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Four Phases of Change. What Facilitators Do.
Tailoring the Process to Your Organization.
Preparing the Organization: Getting Buy-in and
Developing Skills for Strategic Change. Part Two:
The Nuts and Bolts: Facilitating the Process Step by
Step—Situation Analysis: What It Is, How It's Done,
Who Does It. Expanded Analysis. Facilitator's
Guide I: Priority-Setting Meeting—Facilitating
Agreement on Strategy and Strategic Priorities.
Strategy Meeting Prework. Facilitator’s Guide II:
Strategy Meeting—Guiding the Tem to Consensus
on Each Part of the Plan. Part Three: Implementing
the Plan—Making the Plan Operational. Keeping
the Plan on Track. After the First Plan: Updating
and Improving With Much Less Pain. Five Years of
Planning: Bench-marks of Accomplishment. Part
Four: Team Processes—Effective Teams and
Productive Team Members. Facilitator’s Guide III:
Techniques for Team Tasks. Unstopping Typical
Blockages. Sum-mary: Lessons for Success.
Appendix: Mission Statements and Strategic Plan
Summaries. Glossary. Index.

352 pp. (Hard Cover) / 17.8 × 23.5 cm
ISBN-978-81-203-3582-0 / ` 395.00

Truth: The New Rules for
Marketing in a Skeptical World
LYNN UPSHAW.

“In all my writings about marketing, there has been one
theme: ‘Honest Companies Win.’ Lynn Upshaw provides
the blueprint for winning marketing performance in an
age of transparency.”

—PHILIP KOTLER, S.C. Johnson Distinguished
Professor of International Marketing, Kellog School

of Management, Northwestern University

This is a revolutionary book that redefines how we
market. Considering integrity as an absolute must
for achieving marketing goals, it provides practical
business-building approach. Using real-world
examples from companies like Patagonia, Infosys,
Kiehl’s, Ikea and Trader Joe’s who have succeeded

in business by letting their quality products speak
for themselves and selling value rather than
gimmick—the book shows how companies can:

• Promote not just legally, but more persuasively
and honestly.

• Be the company consumers can count on
• Replace pricing strategy with a more convincing

value promise.
• Gain a competitive edge in a hyper-competitive

marketplace by avoiding the top five “credibility
killers.”

• Achieve greater returns through integrity in
marketing.

CONTENTS: Acknowledgments. Introduction:
What Was Naive Is Now Necessary. Part One:
Practical Integrity—Convincing the Unconvinced.
Practical Integrity Works. Part Two: True
Strategies—Be the One They Can Count On. My
Product, My Self. Win the Credibility Race (and It Is
a Race). Promote Honestly, Not Just Legally. Be
There When They Want You There. Putting Trust
Back into Value. Part Three: Making It Happen—
Integrity Team Building. Benchmark Against a New
ROMI. Preparing for a Better Way to Market. A
Final Thought. Appendixes. Notes. Bibliography.
Index. About the Author.

288 pp. (Hard Cover) / 15.3 × 22.9 cm
ISBN-978-81-203-3583-7 / ` 450.00

Ultimate Six Sigma, The: Beyond
Quality Excellence to Total
Business Excellence
KEKI R. BHOTE, consultant emeritus at Motorola
Corporation, is known worldwide as one of the fathers of
the Six Sigma model.

In this well-written book, the author not only
reaffirms the rigours and rewards of the original Six
Sigma, but thoroughly expands its applications.
Usually implemented in the traditional domains of
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quality management—engineering, manufacturing,
operations—Six Sigma is perhaps most effective
when deployed across the entire company as a
vehicle to total business excellence.

In this definitive book, the author transcends the
boundaries of the original Six Sigma to reach
the ultimate Six Sigma, provides the necessary
information and tools for implementing and
assessing the progress of Six Sigma strategy in the
major areas of business strategy that determine the
success of any company. The implementation of the
Six Sigma results in maximum output from every
division, department, and individual in the
company.

A case study illustrates each of the twelve areas
highlighting real-world success at benchmark
companies. Finally, a comprehensive self-
assessment audit and scoring system lets companies
measure long-term progress towards the ultimate
Six Sigma score-perfection.

