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B The most widely-cited book relating to this area is The First
90 Days: Critical Success Strategies for New Leaders at All Levels
by Michael Watkins (Harvard Business School Press, 2003).
My time frame is much shorter, and I think that the focus
on an initial 90- or 100-day period can underestimate the
lasting impact of first encounters.

= I like what I see in Projects@Work, a website dedicated to
project management tools. www.projectsatwork.com/
content/articles/247953.cfm is an article which highlights
the importance of first days.

8 9nd Crhaugh 8 SHLALoD Suiong B st (2 S sl

= For the impact of demeanour, read any review (and there are
many) of the initial period of the Obama presidency and its
differences from the Bush era. See for example Time, April 23,
2009 - ‘Perhaps Obama’s most dramatic departure from the
recent past is his public presence: cool where George W. Bush
seemed hot; fluent where Bush seemed tongue-tied; palliative
rather than hortative’ (Joe Klein).
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If you are interested in reading an example of a major
international organisation committing itself to leadership
principles publicly, then see Nestlé at www.nestle.com.

See also Leadership Principles: The Basis of Successful Leadership
by Russell E. Palmer (Wharton School Publishing, 2008).

i 5B g% ol

http:l/www.bizjoumals.com/charlotte/storiesl2004/ 11/01/
smallb4.html offers a provoking article relating instinct and
intuition to so-called ‘artful’ leadership. You will first need
{o sign up to an excellent service called BNET - http://bnet.
co.uk

See also The DNA of Leadership: Leverage Your Instincts to
Communicate, Differentiate, Innovate by Judith E. Glaser
(Platinum Press, 2006).

060 58 Lo e S N
See www.thepracticeofleadership.net/2009/04/13/keeping-
your-leadership-focus/ for guidance on focus. More

generally, The practice of leadership site is, I have found, a
very good source of summary practical advice.

Slelain 1 35131

For a lively approach to managing meetings see www.
businessballs.com (and for much more besides!).

Amazon lists 2196 books at the time of writing under
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@ Amazon lists 2196 books at the time of writing under
the subject ‘managing meetings’, a subject I have never
really thought merited book-length treatment. The long-
established How to Hold Successful Meetings: 30 Action Tips
for Managing Effective Meetings by Paul Timm (Career Press,
1990) has at least the advantage of brevity (it is part of the
30-Minute Solution Series).

S g 3y1a)

The sheer plurality of material available on time

- management (> 18500 entries on Amazon) indicates how
this is an enduring and vexing subject. I remain concerned
that books tend to overcomplicate a subject requiring
simplification.

& See www.time-management-guide.com and www.
businessballs.com for some short and to-the-point guidance.

- & The YouTube video ‘Time management’ by Randy Pausch
- (November, 2007) is an entertaining and accessible
challenge.

39 SO

For an amusing description of the different types of boss
you will face (from ‘toxic shit’ to ‘saint’) see Stefan Stern
on ‘How to manage your boss’ in Management Today at
www.managementtoday.co.uk/search/article/452965/
how-manage-boss/

B See also How to Manage Your Boss by Ros Jay (Prentice Hall,
2002).
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See ngrvard Business Review on Leadership (HBR, 1997) pp
40-50 and 86. This remains a popular and much-reprinted
classic.

3aL.aY Aomad yoluw|
So much is written on strategy that highlighting specific
resources is extremely risky. Competitive Strategy by Michael
E. Porter (Free Press, 2004) should be on any manager’s
bookshelf. For a current Google-esque world view to
challenge your assumptions see What Would Google Do? by
Jeff Davis (Harper Collins, 2009).
Your organisation can consider many strategy tools — the
Boston Consulting Group’s ‘Product Portfolio Matrix’ and
the Harvard ‘Balanced Scorecard’ are two such examples.

