Contents

Shift perspective 90° 2

Rethink your role as manager 6

Give everybody a bigger job 10

Focus your people on performing for the customer 14

Manage the change 18

Install new measurement systems 22

“Fix” the environment rather than the people 26

Encourage initiative and self-directed performance 30

Create new communication patterns 34

Balance the three process components:

Plan « Perform ¢ Measure and Manage 38