A large number of figures, tables, and reference
notes enhance the value of the text which will be
treasured by students of management and
engineering for its utility, worth, and contemporary
approach.

CONTENTS: List of Illustrations. Foreword by
Robert W. Galvin, Chairman of the Board Emeritus,
Motorola. Preface: Blossoming of the Ultimate Six
Sigma. Acknowledgments. Part 1: Definitions and
Concepts—ONE: What is Six Sigma? TWO: The Need,
Objectives, and Benefits of the Ultimate Six Sigma.
THREE: The Origin, Development, and Renewal of
Motorola’s Six Sigma. FOUR: The Hyped Six Sigma:
From the Pure Six Sigma to the Sick Sigma. FIVE: The
Scope, Structure, and Methodology of the Ultimate
Six Sigma. Part 2: The Ultimate Six Sigma—Twelve
Areas of Business Excellence—SIX: From Mere
Customer Satisfaction to Customer Loyalty. SEVEN:
From Stifling Micromanagement to Inspirational
Leadership. EIGHT: From Taylorism to
Empowerment Creation in the Organization. NINE:
From Passivity and Boredom Among Employees to
Industrial Democracy. TEN: From Traditional
Indicators to Robust Metrics. ELEVEN: From Obsolete
Tools of the Twentieth Century to the Powerful
Tools of the Twenty-First Century. TWELVE: From
Historic Levels to Designs in Half the Time With
Half the Defects, Half the Costs, and Half the
Manpower. THIRTEEN: From a Customer-Supplier
Win-Lose Contest to a Win-Win Partnership for the
Entire Supplier Chain. FOURTEEN: From Second-Class
Citizen to Manufacturing as a Major Contributor to

Business Excellence. FIFTEEN: Field Operations: From
an Appendage to a Maximum Service to
Downstream Stakeholders. SIXTEEN: From the Black
Hole of Little Accountability to Service as a
Productivity Contributor. SEVENTEEN: From
Mediocrity to World-Class Results. Reference Notes.
Index.

444 pp. / 17.8 × 23.5 cm
ISBN-978-81-203-3115-0 / ` 525.00

Value Driven Management: How to
Create and Maximize Value Over
Time for Organizational Success
RANDOLPH A. POHLMAN, GARETH
S. GARDINER with ELLEN M. HEFFES.

Maximize profits! Create shareholder wealth! These
are the values driving many businesses today.
Whipped into frenzy by the single-minded pursuit
of these goals at any cost, executives, managers, and
other employees often end up taking short-term
decisions, sacrificing good judgment, value, and
ulti-mately, the very success they are striving to
achieve.

This unhealthy trend can be reversed with value
driven management. Instead of focusing solely
on profits or shareholder wealth, value driven
management is aimed at creating and sustaining
value over time—by recognizing and using eight
“value drivers” that the author proposes to guide
the organization’s leadership, management, and
decision-making processes.

Value Driven Management, which combines both
conceptual and practical aspects, provides the tools
to help the organization:

• Realize that economic value is only one aspect of
value, important but not the paramount objective.

• Synchronize the values of employees with those
of the organization.
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• Establish a value-driven culture.
• Use value-driven management concepts to solve

difficult problems.
• Manage employees’ self-development.
• Increase job satisfaction among all.

“This is a great practical book that every leader and
manager should read.”

—R. DAVID THOMAS,
Chairman and Founder, Wendy’s

CONTENTS: Preface. Acknowledgments. Part I:
Value Creation and Maximization over Time: Value
Driven Management as a Comprehensive
Philosophy of Management—Value Creation: There
Is No Going Back! Values and Value Creation in the
Proactive New Organization. Enlarging and
Clarifying the Concept of Value Over Time. The
Underlying Assumptions of Value Driven
Management. Part II: Value Drivers in Action—The
Creation and Destruction of Value Over Time:
Cases, Examples, and Anecdotes. Part III:
Implementing Value Driven Management—The
Balancing Act: Making Value Driven Management
Work in Your Organization. What’s in It for Me?
Value Driven Management and Personal
Happiness. Epilogue. Appendix A. Appendix B.
Index.