A3 15w Aaddly At gt (19w

A sound foundation is provided by Global Strategic
Management 2nd edition by Philippe Lasserre (Palgrave
Maamillan, 2007) and International Business: Strategy,
Management and the New Realities by Tamer Cavusgil, Gary
Knight and John Riesenberger (Prentice Hall, 2008).

Almost any issue of the Harvard Business Review will provide
insights to shape your international perspective.

3aLal Olagt gl
The Art and Discipline of Strategic Leadership by Mike
Freedman (Kepner-Tregoe, 2003) is a powerful description

of the relentless and disciplined approach required for
successful strategy immplementation.
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See Management Teams: Why They Succeed or Fail 2nd edition
by R. Meredith Belbin (Elsevier Butterworth Heinemann,
2003).

$aLa Slas,8 505 AuaS

See Overcoming the Five Dysfunctions of a Team: A Field Guide
for Leaders, Managers and Facilitators by Patrick M. Lencioni
(Jossey Bass, 2005).

Excellent and practical resourcés are available at www.
businessballs.com

If you are interested in learning more about ‘Forming-
Storming-Norming-Performing’ see ‘Developmental
sequence in small groups’, Psychological Bulletin 63 (6):
384-99 by Bruce Tuckman.

2.:14').5’1 wig lath

For a detailed discussion of performance management
strategies see Performance Management: Key Strategies and
Practical Guidelines 3rd edition by Michael Armstrong (Kogan
Page, 2006). '
http://en.wordpress.com/tag/121s/ contains some interesting
conversations about the effectiveness of 121s.

U Hlge (945 3 ylgas adtata Elay )0

The Leader’s Guide to Lateral Thinking Skills: Unlocking the
Creativity and Innovation in You and Your Team 2nd edition
by Paul Sloane (Kogan Page, 2004) describes a range of
techniques you can employ to optimise the contribution
each of your team members can make.
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@ For specific guidance on employment practices by

jurisdiction, your organisation is best advised to use the
service of HR specialists such as Watson Wyatt.

There are many web-based services that claim to offer
comparisons of salaries worldwide, though the data is
unlikely to be up-to-date given major changes in economic
circumstances and exchange rates. The Economist publishes a
useful annual cost of living index (see www.economist.com).

EWiipa 3o s a3 2 31

ST Aanss 5315 BB ebual

A useful resource across many areas of this book is How

to Lead: What You Actually Need to Do to Manage, Lead and
Succeed 2nd edition by Jo Owen (Pearson Education, 2009).
It has a humanistic core that puts people at the centre of the
leadership endeavour.

i 20 gl0

Who Moved My Cheese? An Amazing Way to Deal with Change
in Your Work and in Your Life by Spencer Johnson (Vermilion,
1999) remains a popular work on changing assumptions,
starting with yourself.

www.businessballs.com has an excellent section on the
subject of change, with some amusing ideas relating to the
use of Aesop’s fables. ‘

Ll S8 981 (8 Aomimuall LY Jac zeX!

Much has been written about process as it relates to process-
intensive (often engineering or manufacturing) activities. See
for example The Lean Six Sigma Pocket Toolbook by Michael L.
George, John Maxey, David T. Rowlands and Malcolm Upton
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(McGraw Hill, 2005). Much less is written about.embedding
process in our approach to all activities and as a leadership
mantra.

Odebul! g Olelalial dae

See BNET for a range of articles on meetings - e.g. ‘How to
run an Effective Staff Meeting'.

s JLndt (o8 Aotalt Sl g Jaladl!

There seems to have been relatively little written on this
subject. The Six Dilemmas of Collaboration: Inter-organisational
Relationships as Drama by Jim Bryant (John Wiley, 2003) sees
inter-divisional partnering in terms of drama, which may
not be to everyone'’s taste.

aitl £ A1 3303 s uoliedt ¢ ot
)._.!.35311 ZJ‘.\!

One of my favourite books on this subject remains My
Iceberg is Melting by John Kotter (Macmillan, 2006).

