mr. Foster and his McKinsey colleagues collected detailed performance data
stretching back 40 years for 1,000 U.S. companies. They found that NONE [!!] of the long-term
survivors in this group managed to outperform the market. Worse, the longer companies had
been in the database, the worse they did.”

TR32. SME Superstars: Basement mold removal champs, Basement Systems, Inc. Garage as
bustling Civic Center, 1111 Lincoln Road, Miami.

TR33. Innovation Bedrock: WTTMSW (Whoever Tries The Most Stuff Wins).

WTTMS[ASTMSUTF]W (Whoever Tries The Most Stuff [And Screws The Most Stuff Up The
Fastest] Wins).

TR34. High-tech CEO: “Fail. Forward. Fast.” David Kelley: “Fail faster to succeed sooner.”
Australian businessman: “Reward excellent failures. Punish mediocre successes.”

TR35. Diversity on any and every dimension. Scott Page: “Diversity trumped ability.”

TR36. Seek discomfort. Jay Chiat: “I’m uncomfortable when I’'m comfortable.” Diane Arbus:
“Learn not to be careful.”

TR37. Culture First. Ed Schein: “Culture eats strategy for breakfast.”
TR38. Extreme Humanism, Exhibit #1: MBWA (Managing By Wandering Around).

TR39. Leadership “secret” #1, #2, #3: LISTEN. LISTEN. LISTEN. (Secretary of State Dean
Rusk: “The best way to persuade others is with your ears, by listening to them.”)

TR40. Aggressive Listening. U.S. Navy Captain Mike Abrashoff: “I decided that my job was to
listen aggressively.”

TRA41. The (awesome) power of perceived self-control: No one ever pushed the “turn off the
noise” button in the Lefcourt study.

TRA42. Task (and time investment) #1: Building relationships. Ben Stein: “Personal relationships
are the fertile soil from which ALL advancement, ALL success, ALL achievement in real life
grows.”

TRA43. The speed trap: SLOW DOWN!!! All the important stuff (still) takes time (lots of it):
Relationship building and maintenance, aggressive listening, shapeshifting design, and virtually
all aspects of Extreme Humanism.
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TR44. “Avoid ‘busyness,”” says tech superstar Dov Frohman. The best leaders have 50% (!!) of
time unscheduled. RE-READ. ACT.

TRA45. Edie Seashore taught: “Being aware of yourself and how you affect everyone around you
is what distinguishes a superior leader.” This is S00000 easy to write, S000000 hard to enact—
and s00000 important.

TRA46. Positive>>>>Negative. Superstar researcher Marcus Buckingham: “Positive attention . . .

performance on a team. . . . People don’t need feedback. They need attention.” Bottom line:
Positive induces engagement. Negative produces evasion.

TR47. Henry James: “Three things in human life are important. The first is to be kind. The
second is to be kind. And the third is to be kind.” Is this a good/“useful” quote for a “business
book™? Y-E-S. Damn it.

TR48. K =R =P (Kindness = Repeat business = Profit).

TR49. Entrepreneur Ken Langone: “The [two] most powerful things in life are a kind word, a
thoughtful gesture.” William James: “The deepest principle of human nature is the craving to be
appreciated.” (Not “wish.” Not “hope.” But “craving.”)

TR50. Campbell Soup former CEO Doug Conant: “Believe it or not, I have sent roughly 30,000
handwritten notes to employees [12 per day!!] . . . over the last decade, from maintenance people
to senior executives.”

TR51. #1 executive coach Marshall Goldsmith: “I regard apologizing as the most magical,
healing, restorative gesture human beings can make. It is the centerpiece [!!] of my work with
executives who want to get better.”

TR52. The four most powerful words in the English language: “Thank you.” “I’m sorry.” (Z-e-r-
0 hyperbole.)

TR53. “The one piece of advice which | believe will contribute more to making you a better
leader . . . and . . . advance your career more than any other advice . . . and it doesn’t call for a
special personality. . . is—you must care.” General Melvin Zais, addressing senior officers, U.S.
Army War College.

TR54. The essence of effective leadership: give-a-shit-ism. (Give-a-shit-ism = You must care =
Sine qua non.)

TR55. Designer Celeste Cooper on grace: “My favorite word is ‘grace’—whether it’s amazing

grace, saving grace, grace under fire, Grace Kelly. How we live contributes to beauty—whether
it’s how we treat other people or how we treat the environment.”
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TR56. Excellence is not an aspiration. Excellence is not a mountain to climb. Excellence is the
ultimate short-term strategy. Excellence is your next 10-line email—or next 10-word text.
Excellence is adding a final touch to a final touch to a final touch. Excellence is the next five
minutes—or it is nothing-at-all.