240 pp. / 15.3 × 22.9 cm
ISBN-81-203-3116-8 / ` 350.00

Why Some Companies Emerge
Stronger and Better From a Crisis:
7 Essential Lessons for Surviving
Disaster
IAN I. MITROFF.

“Mitroff is the most eloquent voice we have writing about
crises. This book is a timely masterpiece about our age of
vulnerability and how, against all odds, we can best cope

with this 21st century danger. The ‘we’  I  am  referring
to  includes  all  of  us.”

—WARREN BENNIS

Distinguished Professor of Business
University of Southern California

This timely book presents seven competencies
crucial to handle crises effectively and emerge
stronger and better from unthinkable yet inevitable
circumstances. The competencies are

• Right Heart (emotional  IQ) • Right Thinking
(creative IQ) • Right Social and Political IQ • Right
Integration (integrative IQ) • Right Technical IQ
• Right Aesthetic IQ • Right Spiritual IQ

The book draws from the interviews conducted by
the author as an expert in crisis management and
offers a blueprint for the need to take action to
avoid it.

CONTENTS: Preface. The Crisis Society: The Rise
of the Abnormal. Challenge 1—Right Heart
(Emotional IQ): Deny Denial; Grieve Before a Crisis
Occur. Challenge 2—Right Thinking (Creative IQ):
Be a Responsible Troublemaker Challenge 3—Right
Social and Political Skills (Social and Political IQ):
Be Patiently Impatient. Challenge 4—Right
Integration (Integrative IQ): Embrace Fuzziness.
Challenge 5—Right Technical Skills (Technical IQ):
Think Like a Sociopath, Act Like a Saint. Challenge
6—Right Transfer (Aesthetic IQ): Down with the
Old; Design and Implement New Organizations.
Challenge 7—Right Soul (Spiritual IQ): Spirituality
Is The Ultimate Competitive Advantage. When a
Whole Society Is in Crisis, All of the Challenges
Apply. Epilogue: A Tale of Two Companies.
Appendices—A: Major Crisis at a Glance. B: A Brief
Primer on Crisis Management. C: A Theory of
Complex Problem-Formation and Problem-Solving
Inquiry Systems. Index. About the Author.

256 pp. / 15.3 × 22.9 cm
ISBN-978-81-203-3742-8 / ` 250.00
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Winning Behavior: What the
Smartest, Most Successful
Companies Do Differently
TERRY R. BACON and DAVID G. PUGH.

“An engaging, thoughtful, and intelligent look at what
makes the difference between winners and mere survivors
in today’s tough markets.”

—JIM OSBORN, Vice President of Business
Development, INTEC Engineering

This book gives companies a way to increase
business by “outbehaving” rivals so that customers
see a positive behavioral difference at every customer
touchpoint—from product development and

branding to bids and proposals, service, and more.
This title is packed with case histories and examples.
It features interviews with high-profile executives.

Based on studies of exemplary organizations such
as Disney, Nordstrom, Volvo, Southwest Airlines,
Harley-Davidson, etc. This book helps you build
practices that are unique to your company and
irresistible to customers. Also learn to differentiate
your company on the following four behavioral
frontiers:

(i) Operational (ii) Interpersonal (iii) Exceptional
(iv) Symbolic.

CONTENTS: Preface. Acknowledgments. The Final
Frontier. We Will Assimilate You. You Are How
You Behave. The Four Ways to Create Behavioral
Differentiation. The Gold Standards in Behavioral
Differentiation. Random Acts of Kindness. Excep-
tional Values. Living the Promise. The Engines That
Drive Behavioral Differentiation. Why Southwest
Arilines Soars: B2C Behavioral Differentiation. Search-
ing for Stars: B2B Behavioral Differentiation. Creating
and Sustaining Behavioral Differentiation. Index.

