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Creating a Customer-Centered Culture: H '
Leadership in Quality, Innovation, and Speed
Robin L. Lawton

Creating a Customer-Centered Culture shows you how to successfully apply existing traditional
management tools to knowledge and service work. It teaches you to think like customers so you can
implement an organizational culture transformation on your way to total quality management in a
jargon-free, step-by-step way.

1993 kovakantinen 177 sivua
Tilausnumero: H0689
ISBN 978-0-87389-151-6

Improving Your Measurement of Customer Satisfaction: A Guide to
Creating, Conducting, Analyzing, and Reporting Customer Satisfaction

Measurement Programs
Terry G. Vavra

Since more and more attention is being focused on customer value management, it's important
to have a resource that synthesizes many bodies of research about how to obtain and interpret
customer satisfaction data.

Serving as a single reference for customer satisfaction measurement technology, this book
describes and teaches the five critical skills that should be part of each of your projects.

» Sampling/customer-participant selection

* Questionnaire design

* Interviewing/survey administration

» Data analysis

* Quality function deployment—building action plans

1997 kovakantinen 490 sivua
Tilausnumero: H0922
ISBN 978-0-87389-405-0

Customer Satisfaction Research Management
Derek Allen

Successful organizations have shifted from being product-based organizations to customerbased
organizations, and customer satisfaction management (CSM) is an integral aspect of this new way
of thinking. .

Customer Satisfaction Research Management is intended for advanced service quality managers
and marketing researchers involved in the management of customer satisfaction programs. Allen
begins with the assumption that the reader has at least a minimal familiarity with the psychometric
aspects of customer satisfaction measurement, statistical analysis, and linkage research that
attempts to establish a causal relationship between customer attitudes and business outcomes.
Some of the areas covered include dealing with the challenges of conducting global customer
satisfaction measurement programs, linking performance metrics to management compensation
systems and financial outcomes, and results deployment.

2004 kovaknatinen 264 sivua
Tilausnumero: H1182
ISBN 978-0-87389-593-4

Measuring Customer Satisfaction and Loyalty, Third Edition: Survey

Design, Use, and Statistical Analysis Methods
Hayes, Bob E.

The third edition of this best-seller updates its detailed information about how to construct, evaluate,
and use questionnaires, and adds an entirely new chapter on customer loyalty. Included are two
different methods of sampling and determining an appropriate sample size for reliable results; the
reliability and validity of results; real examples of customer satisfaction measures and how they can
be used; guidelines for developing questionnaires; scale development; the concept of quality;
frequencies; sampling error; two methods of determining important service or product characteristics
as perceived by the customer; discussion on the measurement and meaning of customer loyalty,
and methods for loyalty-based management.

Readers will gain a sound grasp of the scientific methodology used to construct and use
questionnaires utilizing the author's systematic approach. They will be able to pinpoint and focus on
the most relevant topics, and study both the qualitative and quantitative aspects of questionnaire
design and evaluation.

312 sivua. ISBN 978-0-87389-743-3. Kovakantinen. 2008
Tilausnumero: H1339
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Competing for Customers and Winning with Value:
Breakthrough for Market Dominance
R. Eric Reidenbach and Reginald W. Goeke

This book brings together, for the first time, two very powerful concepts: customer value and
competitive planning. The previously fashionable metrics of customer satisfaction have proved to be
poor predictors of business performance, whereas the linkages between customer value and
performance measures such as market share and profitability have been identified and documented.
Value has been shown to be one of the best predictors of market share and customer loyalty
available. Developing a system to harness value as a competitive weapon is an essential next step.
Competing for Customers presents a competitive planning template that enables organizations to
actually harness their value creation and delivery systems to enhance their market performance. It is
a planning system that focuses at the level where the organization makes money: selling products or
services to people in specific markets or market segments. Readers will discover a clear blueprint for
crafting breakthrough, value-added strategies. For many readers, it will challenge the way they look at
their competition, their markets, and their industries. Competition will never look the same.

2006 Pehmeékantinen 216 sivua
Tilausnumero: H1274
ISBN 978-0-87389-680-1

Strategic Six Sigma for Champions: Keys to Sustainable Competitive

Advantage
R. Eric Reidenbach and Reginald W. Goeke

Recent advances in the measurement and management of customer value now make it a powerful
tool for identifying and prioritizing Six Sigma projects. No longer do champions or black belts have to
rely solely on costs to justify the selection of Six Sigma projects. Now the real power and potential of
Six Sigma can be turned to its strategic purpose—create and sustain value differences that will
translate into greater market share and enhanced profitability. This book has two objectives. The first
is to provide the reader with an approach for using the voice of the customer to identify Six Sigma
projects and to guide their conduct. The second objective is to show the reader how to obtain the
correct voice of the customer— customer value.