TR57. BFOs. At the end of a grueling two-day conference, | asked for feedback. One wildly
successful entrepreneur said, “Two days is a lot of time away from work. And in the last two
days, | have learned nothing new.” My heart sank. He continued, “Yet this may be the best
seminar | have ever attended. It was a series of Blinding Flashes of the Obvious. Taking truly
good care of people, being a stellar community member, and making every customer contact a
thing of beauty. Things we all know, but which inevitably slip in the midst of the chaos of the
day—I am going home determined to never again allow the ‘obvious’ to slip out of sight. Thank
you so very, very much.” (My life’s work: BFOs!)

TR58. Investors’ Credo. Relative to every (!!) investment: Can you brag to your children (or
grandchildren) about the products and people practices and community- and planet-mindedness
of the company invested in?

TR59. It’s all about the people!

TR60. Your life will be measured by the people you help to grow and succeed. Richard Branson:
“Business has to give people enriching, rewarding lives, or it’s simply not worth doing.”

TR61. Helping others grow is the pinnacle of human achievement and every leader’s Job #1.

Robert Altman: “The role of the director is to create a place where the actors and actresses can
become more than they have ever been before, more than they have ever dreamed of being.”
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*rkhkkikikkkkkkkk

Altman revisited:

[Your name]: “My role as
[team leader] Is to create a
place where [my team members]
can become more than they
have ever been before, more
than they have ever dreamed of
being.”

*khkkikkkkkkkk
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MEMOIR TITLE

Wordy but perhaps “on the money.”
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THE DEAN’S LIST, DIFFERENTIAL-EQUATION-
CHEWING QUANT’S QUANT, 2-DEGREE CORNELL
ENGINEER WITH AN MBA AND PH.D. IN
“BUSINESS,” AND CUSSING-VIETNAM-VET
COMBAT-ENGINEER WHO BECAME A, OR EVEN
THE, WORLD CHAMPION FOR BUSINESSES/
ORGANIZATIONS THAT FOCUS ON AND LIVE TO
FULLY ENGAGE THE HEARTS AND MINDS OF
THE PEOPLE-WHO-MATTER-AT-THE-FRONT-LINE
AND WHO EXUDE PASSION AND COMPASSION
AND CARING AND CREATE, DESIGN, AND
DELIVER CONSCIOUSNESS-BENDING, WORLD-
ALTERING PRODUCTS AND SERVICES ... AND
PUT WOMEN LEADERS IN CHARGE OF IT ALL.
THAT IS, CHAMPIONING AND RANTING ABOUT
THE—HEAVILY DISCOUNTED BY THE
DESICCATED “ESTABLISHMENT”—SO-CALLED
“SOFT STUFF.”
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NUMBERS

Big stuff numerically summarized.
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*449 S&P 500 companies in 1970 had a 50-50 balance of shareholder-bosses share/femployees-
CAPEX share. In 2012, they had a 91-9 balance of shareholder-bosses share/employees-CAPEX
share

*30,000 handwritten [thank you] notes to staff over 10 years by Doug Conant
*2 “most powerful things in life are a kind word, a thoughtful gesture.”—Ken Langone

*3 “things in human life are important. The first is to be kind. The second is to be kind. And the
third is to be kind.” —Henry James

*8% work for F500 companies, 92% work for SMEs

*25,000 companies, 27 superstars, 3 rules: “Better before cheaper. . . . Revenue before cost. . . .
There are no other rules” from the book The Three Rules

*615 companies tracked from 2001-2014 representing 60% of total USA market cap. 167 had
long-term orientation: +47% revenue, +36% earnings, +58% market cap, +132% job creation.
From “The Data: Where Long-Termism Pays Off,” Harvard Business Review

*500 in Grandpa Snow’s 1966 tribute line for memorial service after working for a tiny company
in a very small town

*38 seconds of direct M.D.-patient compassionate communication = meaningfully improved
patient health outcomes—Compassionomics

*80% “anomalies” (potential problems) missed by radiologists if data on screen was not
preceded by a glance at a photo of the patient—Radiological Society of North America

*“Positive attention . . . is 30 times more powerful than negative attention in creating high
performance on a team.”—Marcus Buckingham & Ashley Goodall

*Excellence is not an aspiration. Excellence is not a hill to climb. Excellence is the next 5
minutes. Or it is nothing at all.

*Future president of Charles Schwab had a 4.0 average going into his last exam. He got one
question wrong and ended up with a 3.8. Question: “What’s the name of the lady who cleans this
building?”” Her name was Dottie.

*12/16 “Women are rated higher in fully 12 of the 16 competencies that go into outstanding
leadership.” —Harvard Business Review

*2,700 speeches I’ve given from 1978-2022 with 800,000 speech attendees in 49 states and 63
countries. That’s 2,000,000 miles and 11 years away from home.

*20 books and 31 ebooks I’ve written from 1982—2022.
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DAMN IT!

Damn it! Damn it! Damn it!
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PEOPLE.

THEY ARE NOT
“IMPORTANT” TO THE
BUSINESS FOR F’S SAKE.