368 pp. (Hard Cover) / 15.3 × 22.9 cm
ISBN-978-81-203-3475-5 / ` 425.00





ARTHUR: Recruiting, Interviewing, Selecting and Orienting New Employees, 4th ed., 34 425.00

AUBUCHON: Anatomy of Persuasion, The: How to Persuade Others to: Act Your Ideas, Accept
Your Proposals, Buy Your Products or Services, Hire You, Promote You, and More!, 5 275.00

BACON: Selling to Major Accounts: Tools, Techniques and Practice Solutions for the Sales
Manager, 38 425.00

BACON & PUGH: Winning Behaviour: What the Smartest, Most Successful Companies
Do Differently, 45 425.00

BHOTE: Ultimate Six Sigma, The: Beyond Quality Excellence to Total Business Excellence, 42 525.00

BIENVENU: Presentation Skills Workshop, The: Helping People Create and Deliver Great
Presentations: A Trainer’s Guide, 31 350.00

BOYER, FROHLICH & HULT: Extending the Supply Chain: How Cutting-Edge Companies
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BROWN: From Selling to Managing—Guidelines for the First-Time Sales Manager, Rev. ed., 13 225.00

BROWN: Keeping Score: Using the Right Metrics to Drive World-Class Performance, 21 350.00

CANTERUCCI: Personal Brilliance: Mastering the Everyday Habits that Create a Lifetime of
Success, 28 350.00

CARREIRA: Lean Manufacturing That Works: Powerful Tools for Dramatically Reducing Waste
and Maximizing Profits, 24 350.00

CAMPBELL: Communications Skills For Project Managers, 11 325.00

CHARNEY: Leader’s Tool Kit, The: Hundreds of Tips and Techniques for Developing the
Skills You Need, 23 250.00

CHRISTENSEN: Roadmap to Strategic HR—Turning a Great Idea into a Business Reality, 35 425.00

CLARKE-EPSTEIN: 78 Important Questions Every Leader Should Ask and Answer, 3 275.00

COHEN: How to Make It Big as a Consultant, 3rd ed., 16 350.00

COSTELL: Science of Sales Success, The: A Proven System for High-Profit, Repeatable Results, 36 275.00

CRITTENDON: New Manager’s Starter Kit, The: Essential Tools for Doing the Job Right, 27 150.00

DUNDON: Seeds of Innovation, The: Cultivating the Synergy that Fosters New Ideas, 37 395.00

ELLIS: Management Skills for New Managers, 24 195.00

EVENSON: Award-Winning Customer Service: 101 Ways To Guarantee Great Performance, 6 250.00

FLUSS: Real-Time Contact Center, The: Strategies, Tactics, and Technologies for Building a
Profitable Service and Sales Operation, 34 325.00

FOGG: Team-Based Strategic Planning: A Complete Guide to Structuring, Facilitating, and
Implementing the Process, 41 395.00

FULMER & CONGER: Growing Your Company’s Leaders: How Great Organizations Use
Succession Management to Sustain Competitive Advantage, 15 425.00

GARLAND: Future, Inc.: How Business can Anticipate and Profit from What’s Next, 14 450.00

GAULKE: 101 Ways to Captivate a Business Audience, 3 250.00

GRANTHAM, WARE & WILLIAMSON: Corporate Agility: A Revolutionary New Model for
Competing in a Flat World, 9 450.00
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HOLTZ: Corporate Conversations: A Guide to Crafting Effective and Appropriate Internal
Communications, 10 425.00

HORRELL: Kindness Revolution, The: Company-wide Culture Shift that Inspires Phenomenal
Customer Service,The, 21 450.00

JOHNSON & PHILLIPS: Absolute Honesty: Building A Corporate Culture that Values Straight
Talk and Rewards Integrity, 4 450.00

JOHNSTON, Jr. & BATE: Power of Strategy Innovation, The: A New Way of Linking Creativity and
Strategic Planning to Discover Great Business Opportunities, 30 450.00

KAEN: Blueprint for Corporate Governance, A: Strategy, Accountability, and the Preservation of
Shareholder Value, 7 350.00

KENDRICK: Identifying and Managing Project Risk: Essential Tools for Failure-proofing
Your Project, 2nd Ed., 20 350.00