2006 pehmeékantinen 152 sivua
Tilausnumero: H1275
ISBN 978-0-87389-683-2

Managing the Customer Experience: A Measurement-Based Approach
Morris Wilburn

Companies conduct customer loyalty research programs all the time. But anyone who has seen the
results knows that nearly all fall short of their intended purpose and that brand image is either not
addressed as well as it could be or at all. The research program often ends with the study’s sponsors
not knowing if they can use the results or how. Managing the Customer Experience avoids all these
missteps. It begins with an explanation of the interrelationship between brand image, customer
emotions evoked by contact with service employees, and the shopping environment. The book then
identifies what information is necessary for managing the customer experience, and describes how it
can be obtained. The discussion then moves to analysis and reporting of data: the information
needed by each level of management, and how the data from the studies described previously can
produce it. The book concludes with a discussion of management decision tools and the
measurement of the strength of influence of factors and attributes.

2007 pehmeékantinen 128 sivua
Tilausnumero: H1292
ISBN 978-0-87389-702-0
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Analysis of Customer Satisfaction Data
Derek Allen; Tanniru R. Rao

As global competition increases, maintaining customer loyalty is more important than ever. Dissatisfied
customers now have many options, with dozens of companies from around the world competing for their
business. It is crucial for every organization to retain loyal customers by maintaining a high level of
customer satisfaction. However, sustaining an environment conducive to customer satisfaction is a
difficult task without a strong understanding of the data surrounding customer satisfaction surveys. This
is the focus of Analysis of Customer Satisfaction Data, which clearly demonstrates how to interpret the
data gathered in customer surveys while explaining how to use this information to improve overall
customer satisfaction. Written by industry leaders with years of experience consulting top companies
such as General Motors, Bank of America and Met Life, this book offers a step-by-step approach to
customer loyalty research in an advanced yet understandable format.

"This book is a must read for anyone who is developing a customer satisfaction survey."
- Richard Yorio

Customer Satisfaction and Loyalty Manager

Xerox Corporation

Contents:

-The Historical Roots of Customer Satisfaction Research
-Instrumentation and Scale Research

-Preparing Customer Satisfaction Data

-Analysis Framework for Customer Satisfaction Data
-Dependence Mondels: Toward Relative Importance
-Exploratory Data Analysis and Problems in Regression Analysis
-Casual Modeling

-Interdependence Models

-Structural Equations with Latent Variables

243 sivua. ISBN 0873894537. Kovakantinen. 2000
Tilausnumero: H1022

Managing Service Delivery Processes: Linking Strategy to Operations
Jean Harvey

The quest for value drives customer behavior in the services marketplace. This book focuses on complex
service processes, and is written for professionals, semi-professionals, and technical workers laboring in
all spheres, from law to medicine, and accounting to engineering. It draws its theory and examples from
these professional services and many more, with hands-on end-of-chapter exercises on all topics. A
framework is presented for understanding how a set of shared fundamental beliefs drives the best-in-
class professional service organizations in their learning, which is the source of sustained competitive
advantage. Products and processes can be imitated or copied, but learning faster than your competition
cannot. Processes create the benefits customers want by delivering the

service, or by making this delivery possible in one way or another. The notions, methods, and tools
presented in this book present readers with a perspective on their work they most likely never envisaged,
and which will lead to a marked improvement in their effectiveness.

2006 pehmeékantinen 368 sivua —
Tilaushinta: H1265 J V
ISBN 978-0-87389-675-7 4
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Transformational Leadership: Creating
Organizations of Meaning
Stephen Hacker and Tammy Roberts

Organizations are being called upon to evolve to “organizations of meaning,” where purpose

informs all facets of the organization, people and teams operate with a strong sense of intent

and common will, and breakthrough results are achieved. Organizations of meaning are highly
talented in their ability to bring purpose to daily work. Leaders and managers grow the culture

such that people are clear about their own life direction and its fit with the organization. Relationships
are mature and people operate with a casual mind-set, taking responsibility and accountability for
the success of the organization.

A new kind of leadership is required to create and lead an organization of meaning. Delivering on the
promises of breakthrough change initiatives requires more than management techniques. The calling
is for leadership that honors and appreciates the uniqueness of each individual in the organization,
aligning distinctive spirits toward a collective thrust, while at the same time bringing commitment,
tenacity, and focus to key result areas. With effective transformational leadership bringing forth the
new order, amazing results are possible.

2004 kovakantinen 200 sivua

Tilausnumero: H1196

ISBN 978-0-87389-610-8

Leadership for Results: Removing Barriers to Success for People, Projects,

and Processes
Tom Barker

It is widely recognized that leadership is a critical factor in enabling any organization to adapt to its
environment through implementing strategy, thereby surviving and thriving. This book takes research
from a diverse range of fields on human behavior and distills it down into three themes in which
leadership behavior is vital. Author Tom Barker labels these three themes Intentions, Influence, and
Information, and their typical actions are described and illustrated by examples. Readers are taught
how to achieve common purposes, collective decisions, and credible results.

Leadership For Results is aimed not only at executives but all managers responsible for implementing
strategy, including their advisors in areas like human resources, information technology, quality, and
finance. It is applicable to organizations large and small, in the private sector, public sector, and
nonprofit.