THEY A-R-E THE BUSINESS.
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RETIREMENT LETTERS

Comments in response to my March 2023 retirement letter.
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| announced my retirement in March 2023. To my utter delight, hundreds of responses poured in.
Here, boastfully I guess, are some of the most potent/heartwarming quotes:

| work hard every day to put humans first and help them grow.
You have been incredibly inspiring as a voice of humanism in this crazy world.

Tom’s career resulted in millions of lives changed. I had no interest in management except for
the operations research part. Which I incorrectly took to be the only serious part, until I read In
Search of Excellence.

Tom’s work resulted in tens of millions of improved leaders and impacted people.

Thank you most of all for reminding us that decency kindness and seeing and serving the human
being in front of us are the qualities that make us excellent.

Thank you for teaching me how to appreciate my associates. For our hospitality teams, your
work has been my Bible. . . . You also understood diversity a very long, long, long long time
before the world jumped on the bandwagon; as a woman in business, it helped me immensely.

Tom Peters is the Gandalf of business. Human potential is infinite magic, but most organizations
blindly pursue mindless, mechanical contributions. Teams change the world, leaders serve teams,
and there’s no such thing as over-serving.

Know that even though it may seem that many read, but few acted, actually many of us acted.
Here in my company, your work helped me to create hundreds of good jobs and good
environments, champion them, help them grow, and chase excellence daily while dancing
between the raindrops.

You have taught us what organizations and managers must do if they want to create successful
human communities (and also make a profit).

You changed the world. You made it more humane through your words, your voice, your rants,
your work. You changed my life and so many others with your courage.

| want to thank you for making such a huge difference in my professional life. When | was
promoted to management, | had no idea how it was done and no one was there to help me. The
one thing | knew was that | did not want to do to my team what my previous boss had done to
me. | wanted to do better. | wanted to be better. Thank you for helping me; | know I still have a
long way to go, but I start every day leading with the heart and I’ve never regretted it not once.

Over the past decade, | felt that you seemed to be a de facto mentor-coach. | work hard every day

to put humans first and help them grow, just as you taught me. My world will never be the same.
Thank you.
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You are awesome Tom, you have been incredibly inspiring as a voice of humanism in this crazy
world.

My world will never be the same thanks to you. Being more human is at the core of who | am,
and | credit you for helping many of my leaders learn that it is the best way to lead. I will
continue to practice extreme humanism, in all I do, and I will always keep you in my heart.

Thank you for all the years of thought-provoking work. Your writing, appearances, and podcast
interviews have helped me become a better businessman and—I hope—a better human being.

Thank you for opening the door to a whole new radical approach to leadership, innovation, and
change in culture, for standing up to the C-suite and challenging executives to build companies
that are as human as the human beings in them.

In each phase of my life, from the Royal Air Force to Accenture and contributions to business
schools, you have sparked ideas that are taking me away from my natural focus on the hard
dimensions and leading me to softer, more people-focused interventions. It worked.

As a woman in business, you helped me immensely. You made my working career bigger, better,
and more humane.

Management guru Tom Peters is in search of extreme humanism, as he calls it, urging businesses
to put their people first. We put finance first, Tom says, we put marketing first, we put
manipulation of data first, and the plain old people thing never makes it quite to the top of the
pile.

! Among the greatest pleasures associated with “all this” was the diversity of responders. A tiny
share of Fortune 100 folks, because they really don’t need advice. I am an SME (Small- and
Medium-sized Enterprises)-lover, and tons came from the likes of small/smallish/mid-size
business leaders/owners. Better still were the ones from heads of schools, military leaders, a few
clergymen (senior leaders), and leaders of non-profits. And the occasional police chief or fire
chief. Etc. Etc.

2 If the above is a guide, it suggests that my humanism/extreme humanism message got through
and penetrated quite a few skulls—and perhaps hearts.
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THANK YOU

The (awesome) power of “thank you.”
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CAN “THANK YOU” SAVE THE WORLD?

“The [two] most powerful things in life are a kind word, a thoughtful gesture.”
—Ken Langone, cofounder, Home Depot

Most of us were not born with silver spoons in our mouths. Hence, most of us work. In fact, most
of us spend the majority of our waking hours at work. Research, remarkably consistent
throughout the world, tells us that only 20% of workers are emotionally or intellectually engaged
in their work. Arguably, the alienated 80% are major contributors to suboptimal economic
growth and, even more importantly, our general societal malaise. Can we do something about
this? Yes, and we can start in the next five minutes with a simple “Thank you” to a staffer
or service provider for something tiny. The research tells us clearly that we all want (“crave,”
a much stronger sentiment, per renowned psychologist William James) appreciation and
acknowledgment. Will that save the world? Of course not but . . . locally, and collectively, it can
set the tone for positivity in human interaction and be of enormous social value. And for the
accountants among us, it’s also demonstrably good for business. FYT, I think all business schools
should be closed, and said as much in the Financial Times; but relative to the above, | will give a
bye to deans who will put “people first” (i.e., “thank you power” writ large) ahead of finance and
marketing.