KENDRICK: Project Management Tool Kit, The: 100 Tips and Techniques for Getting the Job
Done Right, 33 225.00

KIRKPATRICK: Improving Employee Performance Through Appraaisal And Coaching,  2nd Ed., 20 250.00

KISSELL & GLANTZ: Optimal Trading Strategies: Quantitative Approaches for Managing
Market Impact and Trading Risk, 27 525.00

LEECH: How to Prepare, Stage, and Deliver Winning Presentations, 3rd ed., 17 350.00

LUCAS: Passionate Organization, The: Igniting the Fire of Employee Commitment, 28 375.00

MAI & AKERSON: Leader as Communicator, The: Strategies and Tactics to Build Loyalty,
Focus Effort, and Spark Creativity, 22 350.00

MARTIN, et al.: Smarts: Are We Hardwired for Success?, 39 425.00

MARUSKA: How Great Decisions Get Made—10 Easy Steps for Reaching Agreement on Even the
Toughest Issues, 16 375.00

MATHIESON: Branding Unbound: The Future of Advertising, Sales, and the Brand Experience in
the Wireless Age, 7 395.00

MILLER: ProActive Sales Management: How to Lead Motivate, and Stay Ahead of the Game, 31 375.00

MILLS: StreetSmart Negotiator, The: How to Outwit, Outmaneuver, and Outlast Your
Opponents, 39 295.00

MITROFF: Why Some Companies Emerge Stronger and Better from a Crisis—7 Essential
Lessons for Surviving Disaster, 44 250.00

ÖSTRING: Profit-Focused Supplier Management: How to Identify Risks and Recognize
Opportunities, 32 425.00

POHLMAN & GARDINER with HEFFES: Value Driven Management: How to Create and
Maximize Value Over Time for Organizational Success, 43 350.00

RABE: Innovation Killer, The : How What We Know Limits What We Can Imagine and What
Smart Companies Are Doing About It, 19 425.00

RICHMAN: Project Management Step-by-Step, 33 225.00

ROSEN: Effective IT Project Management: Using Teams to Get Projects Completed on Time and
Under Budget, 12 450.00

SEIFERT: Collaborative Planning, Forecasting, and Replenishment: How to Create a Supply Chain
Advantage, 8 450.00

SIMPKINS: Secrets of Great Sales Management, The: Advanced Strategies for Maximizing
Performance, 37 350.00
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SMITH & MAZIN: HR Answer Book, The: An Indispensable Guide for Managers and Human
Resources Professionals, 18 325.00

SPITZER: SuperMotivation: A Blueprint for Energizing Your Organization From Top to Bottom, 40 295.00

STONE: How to Resolve Conflicts at Work: A Take-Charge Assistant Book, 18 225.00

STRAUB: Rookie Manager, The: A Guide to Surviving Your First Year in Management, 36 250.00

TAGUCHI: Career Troubleshooter, The—Tips and Tools for Overcoming the 21 Most Common
Challenges to Success, 8 250.00

TAYLOR: Survival Guide for Project Managers, A, 2nd ed., 41 425.00

TOPCHIK: Accidental Manager, The: Get the Skills You Need to Excel in Your New Career, 4 275.00

TOPCHIK: Managing Workplace Negativity, 25 350.00

UPSHAW: Truth: New Rules for Marketing in a Skeptical World, 42 450.00

VANGUNDY: Getting to Innovation—How Asking the Right Questions Generates the Great Ideas
Your Company Needs, 14 450.00

VOLKEMA: Negotiation Toolkit, The: How to Get Exactly What You Want in Any Business or
Personal Situation, 26 195.00

WALLACE & WEBBER: Disaster Recovery Handbook, The: A Step-by-Step Plan to Ensure
Business Continuity and Protect Vital Operations, Facilities, and Assets, 11 525.00

WEISINGER: Power of Positive Criticism, The, 29 250.00

WHITE: Nature of Leadership, The: Reptiles, Mammals, and the Challenges of Becoming a
Great Leader, 25 350.00
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