2006 pehmeékantinen 192 sivua
Tilausnumero::H1261
ISBN 978-0-87389-669-6

Avoiding the Corporate Death Spiral: Recognizing and Eliminating the Signs

of Decline
Gregg Stocker

Nowhere is it written that a company, regardless of how large it is or how successful it might seem to
be, will survive. There have been too many highly visible and painful reminders of this over the last
several years. While many of these companies fall apart seemingly overnight, the reality is that the
decline is a process that usually takes several years and results from a number of actions, decisions,
and behaviors. The purpose of this book is to present the warning signs of organizational decline and
provide a method for leaders to identify and eliminate them before the organization enters a death
spiral. It provides detailed explanations of each warning sign, including an explanation regarding how
the sign contributes to the decline, and also an assessment tool to determine the existence and
extent of the signs within an organization. The principles and concepts present are equally applicable
to healthcare, manufacturing, or service organizations.

2006 pehmeékantinen 192 sivua
Tilausnumero:: H1279
ISBN 978-0-87389-684-9

Common Sense Project Management
Turk, Wayne

Good project management — is it art, science, or just dumb luck? This book will help you with the first
two, and by teaching you to be well-prepared will also set you up to be lucky. This book is aimed at
helping the project manager (and the project manager wannabe) with suggestions, ideas, guidelines,
and warnings. It is not strictly a “how to” book; rather, what's here is the common sense that's
become far too uncommon an attribute in the modern business world.

Basic management is addressed thoroughly because a person can’t be a good project manager if you
aren’t a good manager. The information given can help current or future project managers in any
management position, even those who are never even end up managing a project.

224 sivua. ISBN 978-0-87389-738-9. pehmedakantinen. 2008
Tilausnumero: H1330
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Wild Dogs of Africa and Produce Transformative Results
x Stephen Hacker and Marvin Washington

Organizations continue to undergo rapid, intense change. And the revolution currently under way
calls for more than broad participation by organizational members. A marked shift in leadership
approach is required, a shift to pack leadership. The current models addressing leadership tend to
focus on the energy and will of the head of the organization. True, strong leadership by the head of
an organization is desired. But the demands of sweeping social, economic, and performance-cultural
changes have moved the leadership focus throughout organizations.

This book outlines an effective leadership approach to create places of spirit and meaning. Using the
wild dogs of Africa as a metaphor, a new and emerging leadership style is explored. Pack leaders
take on the characteristics of a pack of wild dogs. Individual leaders of “wild dog’-type organizations
have a strong sense of self-mastery coupled with humility. They seek enlivened spirits in the
workplace, guiding the organization to a co-created vision. The authors also provide a collection of
wild dog case studies at the end of some of the chapters to show how the concepts of pack
leadership operate in a variety of organizational and team settings. Once readers understand the
analogy and develop an appreciation for the traits of the wild dog, they will start seeing wild dogs
everywhere!

2007 pehmeékantinen 128 sivua
Tilausnumero: H1302

ISBN 978-0-87389-708-2

LR TADIND AN WAEWENTING
SRR S LR Understanding and Implementing Employee Engagement Programs: Expand
EMPLO‘YEE Production Capacity, Increase Revenue, and Save Jobs
Ehﬁ%ﬂgEMEN-Sr Pat Townsend and Joan Gebhardt

This book describes and discusses the whys and hows of 100% employee involvement in improving
everything an organization does, as well as the integral and all-important role of leadership in
achieving 100% participation. Given the proven returnon- investment of an effective 100% continual
improvement effort in terms of time alone, this presents the only logical, intelligent, and defendable
approach. Ideas are presented in such a way as to make it evident that success is possible and that
positive results are within reach through the theory and tools presented.

This book is for anyone who is currently in a position to impact the future of an organization or anyone
who hopes to be in position to lead or support such an effort in the future. This includes not only for-
profit business enterprises, but any organization. For many, this approach to performance excellence
will require a willingness to re-think their approach both to other people and to the workplace. Once
you head down this path, everything changes.

2007 pehmeékantinen 88 sivua
Tilausnumero: H1311
ISBN 978-0-87389-718-1

The Change Agent’s Guide to Radical Improvement
Ken Miller

Change agents are individuals who have the knowledge, skills, and tools to help organizations create
radical improvement. They achieve results through their keen ability to facilitate groups of people
using well-defined processes to develop, organize, and sell new ideas. They are the invisible hands
that turn vision into action. The Change Agent’s Guide to Radical Improvement is a comprehensive
how-to book, packed with all of the information and tools necessary to make any improvement project
arousing success. Its unique methods integrate the best practices in organizational development,
team building, voice of the customer, reengineering, problem solving, creativity, innovation, and
project management.

2002 pehmeédkantinen 312 sivua
Tilausnumero: H1140
ISBN 978-0-87389-534-7

The Magic of Self-Directed Work Teams: A Case Study in Courage and

Culture Change
Paul C. Palmes

Northern Pipe Products is today experiencing unprecedented efficiencies, employee involvement, a
vibrant and desired training program, record output per-man hour, and lowest overall waste in
company history. What it did and learned over the past five years is the story of this book.