Thank you for your attention!
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TOP TWENTY-FIVE QUOTES

My “all-time” top twenty-five quotes.
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)

“Amateurs talk about strategy ... Professionals talk about logistics.’
—USMC General R.H. Barrow

“Culture eats strategy for breakfast.”
—Late MIT professor Edgar Schein, father of the corporate culture “movement”

“The role of the director is to create a space where the actors and actresses can become more
than they have ever been before, more than they have ever dreamed of being.”
—Robert Altman, Oscar-winning director

“What employees experience, Customers will. ... Your Customers will never be any happier than
your employees.”
—John DiJulius, the DiJulius Group blog

“Research [by McKinsey & Co.] suggests that, in order to succeed, companies should start by
promoting more women.”’
—Nicholas Kristof, New York Times

“Courtesies of a small and trivial character are the ones which strike deepest to the grateful and
appreciating heart.”

—Henry Clay

“The [two] most powerful things in life are a kind word, a thoughtful gesture.”
—Ken Langone, Home Depot co-founder

“We don’t remember the days, we remember the moments.”
—Cesare Pavese, poet

“Be the best. It’s the only marketplace that’s not crowded.”
—George Whalin, Retail Superstars: Inside the 25 Best Independent Stores in America
“Only one company can be the cheapest. All others must use design.”
—Rodney Fitch, Fitch+Co., Retail Design

“The peculiar grace of a Shaker chair is due to the fact that it was made by someone capable of
believing that an angel might come and sit on it.”
—Thomas Merton, from Religion in Wood: A Book of Shaker Furniture

“The business of business should not be just about money. It should be about responsibility. It
should be about public good, not private greed.”
—Anita Roddick, founder, The Body Shop

“It takes 20 years to build a reputation and five minutes to ruin it.”
—Warren Buffett, on the new age of social media

28



“Better before cheaper. . . .
“Revenue before cost. . . .

“There are no other rules.’
—Michael Raynor and Mumtaz Ahmed, The Three Rules: How Exceptional Companies Think

1

“The New Customer Majority [age 44—65] is the only adult market with realistic prospects for
significant sales growth in dozens of product lines for thousands of companies.”

—David Wolfe and Robert Snyder, Ageless Marketing: Strategies for Reaching the Hearts and
Minds of the New Customer Majority

Sustainability: “It’s the right thing to do, it’s the smart thing to do, it’s the profitable thing to
do.”
—L. Hunter Lovins, Rocky Mountain Institute

“Forget China, India, and the internet: economic growth is driven by women. ”
—“The Importance of Sex,” The Economist

“Fail. Forward. Fast.”
—High-tech CEO, Philadelphia

“Reward excellent failures. Punish mediocre successes.”
—Phil Daniels, Australian executive on “the six words that underpin my company’s success”

“I’'m uncomfortable when I'm comfortable.”
—Jay Chiat

“The best way to persuade others is with your ears, by listening to them.”
—Former U.S. Secretary of State Dean Rusk

“Positive attention. . . . is thirty times more powerful than negative attention in creating high
performance on a team. . . . People don’t need feedback. They need attention, and, moreover,
attention to what they do the best. And they become more engaged and therefore more
productive when we give it to them.”

—Marcus Buckingham and Ashley Goodall, Nine Lies About Work: A Freethinking Leader’s
Guide to the Real World, Chapter 5. Lie #5: People Need Feedback

“Personal relationships are the fertile soil from which all advancement, all success, all
achievement in real life grows.”
—Ben Stein, investment guru

“The deepest principle in human nature is the craving to be appreciated.”
—William James

“Three things in human life are important. The first is to be kind. The second is to be kind. And

the third is to be kind.”
—Henry James
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“I've been thinking about the difference between the résume virtues and the eulogy virtues. The
résumé virtues are the ones you list on your résumé, the skills that you bring to the job market

and that contribute to external success. The eulogy virtues are deeper. They re the virtues that
get talked about at your funeral, the ones that exist at the core of your being—whether you are

kind, brave, honest or faithful; what kind of relationships you formed.”
—David Brooks, The Road to Character
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THE CORE STORY |

Six words = Pretty much everything.
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Hard (Numbers / Plans / Org charts)
|s Soft (Abstract / Manipulable)

SOft (People / Relationships / Culture)
s Hard (Lasting / Bedrock)
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THE CORE STORY I

44 years / 44 words*

* 44 years since the onset of In Search of Excellence research / 44 words.
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—Hard (spreadsheets) is soft (manipulable). Soft (culture, relationships)
is hard (lasting).

—People (REALLY) first / Training Mania.
—L.isten. Listen. Listen.