Who Moved My Cheese ? An Amazing Way to Deal with Change
in Your Work and in Your Life by Spencer Johnson (Vermilion,
1999) remains a classic for its adept yet striking simplidity,
and for portraying so keenly how personal change can feel.

21,881 g 1ai 5,1a)

A really detailed description of the many-layered stages of
performance and improvement management is provided by
Michael Armstrong in Perforrmance Management: Key Strategies
and Practical Guidelines 31d edition (Kogan Page, 2006).

The Chartered Institute of Personnel and Development
(CIPD), while it is primarily targeted at HR professionals,
provides some excellent guidelines well-worth reviewing —
see www.cipd.co.uk
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A popular textbook on the subject remains Interpersonal
Conflict by William Wilmot and Joyce Hocker (McGraw Hill,
200S).

The UK conciliation service ACAS has an excellent free
booklet about interpersonal conflict called Managing Conflict
at Work available online at www.acas.org.uk

Acuanlt OMLEL

-Managing Difficult People (HBS Press, 2009) provides
some case studies about the challenges of interpersonal
relationships.

Satgmtgaiaat

Much is written on incentives from either a specific
technical or an HR perspective. For managers, there is
rather less. Irmovation and Incentives by S. Scotchmer (MIT
Press, 2005) is focused specifically on how incentives need
to be structured to drive entrepreneurship, but the principle
that incentives need to reflect goals is more widely
applicable.

For objective-setting, see Setting Goals in the Pocket Mentor
series (HBS Press, 2010).

The blog at www.thepracticeofleadership.net also contains
some useful discussions on objectives. -

EPYYV-RRY Pri (PR PR (PR P8 {

1P (] 3.._“.61
A very old but still excellent training video called Who Killed
the Customer? remains a powerful resource to show to groups

to demonstrate what happens when companies lose sight of
the customer.
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An evangelical guide is Customer is King: How to Exceed Their
Expectations by Sir Richard Branson and Robert Craven
(Virgin Books, 2005).

UL 3 pin 1 (V) Ellgiaudt gond A g

Building Great Customer Experiences by Colin Shaw and John
Ivens (Palgrave Macmillan, 2002) is an exponent of the view
I have presented (see especially Chapter 4).

www.mindtools.com provides an excellent newsletter
covering many topics related to interactions with customers.

AUE 7yl A (¥) Elgaalt 905 dm 431

Much is written about using technology to develop
customer loyalty, for example Technology and Customer
Service: Profitable Relationship Building by Paul Timm and
Christopher Jones (Prentice Hall, 2004). I find it harder to
identify resources which, in a structured manner, describe a
process of reviewing all customer technology interfaces.

13 et 19 aondt Nl

The Institute of Sales and Marketing Management (lSIvfM)
has excellent resources related to strategies and tactics for
sales management - see www.ismm.co.uk

A Muppets training video called Sell! Sell! Selll can be used to
energise all staff for sales campaigns.

The rightly famous The 7 Habits of Highly Effective People:
Personal Workbook by Stephen R. Covey (Simon and Schuster,
2004) provides some insights into how you should steel
yourself to lead attitudinal change.
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The most famous book relating to marketing in its broadest
sense is, of course, The Principles of Marketing by Philip Kotler
(FT Prentice Hall), now in its thirteenth edition and multiple
international variants.

For a more modem and up-to-date view of the rapidly
changing world of marketing, try The New Rules of Marketing
and PR: How to Use News Releases, Blogs, Podcasting, Viral
Marketing and Online Media to Reach Buyers Direct by David
Meerman Scott John Wiley, 2008).

The Chartered Institute of Marketing claims to be the largest
professional body worldwide for marketing professionals,
and its website at www.cim.co.uk provides access to a wide
range of marketing learning and support materials.