2006 pehmeékantinen 128 sivua
Tilausnumero: H1270
ISBN 978-0-87389-676-4
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Making Change Work: Practical Tools for
T Re TR s d Overcoming Human Resistance to Change

Brien Palmer

PEAETICAL FO@EE FEE SVEEQEMINE
AEEAE BENIBTAMEE TE LHAESE

As organizations strive to remain ahead of the competition, there will inevitably and often come the
need for change. All successful organizations regularly use change to improve processes and
increase performance. While these times of change can be a great opportunity for an organization, it
also can be a time of stress and angst for all involved. Not all organizations are in a position to make
these changes effectively and efficiently, and for many their efforts often fall short of the intended
goals.

Making Change Work: Practical Tools for Overcoming Human Resistance to Change was written to
help organizations prepare for and successfully implement change. The price of a failed change effort
can be steep, both monetarily and in a loss of credibility. Making Change Work will first provide tools
to measure your organization’s readiness to change, helping make sure that the efforts will not be
doomed to fail from the beginning. The book then provides many tools to apply sequentially and
logically in order to gain acceptance of the change throughout the organization. In helping your
organization make change successfully, Making Change Work addresses buy-in, acceptance,
motivation, anticipation, fear, uncertainty, and all the other messy human considerations that cause
change to fail in the real world.

L o000

2004 pehmeékantinen 104 sivua
Tilausnumero: H1202
ISBN 978-0-87389-611-5

The Certified Manager of Quality/Organizational Excellence Handbook, Third

‘x Edition
CERTIFIED =g

Management of quality continues to play a significant role in organizations as they struggle to deal
with ever increasing complexities and challenges in our fastpaced world. Business success depends
on their ability to use a wide range of information to define, plan, implement, and control a variety of
complex, interdependent tasks using a finite set of data and decreasing resources. Organizations
must develop the critical knowledge, interpersonal skills, technical tools, and management
techniques needed in today’s evolving workplace environment.

In addition to being a peerless reference on quality management, this is the most comprehensive
preparatory guide for the ASQ Certified Manager of Quality/Organizational Excellence exam. Included
in appendices are the newly updated body of knowledge, an extensive glossary of terms, a list of
additional references for further study, and (on an accompanying CDROM) 150 sample multiple-
choice questions and seven sample essay questions, all similar to those on the actual exam.

Bonoard £ Wi Befibes

ii

2006 kovakantinen 672 sivua
Tilausnumero: H1264
ISBN 978-0-87389-678-8

From Quality to From Quality to Business Excellence: A Systems Approach to Management
Business Excellence [CUCEENCRELd

A Sy Appeosnch o ldonagesmand

From Quality to Business Excellence demonstrates how quality management philosophies form the
basis for a new systems approach to management. Managers will learn how these approaches
potentially fit together, and will be able to use these tools in a more integrated approach.

2003 kovakantinen 264 sivua
Tilausnumero:: H1178
ISBN 978-0-87389-578-1

Correct! Prevent! Improve!: Driving Improvement through Problem Solving

and Corrective and Preventive Action, Revised Edition
Kathy Roberts; Jeanne Ketola

Now updated to ISO 9001:2008! This book is a concise, step-by-step guide that takes the reader
through a basic problem-solving process, describing how the concepts of corrective and preventive
action are incorporated into this process. An excellent reference for developing, implementing, and
maintaining a Corrective and Preventive Action System, this book is designed to help organizations
understand the key components that will help them achieve results for their organization.

The book covers the philosophy of continual improvement by describing how to use data found within
the organization to drive improvement and also provides a useful orientation to corrective and
preventive action requirements found within ISO 9001:2008. Practice problems and case studies help
the reader apply their knowledge inside their own organization and can be applied to any industry.
Useful forms and flowcharts provide a basic toolkit for improvement.

128 sivua. ISBN 978-0-87389-575-0pehmeakantinen. 2009
Tilausnumero: H1358
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Managing Contract Quality Requirements
C. Robert Pennella

Contracts protect and direct relationships. This book is for anyone who prepares contract quality
requirements for a supplier, is a supplier, or is affected in any way by a contract. Readers

will learn how to establish and implement contract requirements effectively; identify and resolve actual
and potential contractual problems; preclude overlapping of administrative efforts; reduce
unanticipated costs associated with errors of omission; and be better prepared for the administrative
application and final outcome of contract quality requirements. Also included are two full case studies
with narrative and graphic examples, as well as a selfassessment quiz of managing contract quality
requirements.

The information contained in this book is complete enough to be used as a seminar and teaching tool
and is designed to facilitate a mutual understanding of the needs, interests, and expectations of both
buyer and seller.

2006 kovakantinen 256 sivua
Tilausnumero: H1285
ISBN 978-0-87389-694-8

The Logical Thinking Process: A Systems Approach to Complex Problem

Solving
H. William Dettmer

A major rewrite of Dettmer’s classic Goldratt’s Theory of Constraints, this new edition presents a
whole new approach to building and applying logic trees. The logical thinking process referred to in
the title is nothing less than a broadly applicable, systems-level approach to policy analysis.