—MBWA (Managing By Wandering Around)
—Cherish frontline managers.

—Design Excellence = Differentiator #1.

—Business can/should be about making the world better, beauty,
integrity, compassion, meaning.
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A FORCE FOR GOOD

Business at its best!
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TWEET: The deal is that when I think “business,” I don’t think of org
charts and spreadsheets. Given the ubiquity of business, “business” can
be an almost infinite source for good—fully engaging and developing
people and preparing them for tomorrow and life, supporting
communities and the planet, as well as designing and providing products
and services that inspire and that are good for humankind. WHY NOT??
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EXTREME HUMANISM

A passion for others’ growth.”

* Tom’s latest book with Nancye Green, Tom Peters’ Compact Guide to Excellence (2022), was
described by premier review service Kirkus as “a motivational objet d’art that is both
aesthetically pleasing and thought provoking.”
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Part ONE
THREE TELLING EXPERIMENTS

The hard research—and experience—reveal the power of TTs (Tiny Touches). Here are three of
my favorite “tiny touch” social-psych experiments:

1 STAND IN THE DOORWAY

The teacher welcomes students at the door. Disciplinary problems drop nine percentage points
and hard measures of academic engagement go up 20 percentage points.

2 QUICK GLANCE AT APHOTO

You go in for a CT scan. The technician takes your photo to attach to your record. A group of
radiologists (somewhere on earth) read your scan data with your photo attached. The radiologists
admit to feeling empathy for the patients when they found health problems in the scans. Three
months later, the same scan data was shown to the same radiologists, without the photos of you
and the other study participants. The radiologists miss 80% of the problems found in the “with
photos” set.

3 THE OFF SWITCH

Two groups were given puzzles to solve and some proofreading. A high-volume soundtrack of
street noise, office noise, and multiple languages being spoken played in the background. One
group got a simple off switch for the noise. The other group didn’t. The group with the off
switch, according to Herbert Lefcourt’s study (quoted in In Search of Excellence), solved five
times the number of puzzles and had fewer proofreading errors than the group without. However,
and this is the big kicker, none (NONE) of the members of the group with the switch ever used
it—the mere fact that they had perceived control over their destiny, courtesy of that switch, was
enough to give them a sense of control, which was all they needed to get the puzzles quickly
completed. Repeat: They didn’t quash the soundtrack. They simply needed to feel in control of
the situation.

The point of all this is that tiny, humanizing gestures (perfunctory doorway greeting, fleeting
look at a photo, the easy opportunity to make an awful sound go away) can lead to dramatic
differences in outcomes.
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Part TWO
SMALL>>>BIG

Now consider a handful of my favorite small>>>big quotes:

(1) “Courtesies of a small and trivial character are the ones that strike deepest to the human
heart.”—Henry Clay

(2) “The [two] most powerful things in life are a kind word, a thoughtful gesture.”—Ken
Langone

(3) “We don’t remember the days, we remember the moments.”—Cesare Pavese

(4) “Let us not forget that small emotions are the great captains of our lives.”—Vincent Van
Gogh

(5) “The deepest principle in human nature is the craving to be appreciated.”—William James

(6) The Power of Small: Why Little Things Make All the Difference—Linda Kaplan Thaler and
Robin Koval

(7) The Manager’s Book of Decencies: How Small Gestures Build Great Companies—Steve
Harrison

(8) Small>>>Big—Tom Peters

Part THREE
POSITIVE>>>NEGATIVE / 30:1

“Positive attention is. . . . thirty times . . . more powerful than negative attention in creating high
performance on a team. . . . People don’t need feedback. They need attention, and, moreover,
attention to what they do the best. And they become more engaged and therefore more
productive when we give it to them.”

—Marcus Buckingham and Ashley Goodall, Nine Lies About Work: A Freethinking Leader’s
Guide to the Real World, from Chapter 5, “Lie #5: People Need Feedback”
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Part FOUR
HER NAME IS DOTTIE

Charles Schwab CEO Walt Bettinger talked to New York Times writer Adam Bryant about one of
the biggest career lessons he ever learned. Bettinger “had maintained a 4.0 average all the way
through, and wanted to graduate with a perfect average. It came down to the final exam” in a
business course. Bettinger told Bryant, “I had spent many hours studying and memorizing
formulas to do calculations for the case studies. The teacher handed out the final exam, and it
was on one piece of paper, which really surprised me because | figured it would be longer than
that. Once everyone had their paper, he said, ‘Go ahead and turn it over.” Both sides were blank.
And the professor said, ‘I’ve taught you everything I can teach you about business in the last 10
weeks, but the most important message, the most important question, is this: What’s the name of
the lady who cleans this building?’ And that had a powerful impact. It was the only test | ever
failed, and I got the B I deserved. Her name was Dottie, and I didn’t know Dottie. I’d seen her,
but I’d never taken the time to ask her name. I’ve tried to know every Dottie I’ve worked with
ever since. It was just a great reminder of what really matters in life, and that you should never
lose sight of people who do the real work.”

