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Introduction

Building The Team
1. Hold people accountable. 4
2. Build performance capacity. 4
3. Identify working styles. 5
4. Agree on performance standards. 5
5. Practice cross-function, not dysfunction. 6
6. Encourage “team temperament.” 6
7. Allow time to adjust after personnel change. 7
8. Work on the right thing right now. 7
9. Increase proximity. 8
10. Define your group’s shorthand. 8
11. Encourage shared experiences. 9
12. Use a facilitator at retreats — or don’t. 9
13. Mix it up at retreats. 10
14. Follow up after retreats. 10

Getting Information
15. Reach into the past. 14
16. Recount shared experiences. 14
17. Seek input from internal customers. 15
18. Beware the sample of one. 15
19. Hold the line on unsolicited advice. 16
20. Help ramblers summarize. 16
21. Figure out baseline performance. 17
22. Don’t think the “average” is enough. 17

Making Wise Decisions
23. Identify and prioritize decision criteria. 22
24. Fast-forward to consequences. 22
25. Acknowledge and manage values conflicts. 23
26. Rely on those with good instincts. 23
27. Practice small business-style cost controls. 24
28. Monitor resource consumption. 24
29. Go green. 25
30. Know when to postpone making a decision. 25
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Sharing Information

31. Seek repeated interactions. 30
32. Fight gossip with information. 30
33. Protect your professionalism. 31
34. Encourage vigorous debate in meetings. 31
35. Discuss/debate skillfully. 32
36. Maintain transparency. 32
37. Take care with what you share. 33
38. Point out the elephant in the room. 33
39. Give instructions concisely. 34
40. Recognize the heaviness of your words. 34
41. Give input to your internal suppliers. 35
42. Check for understanding. 35
43. Share an electronic smile. 36

Telling Each Other The Truth

44. Use feedback best practices. 40
45. Acknowledge the employee’s task progress. 40
46. Show that you can receive feedback. 41
47. Double-check how you handle annoyances. 41
48. Let mean-spirited comments vanish. 42
49. Coach employees who overshare. 42
50. Suggest outside assistance. 43
51. Don’t tire of feedback giving. 43

Dealing with Change

52. Make the tough decisions. 49
53. Recognize rationalizing. 49
54. Create robust communications. 50
55. Explain the change appropriately. 50
56. Excel with presentation examples. 51
57. Connect the new with the familiar. 51
58. Make the most of job aids. 52
59. Embrace ambiguity. 52

Knowing Your Limits

60. Stay out of the way of the work. 56
61. Disagree diplomatically. 56
62. Engage Mr. Already-Knows-That. 57
63. Eliminate obstacles. 57
64. Consider changing your mind. 58
65. Don’t click with cliques. 58
66. Cross-train, but train the trainers. 59
67. Maintain relationship boundaries. 59
68. Take on only what you should. 60
69. Cover the whole process. 60
70. Dump duplication. 61
71. Prohibit meddling. 61
72. Resist the personal life play-by-play. 62
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Harnessing Your Thinking

73. Rewrite the story in your head. 66
74. Gain control of how you speak. 66
75. Forget the “popular group” drama from high

school. 67
76. Eliminate “doggy bag” thinking. 67
77. Erase self-centered expectations. 68
78. Get clarity on the current thinking role. 68
79. Uncross crossed-purposes. 69

80. Never say, “This is one of my pet peeves.” 69

Coping
81. Overcome numbness. 75
82. Increase the control illusion. 75
83. Reject the “if-only”” mindset. 76
84. Dial down mental exaggeration. 76

85. Do not oversimplify the situation you face. 77
86. Run through the coping cycle checklist. 77

87. Banish thoughts that harm. 78
88. Stick to thoughts that serve. 78
89. Scribble then shred. 79
90. Don’t overstep. 79
91. Promote personal financial excellence. 80
92. Never vent to your social network. 80
93. Regain perspective in nature. 81
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