Dettmer has streamlined the process of constructing the logic trees while simultaneously ensuring
that the results are more logically sound and closer representations of reality than ever before. He
explains an easier, more logically sound way to integrate current reality trees with evaporating clouds.
Completely new to this edition is a unique graphical software application—Transformation Logic
Trees, designed primarily to create thinking process logic trees and only secondarily for other
flowcharting uses. Provided on the accompanying CD-ROM is a full-function, unrestricted copy of
version 1.0 for new and experienced users of the thinking process to use in building their logic trees.
Appendix J in the book provides more information on how to install and use the software.

2007 pehmeékantinen 448 sivua
Tilausnumero: H1315
ISBN 978-0-87389-723-5

Recognition, Gratitude and Celebration
Patrick L. Townsend and Joan E. Gebhardt

Saying thank you is good business. It not only inspires recipients, it leads to personal growth on the
part of the person astute enough to employ those words. Recognizing the achievement of others,
expressing gratitude, and celebrating successes are all acts—and responsibilities—of leadership. A
manager cares that a job gets done; a leader cares that the job gets done and also cares about the
people doing it.

Thanking employees improves their behavior, increases their satisfaction, and inspires them to do
even better. This book outlines the many reasons why, and ways in which, organizations and their
leaders should recognize their employees’ efforts in the workplace. Based on the authors’ first-hand
experience at two different organizations, the techniques described are proven to work.

2007 pehmeékantinen 88 sivua
Tilausnumero: H1318
ISBN 978-0-87389-726-6

Innovation Generation: Create an Innovative Process and Culture
Peter Merrill

Innovation is about creating the future... and making sure your organization is part of it. For
successful innovation, an organization needs its people to be well connected, which is exactly

what a highly-developed quality management system can do. This book shows that quality
management and its associated efficiencies does not necessarily have to drive out the “thinking time”
that is so critical to innovation. You can innovate and develop the products and services that the
market needs tomorrow by following the two modes of operation described by noted author

Peter Merrill: “Stay loose” to create and conceptualize, and “hang tight” to develop the concept and
commercialize.

2008 pehmeékantinen 200 sivua
Tilausnumero: H1326
ISBN 978-0-87389-734-1
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Proving Continuous Improvement with Profit Ability
Russ Jones

The goal of this book is to demonstrate to manufacturing, distributor, and service businesses that there
are only seven critical business elements from which continuous improvement projects can be
discovered, financially evaluated, and ranked before implementation. They are:

-Increase sales by increasing the percent of market coverage.

-Reduce expenses by reducing the percent of labor and non-labor expenses per sales dollar.

-Reduce lead times to reduce work-in-process inventory investment.

-Reduce setup costs to minimize product and component inventory investment.

-Maximize capital asset utilization percent.

-Minimize asset investment for invoice payment by controlling the collection period within the contracted
time period.

-Maximize employee knowledge worker utilization by empowering them with financial and practical
training related to these seven business elements.

304 sivua. ISBN 978-0-87389-742-6. Kovakantinen. 2008
Tilausnumero: H1338

Executive Focus: Your Life and Career
Duffy, Grace; Moran, John W.

This book is written for the individual who leads the organization, whether as CEO, senior manager of a
major operating function, department manager, or senior technical contributor. It is for those who are in a
new organization, new role, new position, or want to refocus an existing role. For those not in these roles
but aspiring to them, this book will give you tools, tips, and techniques to help you focus your career.
Executive Focus: Your Life and Career is about:

-Keeping the organization momentum going in the right direction

-Keeping the ship on course

-Looking for danger

-Making contingency plans

-Bringing balance to your professional and personal life

-Using your creative leadership energy to get where you want to go

168 sivua. ISBN 978-0-87389-747-1. Pehmeéakantinen. 2009
Tilausnumero: H1343

A Practical Application of Supply Chain Management Principles
Schoenfeldt, Thomas

This is a book that is designed to share the principles of supply chain management and show how, when
done well, they can give an organization a competitive advantage. It is written based on practical
experiences of the author in relating them to industry principles. This book can be used as a textbook for
business education or as a reference book for businesses that recognize the need to change the way
that their process are managed. The principles discussed have been proven to work and create value-
added results in many different industries. Readers will learn how to:

-Understand their supply chain

-Develop a supply chain strategy

-ldentify and evaluate suppliers

-Select preferred suppliers

-Build relationships

-Measure and monitor supplier performance

-Apply basic quality tools to customers and suppliers

224 sivua. ISBN 978-0-87389-736-5. Kovakantinen. 2008
Tilausnumero: H1329

The Executive Guide to Improvement and Change
G. Dennis Beecroft, Grace L. Duffy, John W. Moran