Message: It’s about the Dotties you encounter every day, the Dotties you recognize as individual
human beings of towering significance.
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Part FIVE
1/7,999,697,132*

The lunchtime speaker at the conference (where | was also speaking) was feisty former Texas
governor Ann Richards. At one point she made this telling comment, and | paraphrase:

“Your plane is declared unfit to fly. Your plans are torpedoed. You are in a long line of people
aiming to be rerouted. VVoices are sometimes raised. Irritability and fidgeting are the norm. F-i-n-
a-1-1-y, with your frustration beyond the boiling point, you make it to the head of the line, loaded
for bear. This is your 3rd cancellation in a month.”

Here Governor Richards pauses, then proceeds, “Tell yourself:

‘THERE ARE ROUGHLY 8 BILLION PEOPLE ON EARTH, AND
THIS IS THE ONLY ONE OF THE 8 BILLION WHO CAN HELP
ME.’

Act accordingly.”

I love this story. It holds true in the airport—and the grocery store checkout line. The airline
counter employee can move mountains to assist you if they are so inclined. The grocery checkout
clerk can also be helpful in a dozen ways if they are so inclined.

With that airline employee, you offer a smile and say, “I’ve got a problem, but you, God help
you, have a bigger problem—75 people who blame their difficulties on you, the airline desk
clerk, personally. So before | explain my needs, do me a favor. Close your eyes, take three deep
meditative breaths, and then you and I can proceed.” I will GUARANTEE (big word) you that
my couple of sentences along with a sympathetic smile will lead in 9 cases out of 10, actually 10
out of 10, to that desk clerk breaking their back, breaking rules to patiently help you solve your
problem.

The more oceanic point is that tiny, personalized, caring gestures have infinite power in any
setting, personal or professional.

Thank you, Governor Richards.

*World population the day this was written
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Part SIX
PERFORMANCE IS OVERWHELMINGLY MEASURED
BY THE LEADER’S CONTRIBUTIONS TO
OTHERS’ SUCCESS AND LIVES

THE LIEUTENANT AND THE GENERAL

The Lieutenant

A junior U.S. Navy officer reports to his first ship. The time has come for a meeting with the
commanding officer. The essence of the exchange: The captain says that he knows the junior
supply corps officer has been well-trained to perform the tasks he will be assigned. That’s a
given. Then the captain gets to the heart of the matter. “I will not grade you on the things that are
part of being a good supply officer. | assume that you could do all those well. I will instead
evaluate you on how many of your young sailors get promoted to a higher rank, how you help
your senior team members move up a notch in their careers, and how many of your sailors
complete their GED or begin their college education. Your principal task is to help others in your
charge grow and succeed.”

The General

The four-star Indian Army general sat in the front row in the amphitheater. On stage, | was a bit
unnerved, but at one point, for the first time, he joined in a discussion about the “life or death”
importance of promotions and about distinguishing among proven candidates for promotion. He
said, and I recall it ever so clearly, “Mr. Peters, suppose you and one of your close associates
were finalists competing for a promotion to General. There is one determining factor in my
choice that stands out far above all others. I will go back and search meticulously and find
throughout the Army, officers—and enlisted soldiers—who have worked for you. | will assess
the boost and lasting impact of the years they worked for you, the lasting difference you made,
and the extent to which those years accelerated their professional careers and made them better
people. My judgment of you overwhelmingly hinges upon your positive and lasting impact on
others.” Parenthetically, I was taken aback by the intensity of this exchange—it has remained for
more than a decade.
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Part SEVEN
TEMPUS FUGIT

Q: Want a more caring and stable community for you and your
family?

A: Create a more caring and stable work environment.

We are beset with social discord. Only 20 percent of workers feel engaged by their jobs. And so
on. And on.

I can’t fix that. Obviously. But I can guide us to think in particular about the tiny human things
collectively we can do “in a flash” that can make a radical difference in the character of our days

and even our communities.

(And, in the business context, my typical bailiwick, lead to better—higher quality, more
inspiring, more lasting customer engagement, more profitable—results.)

I call “all this” and more:

EXTREME HUMANISM

The clock is ticking.

Overtoyou...
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WOMEN RULE

Put (many) more women in charge.
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THE RULE OF 56

“McKinsey & Company found that the international companies with more women on their
corporate boards far outperformed the average company in return on equity and other measures.
Operating profit was 56% higher.”

—Nicholas Kristof, “Twitter, Women, and Power,” New York Times

WOMEN’S DEMONSTRATED LEADERSHIP PERFORMANCE

What immediately follows is a small but powerful sample of evidence and opinions of women in
leadership roles:

(1) Harvard Business Review:

“Women are rated higher in fully 12 of the 16 competencies that go into outstanding leadership.
And two of the traits where women outscored men to the highest degree—taking initiative and
driving for results—have long been thought of as particularly male strengths.”