A 331 2098 9 A slanidt A2 Malt

Three excellent books are:

& B2B Brand Management by Philip Kotler and Waldemar
Pfoertsch (Springer, 2006);

g Luxury Brand Management by Michael Chevalier and
Gerlad Mazzalovo (John Wiley and Sons, 2008);

= The New Strategic Brand Management 4th edition by Jean
Noel Kapferer (Kogan Page, 2008).

See also the website of the global advertising and marketing
agency WPP for a collection of materials about branding

in its so-called ‘Reading room’ — www.wpp.com/wpp/
marketing/branding/ '

z.'i.‘dl,.:_,m SAL_:Q

A well-established reference on this subject is Innovation
Marnagement and New Product Developrnent 4th edition by Paul
Trott (FT Prentice Hall, 2008).
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The Product Development and Management Association has
some excellent resources at www.pdma.org

(A Puty (PP Ry AT Wi (- Yury §E S {

The video resource referred to in this chapter (‘Shift
happens: Education 3.0°) can be found at www.youtube.
com/user/campusvue

Among many books on this area, consider Born Digital:
Understanding the First Generation of Digital Natives by John
Palfrey and Urs Gasser (Basic Books, 2008).

Lao SLGEN - oIS L1 (93981 s (el & 3ud
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There seems to me to be relatively little written specifically
in this area, but you might want to try Managing Business
Relationships by David Ford, LarsErik Gadde, Hikan
Hakansson and Ivan Snehota John Wiley, 2003).

A very much more recent publication is Business
Relationships that Last: Five Steps that Transforrmm Contacts

into High Performing Relationships by Ed Wallace (Greenleaf
Publishing, 2009). What I like about this is that it focuses on
the importance of the individual and integrity.

{33981 SolaanS 1yt
This is a much-published area, with many books focused on
the SAP and CRM aspects of managing supplier strategies.
For a relationship-orientated view, you could consider
Balanced Sourcing: Cooperation and Competition in Supplier
Relationships (JB BAH Strategy and Business Series) by
Timothy M. Laseter (Jossey Bass, 2008).
An interesting perspective is provided by The Power of Two:
How Smart Companies Create Win:Win Customer-Supplier .
Partnerships that Outperform the Competition by C. Cordon
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(Palgrave Macmillan, 2008). The central thesis is that
organisations benefit from having both fewer suppliers and
fewer customers, with a greater focus on both.

Managing costs

= There is a huge amount of information published about
the principles and details of cost management from an
accounting perspective. I would rather leave this for
accountants. More important for organisation leaders is their
strategic approach to thinking about cost, and for this you
might want to consider Easyjet: The Story of Britain’s Largest
Low-cost Airline by Lois Jones (Aurum Press, 2007).

= Jf you want a really technical read, try Cost and Management
Accounting 7th edition by Colin Drury (Cengage Learning,
2007). This is one of the standards of its kind.

53450 Atal - + ala s i g et
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= | think this is a difficult subject to encapsulate. However,
try looking at Working Knowledge: How Organizations Manage
What They Know 2nd edition by Thomas H. Davenport and
Laurence Prusak (Harvard University Press, 2000).

_ & A more recent relevant publication is Knowledge at Work:
Creative Collaboration in the Global Economy by Robert
Defillippi, Michael Arthur and Valerie Lindsay (Wiley-
Blackwell, 2006).

¢ Jaall B ge gyl Ol GtH

@ There is a really excellent, though huge, reference on this
subject called Retreats that Work: Everything You Need to
Know About Planning and Leading Great Offsites by Merianne
Liteman, Sheila Campbell and Jeffrey Liteman (Jossey Bass,
2006). It is a formidable resource for possible activities
during awaydays.
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= Seeing feedback in the context of an overall approach to
coaching is reflected in The Coaching Manual: The Definitive
Guide to the Process, Principles and Skills of Personal Coaching
by Julie Starr (Prentice Hall, 2007).

 www.businessballs.com provides a very broad range of
advice on appraisal and feedback, including some sample
templates that can be used in specific circumstances.
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