There are many techniques and a variety of tools available to improve or change an organization, but
how do executives and senior management decide which are right for their organizations? The Executive
Guide to Improvement and Change is designed to help managers and executives understand the many
different approaches to organizational change and improvement. The book explains that there is not one
technique that works best for any organization, but rather that the managers and executives need to
develop their own strategies with a blending of different methods. The authors share the tools and
techniques that they have used to successfully make changes and improvements in their own
organizations, which include examples from manufacturing, healthcare, service, government,
telecommunications, education, and more. The Executive Guide to Improvement and Change covers a
variety of techniques ranging from auditing to teamwork, Six Sigma to Customer Satisfaction, and more.
272 sivua. ISBN 0873895797. Kovakantienn. 2003

Tilausnumero: H1179
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The Process-Focused Organization: A Transition H '
Strategy for Success
Robert A. Gardner

Process-focused organizations (PFOs) design and manage end-to-end processes rather than tasks,
measure process results rather than department efficiencies, and think in terms of the customer and
related goals rather than functional goals. The Process-Focused Organization introduces an approach
for transitioning a functionally managed organization to a PFO. The approach is designed to establish
the operation structures necessary to manage and continuously improve cross-functional business
processes, key business drives, strategies, and goals. The book provides even those new to
management theories with an understanding of process management, balanced scorecard, and ABC
principles. Senior and mid-level managers involved with organizational change or performance
improvement initiatives will also find this book valuable in that it conveys very relevant and current issues
related to traditional organizations built on functional lines.

A project charter template, an audit plan, a process and QMS manual template, and control plan
template are included as appendices.

240 sivua. ISBN 0873896270. Pehmeakantinen. 2004
Tilausnumero: H1207

Virtual Teams Guidebook for Managers
Herb Dreo, Pat Kunkel, and Thomas Mitchell

As technological and cultural changes continuously cause the world to change, often teams are required
to work together despite being geographically dispersed. Members of these teams may even be in
different countries or even different continents. As a result, more and more companies are now using
virtual teams teams that work together with a common purpose despite significant geographical
separations. And with their increased frequency, many managers are struggling with both creating and
effectively using virtual teams. The Virtual Teams Guidebook for Managers was created to help
managers successfully utilize this important business tool. Written by three experts in organization
dynamics and teamwork, this book provides tips, strategies, worksheets, and exercises for managers
who deal with and manage virtual teams. The book provides information on how to form virtual teams,
and then discusses management issues that may arise, such as people issues or technological
concerns. Pocket size

127 sivua. ISBN 0873895630. Kierresidottu. 2003
Tilausnumero: H1150

The Trust Imperative: Performance Improvement Through Productive

Relationships
Willard, Marsha; Hacker, Stephen

Today’s businesses environment is highly demanding and increasingly competitive, requiring
organizations to be flexible, responsive, and continually innovative. In order for this to happen, there
must be a high degree of trust throughout the organization. Leaders need to trust that their workers will
carry out their directives, and employees need a high level of trust in the vision and direction that leaders
create for the organization. Without this trust an organization will struggle to reach its goals and attain
the success desired. This is the focus of The Trust Imperative: Performance Improvement Through
Productive Relationships, by Steven Hacker and Marsha Willard, which explains how to develop trust
throughout an organization, while improving performance and increasing productivity.

Many organizations have major problems as they try to gain the trust of their own personnel, as well as
the trust of their customers and suppliers. In many cases, an organization’s attempts to gain trust lack
credibility and create more problems than they solve. The Trust Imperative helps break through these
obstacles, by offering a straightforward method for assessing trust across an organization. The book
offers simple conceptual models, assessments, and trust tools which will help individuals diagnose,
measure, and improve the level of trust within the organization.
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The Change Agents' Handbook: A Survival Guide for Quality Improvement

Champions
David W. Hutton

If you are striving to create change, you need The Change Agents' Handbook! This guide leads you
through the entire process of assessing each situation, getting established in your new role, preparing to
launch the process, creating a detailed plan for the transformation, managing the ensuing changes, and
learning from the experience. It deals with the practical issues and personal needs that surround the
change agent's assignment, including the emotional pressures and the types of opposition to be
expected.
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L ] I
Principles and Practices of Organizational
Performance Excellence
Thomas J. Cartin

ORGANIIATIONAL Many organizations have realized bona fide reward payoffs using a systematic continuous approach to
quality and quality improvement. Divided into two sections, this book begins with an easy overview of
PERFORMANCE quality fundamentals and productivity followed by a more detailed explanation of the key quality
EXCELLENCE improvement tools and techniques. Chapter topics include the evolution of quality, management by
—_ commitment and leadership, customer satisfaction, organization planning, partnerships and strategic
| alliances, need for a systems approach in process improvement, quality costs, current engineering, and
much more. Includes many examples and study questions to make it useful as a business reference or
text.
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Succeed with Productivity and Quality: How to Do Better with Less
Imre Bernolak
Succeed win
Productivity This book is the culmination of inter-firm comparisons done by the author of more than 4,000 companies
and ﬂ'l.lﬁl'l.t-? in over 100 different industries. These productivity analyses and comparisons all show that virtually every
s i e By wrich L organization, even the best, can learn from their competitors and counterparts, as well as from self-
analysis, about how to achieve more and better through improved organization and utilization of their
resources.