(2) Lawrence A. Pfaff & Associates:

— 5 Years, 2,482 managers (1,727M/755F); 360° feedback

— Women: better in 17 of 20 categories (the last three were a tie); 15 of 20 with statistical
significance, including decisiveness, planning, setting standards (typically considered M
strengths—parallels the HBR research)

— “Men are not rated significantly higher by any of the raters in any of the areas measured.”

(3) “AS LEADERS, WOMEN RULE: New studies find that female managers outshine their

male counterparts in almost every measure”
—Special Report/BusinessWeek

(4) “Research [by McKinsey & Co.] suggests that, in order to succeed, companies should start by
promoting more women.”
—Nicholas Kristof, “Twitter, Women and Power,” New York Times

(5) “I think women make better executives than men.”
—Kip Tindell, cofounder and former CEO, Container Store, Uncontainable: How Passion,
Commitment, and Conscious Capitalism Built a Business Where Everyone Thrives
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TECH, TOO

Tech has historically been a wasteland for women. One hopes that things are changing. But in
any event, there is data, a sample of which is presented here, that paints a rosy picture of women
in tech.

Women-led private tech companies: 35% higher return on investment than male-led firms

Women-led tech companies with venture backing: Revenues 12% higher than male-led venture-
funded companies

25,000 Kickstarter projects: Women-led crowd-funding candidates more likely to get fully funded
than male-led candidates
—“Why the Next Steve Jobs Will Be a Woman,” Inc.

“Research [by McKinsey & Co.] suggests that, in order
to succeed, companies should start by promoting more

women.”
—Nicholas Kristof, New York Times

SMALL BUSINESS SUPERSTARS:
WOMEN-OWNED BUSINESSES

“The growth and success of women-owned businesses is one of the most profound changes
taking place in the business world today.”

—Margaret Heffernan, Women on Top: Redefining Power and the Nature of Success for the 21st
Century

More relevant data from Ms. Heffernan:

e U.S. firms owned or controlled by women: 10.4 million (40% of all firms).

e Employment by women-owned businesses exceeds the total payroll of the bellwether
Fortune 500.

Growth rate of women-owned firms vs. all firms: 2 times higher.

Rate of jobs created by women-owned firms vs. all firms: twice as high.

Likelihood of women-owned firms staying in business vs. all firms: greater than 1.0.
Growth rate of women-owned companies with revenues of >$1,000,000 and >100
employees vs. all firms: 2 times higher.
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WOMEN’S STRENGTHS AS NEGOTIATORS,
SALESPERSONS, AND INVESTORS

NEGOTIATORS

From Horacio Falcdo, Cover story/May 2006, World Business, “Say It Like a Woman: Why the
21st-Century Negotiator Will Need the Female Touch™:

Ability to put themselves in their counterparts’ shoes
Comprehensive, attentive, and detailed communication style
Empathy that facilitates trust-building

Curious and active listeners

Less competitive-for-competitiveness’s-sake attitude

Sense of fairness

Ability to persuade

Collaborative decision-makers

SALESPERSONS

“Because you are a woman...you have what it takes to make it big in sales.
Take this Quick Quiz:

Who manages more things at once?

Who puts more effort into their appearance?
Who usually takes care of the details?

Who finds it easier to meet new people?

Who asks more questions in a conversation?
Who is a better listener?

Who has more interest in communication skills?
Who is more inclined to get involved?

Who encourages harmony and agreement?
Who has better intuition?

Who works with a longer "to do™ list?

Who enjoys a recap to the day's events?

o Who is better at keeping in touch with others?

If the answer to most of the above questions is YOU, get ready to put all your natural skills to
work to outsell salesmen . . . and succeed on your own terms and talents.”

—From the back cover of Nicki Joy & Susan Kane-Benson’s book, Selling Is a Woman’s Game:
15 Powerful Reasons Why Women Can Outsell Men
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INVESTORS

From the Motley Fool’s LouAnn Lofton, in her book, Warren Buffett Invests Like a Girl: And
Why You Should Too (FYI: Mr. Buffett gave Ms. Lofton’s book a sterling review!)

Women . ..

1. Trade less than men do

2. Exhibit less overconfidence—more likely to know what they don’t know

3. Shun risk more than male investors do

4. Are less optimistic, more realistic than their male counterparts

5. Put in more time and effort researching possible investments—consider details and alternate
points of view

6. Are more immune to peer pressure—tend to make decisions the same way regardless of
who’s watching

7. Learn from their mistakes

8. Have less testosterone than men do, making them less willing to take extreme risks, which, in
turn, could lead to less extreme market fluctuations

“When women get involved in finances, they do better than men, because men focus on a
shorter-term performance, while women take a longer view.”