This basic and comprehensive book is intended for entrepreneurs, managers of local branches of large
corporations, such as banks, business chains, as well as managers or aspiring managers in other private
or public organizations. It is essential reading for students of business administration, economics, as well
as managerial practices, and fills a hole in the training of students in all fields where they will manage
people and resources. Professionals, other knowledge workers and technical people also benefit
because their professional training usually concentrates on their specific expertise and not productivity
improvement. Over the years it has become clear that even managers of the best organizations can
benefit by learning from the experience of others.

whd . 264 sivua. ISBN 978-0-87389-771-6. 6 x 9. Kovakantinen. 2010
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o s moneooe TheSupplier Management Handbook, Sixth Edition

oo ASQ Customer-Supplier Division; Bossert, James L. (editor)

Tilausnumero: H1190
296 sivua. ISBN 978-0-87389-629-0. Kovakantinen.. 2004

This sixth edition addresses the evolving role of the purchasing agent and discusses the future of
customer-supplier relationships. Specifically, the book provides an overview of several basic supplier
BT T —— management issues including: specifications, record keeping, site inspection, measurement assurance,
e 1 s, supplier rating, communications, ship-to-stock versus just-in-time, and data evaluation.
- "

This handbook serves as a comprehensive resource for any quality professional needing to identify a
step-by-step process for supplier certification, including how to do a service certification. Two certification
approaches are described as well as how to conduct a supplier survey and evaluate a supplier's product.
Several chapters focus on specific supplier management applications including establishing effective
quality control for the small supplier, procurement quality in the food industry, management of service
suppliers, and software supplier management. Appendices include procurement quality definitions, audit
guidelines, food industry associations, and federal government agencies involved with food safety.



Pocket Guide to Performance Management
Mark Graham Brown

Tilausnumero: H1380

The first half of this book is designed as a mini-dictionary or glossary of common terms used in planning,
measuring, and managing performance. The second half includes tips and techniques for reviewing
performance, diagnosing problems, deciding on action plans, and evaluating links between measures
and strategies. This succinct and handy guide will be a constant companion as you engage in
performance management in your organization.

72 sivua. ISBN 978-0-87389-781-5. Pocket Guide. Spiraalisidottu. 2010

An Introduction to Green Process Management
Sam Windsor

GHIE EN Tilausnumero: H1392

PROCESS The intent of this book is to give interested parties an overview of green and its impact on business,
MANAGEMENT without spending countless hours researching the subject. It provides information in a manner that can
be used to help businesses determine the role green will play in their futures. The book is not intended
as a detailed implementation guide, but as an aid in understanding the current thinking on what green
really is and what an organization can do. The book is presented in three major sections. The first

1 section is intended to give an overall understanding of what is meant by green, a brief history of the
Ulh : environmental movement as it relates to business, trends in carbon measuring and reporting, and
. definitions of green. The second section discusses standards, certifications, and measurements that
relate to green and environmental management. The final section presents methods that may be used to
implement and manage green processes within an organization, along with tools and a road map that
may be used by those companies seeking to become green. The road map utilizes process improvement
tools that will be familiar to many organizations.

112 pages. ISBN 978-0-87389-791-4. Soft Cover. 2011

Communication: The Key to Effective Leadership
Judith Ann Pauley and Joseph F. Pauley

Tilausnumero: H1366
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Lommunication

Using the concepts explained in this book, one CEO grew his company from $85 million to $100 million.
i el i dcaaicls Ml A \ice President added $10 million to his bottom line in one year. A CEO who is a turnaround specialist
successfully led two restaurant chains from near bankruptcy to sustained profitability. Other leaders have
used these concepts successfully in improving team cohesiveness and productivity, in negotiating, in
dealing with boards of directors, in fundraising, in education to raise the academic achievement of their
students, and in many other ways. These and many other stories are used in this book to explain the
concepts and connect theory to practice in ways that enable the busy leader to understand how to apply
them in their daily lives. Renowned trainers Judy and Joe Pauley describe for you the six personality
types: Reactor, Workaholic, Persister, Dreamer, Rebel, and Promoter. Since no person fits neatly into
one single category, they present a nuanced view of these types and the different “floors” of all of our
personalities. The book then describes the needs and perceptions of each of the personality types, and
the channels and interaction styles you can use to reach each of them.

Johtaminen

The concepts described in this book are scientifically based and have withstood nearly 40 years of
scrutiny and scientific inquiry. They are also universal, having been proven effective everywhere they've
been used—in the United States, Canada, Europe, Asia, Australia, New Zealand, Africa, Latin America,
and the Caribbean.



Business Process Improvement Toolbox, Second
Edition

Bjgrn Andersen

This best seller is fully revised and updated! Its goal is still to give readers practical insight into how
they can create a coherent business process improvement system. Author Bjgrn Andersen works from
the premise that consistently working on improving various aspects of how things are done, large and
small, is the key to success for any organization.