—Kathy Murphy, then president, Fidelity Investments, manager of $1.7 trillion in assets, quoted
in The Street
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EXTREME HUMANISM

Design that inspires.
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DESIGN THAT MAKES THE

WORLD A BETTER PLACE:
DIFFERENTIATOR #1

“[Tom is] the business world’s leading ambassador of design.”
—David Kelley, founder of IDEO, on Tom Peters

“Design is everything.

Everything is design.

We are all designers.”

—Richard Farson, The Power of Design: A Force for Transforming Everything

“Design is spirit.
Design is soul.

Design is character.”
—Tom Peters

“Expose yourself to the best things humans have done. And then try to

bring those things into what you are doing.”
—Steve Jobs, from “The Lost Interview,” Forbes

“The peculiar grace of a Shaker chair is due to the fact that it was made
by someone capable of believing that an angel might come and sit on
it.”

—Thomas Merton, from Religion in Wood: A Book of Shaker Furniture

“He said for him the craft of building a boat was like a religion. ... You
had to give yourself up to it spiritually; you had to surrender yourself
absolutely to it. When you were done and walked away, you had to feel
that you had left a piece of yourself behind in it forever, a bit of your

heart.”
—Daniel James Brown, on George Yeomans Pocock, premier racing shell designer/builder, The
Boys in the Boat: Nine Americans and Their Epic Quest for Gold at the 1936 Berlin Olympics
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“He truly believed that by making something great for people,
something empowering, something beautiful and culturally significant,

we express our gratitude and our love for humanity.”
—Jony lve, former design chief of Apple, on his decades as Steve Jobs’ closest colleague

“Design is treated like a religion at BMW.”
—Alex Taylor, “BMW Takes Its Own Route,” Fortune

“Starbucks had become operationally driven, about efficiency as

opposed to the romance. We'd lost the soul of the company.”
—Howard Schultz, in a Financial Times interview, on Starbucks’ problems that caused him to
reclaim the CEO job

“‘Every business school in the world would flunk you if you came out
with a business plan that said, “Oh, by the way, we re going to design
and fabricate our own screws at an exponentially higher cost than it
would cost to buy them.”’ But these aren’t just screws. Like the [Nest]
thermometer itself, they re better screws, epic screws, screws with, dare
| say it, deeper meaning. Functionally, they utilize a specific thread
pattern that allows them to go into nearly any surface, from wood to
plaster to thin sheet metal. And the [custom] screwdriver feels balanced
to the hand. It has the Nest logo on it and looks ‘Nest-y,’ just like
everything from Apple looks ‘Apple-y.’”

—Rich Karlgaard quoting and commenting on the products of Tony Fadell, founder of Nest, in
The Soft Edge: Where Great Companies Find Lasting Success
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TOUCH-TASTE-SMELL-SMILE-SOUL

Leave “a piece of yourself behind”

“Epic screws, screws with . . . deeper meaning”

“Believ[e] that an angel might come and sit on it”

“Steve [Jobs] and Jony [Ive] would discuss corners for hours and hours”
“Express our gratitude and our love for humanity”

“No new vehicle [MINI Cooper S] has provoked more smiles”
“Religion”

“Romance”

“Fundamental soul”

“Emotion eats reason for breakfast”

“Seeking Business Romantic”

“Create something greater than yourself”

“Lovemarks”

“Love was the only way business could respond to the rapid shift in control to consumers.”

Source: Various, from Excellence Now: Extreme Humanism
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UBIQUITY

DESIGNIS. ..

The reception area

The restrooms (1)

Dialogues at the call center

Every business process “map”
E-v-e-r-y email and e-message
Every meeting agenda, setting, etc.

The first five minutes after you enter the office, the first three minutes of
a ZFH (Zoom From Home) meeting

Every customer contact
A consideration in every promotion decision

The ubiquitous presence of an “aesthetic sensibility”

This morning’s MBWA (Managing By Wandering Around) or MBZA
(Managing By Zooming Around)

A concern with the value of our products and service to humanity

And more.. ..
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BE THE BEST . ..

i

“Only one company can be the cheapest. All others must use design.’
—Rodney Fitch, Fitch & Co.

“Be the best. It’s the only marketplace that’s not crowded.”
—George Whalin, Retail Superstars: Inside the 25 Best Independent Stores in America

THE THREE RULES

The Three Rules: How Exceptional Companies Think

Deloitte consultants took a sample of 45 years’ performance of 25,000 companies and eventually
winnowed the list to 27 superstars from which they extracted The Three Rules, which is the title
of the book coauthored by Michael Raynor and Mumtaz Ahmed.

(1) “Better before cheaper.
(2) “Revenue before cost.
(3) “There are no other rules.”
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THE THREE RULES

The Three Rules: How Exceptional Companies Think

(1) “Better before
cheaper.”
(2) “Revenue before

cost. ™
(3) “There are no other

rules.”
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