Sedond [ditien

The first half presents an overall business process improvement model, with the ensuing chapters
dealing with topics of understanding and modeling your current business processes, using performance
Bjorn Andersen measurement in improvement work, creating a business process improvement road map, and
organizing for improvement work. The second half of the book presents the overall toolbox, followed by
one chapter for each phase of the overall improvement model. For each of these phases, a selection of
suitable tools is presented with background, steps to use them, and an example of their use. The final
two chapters contain two more extensive case studies illustrating the use of the full methodology. And
finally, a number of templates can be found at the very end of the book, templates that support most

of the tools presented.

This book is suitable for employees and managers at any organizational level in any type of industry,
including service, manufacturing, and the public sector. It should also be useful as a textbook for
students in courses relating to quality management and continuous improvement.
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From Quality to From Quality to Business Excellence: A Systems Approach to Management
Business Excell

el Charles G. Cobb
As the face of business continues to change, organizations are looking for new ways to remain
competitive and profitable. Many businesses have succumb to the “program du jour” management trap,
jumping from one management philosophy to the next looking for the ultimate solution. ISO 9000,
Baldrige, Six Sigma...which is the best program for your company? From Quality to Business
Excellence: A Systems Approach to Management demonstrates how these and other management
philosophies compliment each other and form the basis for a new systems approach to management.
By better understanding how these approaches all potentially fit together, managers will be able to

use these tools more effectively in a much more integrated approach. From Quality to Business
Excellence will show how to integrate a management approach using a variety of methods to bring the
most out of your business.

Prosessijohtaminen
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Strategic Navigation: A Systems Approach to Business Strategy
H. Wiliam Dettmer

There are many parallels between the business world and the military world: both must always be wary
of the competition; both must be able to adapt to rapidly changing conditions; and if either falters the
results could be devastating. Yet while military leaders have employed essentially the same strategies
for thousands of years, business leaders often feel the need to try the latest fad in an effort to capture
lightning in a bottle and lead the company to success. In Strategic Navigation: A Systems Approach to
Business Strategy, best-selling author H. William Dettmer explains how sound, proven strategies used
by great military leaders from Sun Tzu to Schwarzkopf can also be easily and effectively used in the
business world.

Dettmer begins the book by introducing the conceptual framework of military strategy and maneuver
warfare, which dates back more than 2,300 years to the time of Sun Tzu’s The Art of War. He first
explains how the time-tested principles of war planning and military execution can be readily applied to
nonmilitary uses, such as commercial business, nonprofit organizations, and government agencies,
leading to considerable benefits in coherence and focus. Dettmer then introduces a logical, systematic
tool set to help you translate the military strategy ‘template’ into action, which can then be applied to
nearly any industry or business type. The system described by Dettmer is quick and easy to use,
flexible enough to accommodate changes in the external environment, and supports the creativity of
both strategists and executors.
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E . Enterprise Process Mapping: Integrating Systems ¥ |
ﬂtﬂf‘]"ﬂﬁ for Compliance and Business Excellence

: Charles G. Cobb '
Frocess Mapping [ielee

g Lt b sk e Risenp e Many books on process mapping are oriented around a traditional manufacturing process control
environment. The methodology and tools in this book are applicable to any company in any industry
that is interested in developing a much more integrated, systems approach to management to
dramatically improve their business. The author’s previous book, From Quality to Business
Excellence: A Systems Approach to Management, explains the philosophy behind this approach. This
book provides the “how to” for achieving that level of visualization with a unique combination of theory
and tools showing you how to implement enterprise process mapping in a way that will yield
significant business value for your organization.

This book includes a free evaluation copy of Microsoft Visio and a free evaluation copy of the
ProcessMaps tool for enterprise process mapping, as well as computerbased training on how to use
these tools.
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Get It Right: A Guide to Strategic Quality Systems

Ken Imler

Get It Right is based on the trials and tribulations seen by the author in nearly 30 years of experience
at a wide variety of companies. This book describes real-life solutions and is intended to provide a
unique but straightforward approach to business and regulatory requirements. It will be useful both for
beginners looking for a road map and also experienced professionals searching for effective ways to
continuously improve their quality systems. Examples used throughout the book are based on actual
companies and experiences.

Ken Imler
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Managing Service Delivery Processes: Linking Strategy to Operations

MANAGING SERVICE  Resaiiacicd

DELIVERY PROCESSES ) o . )
LINKING STRATEGY The quest for value drives customer behavior in the services marketplace. This book focuses on

TO OPERATIONS complex service processes, and is written for professionals, semi-professionals, and technical
workers laboring in all spheres, from law to medicine, and accounting to engineering. It draws its
theory and examples from these professional services and many more, with hands-on end-of-chapter
exercises on all topics. A framework is presented for understanding how a set of shared fundamental
beliefs drives the best-in-class professional service organizations in their learning, which is the source
of sustained competitive advantage. Products and processes can be imitated or copied, but learning
faster than your competition cannot.

Processes create the benefits customers want by delivering the service, or by making this delivery
possible in one way or another. The notions, methods, and tools presented in this book present

readers with a perspective on their work they most likely never envisaged, and which will lead to a
marked improvement in their effectiveness.
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