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Foundation For

The Training

The Sales Environment Learning Laboratory (S.E.L.L.) is designed to help you identify ways in which
you will become more effective. The success of the program requires the following:

1. Attendance to each and every module.

2. Attendance on time to each module. Returning on time from breaks.

3. No smoking in the training room.

4. A commitment to use the concepts and materials for the duration of the program.

5. Making commitment to specific action arising out of the material in each module, and following directions
of the trainer when in the training room.

O OO0 O O

6. No telephone calls, interruptions or messages into the training room. No magazines, newspapers or other
non-training materials read or displayed in the training room. This includes food, gum, drink cups, etc. (except
as agreed to with the trainer in advance).

7. Remaining in the training room for the duration of each session. There will be frequent breaks.

8. No drugs or alcohol during any break. All prescribed drugs are to be cleared with the Training Manager.

9. Conversations during the sessions are limited to between trainers and participants only. Conversations
between fellow participants are not permitted.

10. Time of the completed training is unscheduled. Do not make any plans immediately following the
completion of the training.

11. The content of the training is a private and confidential matter between you and the group. All materials,
forms, concepts and conversations shall be kept strictly confidential.

O O O OO0

12. If a participant misses a significant part of any module, he or she becomes an observer for the balance
of the training. Once a person has observer status, he or she will always be an observer in that training or
any other training thereafter. An observer can never again regain participant status.

[]

13. All cellular phones and/or portable paging systems are to be left outside the training room. The Training
Manager will accept and hold all such units. Participants and observers shall be responsible for ar-
ranging such units to be checked and returned.

14. Nametags to be worn at all times during the training modules, and at all times be clearly visible.

D 15. Participants sit next to someone that he/she did not know or have a relationship with prior to the training.
This includes family, friends and business associates.

16. Participants shall not move any chairs during the training.

Signature Date
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ScoreCard

A D
Yes No Yes No
1 1
2. 2.
3. 3.
4. 4.
5. 5
6. 6.
7. 7.
8. 8.
9. 9.
10. 10
1. 11
12. E
13. Yes No
1
2.
&
B 4.
Yes No 5.
1 6.
2. 7.
3. 8.
4. 9.
5. 10.
6.
7. F
8. Yes No
1
2.
3.
C 4.
Yes No 5
1 6.
2 7.
3 8.
9.
10.
11.
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LASER™ TRAINING
SHEDS NEW LIGHT

ON LEADERSHIP

by Suellen Mayfield

Handle you,
not them.

Without an effective vision of
what you want and an efficient
way to implement it, your staff

can’t perform up to
its capabilities.

I n days of yore, when management
was a "guts and glory” occupation,
executives didn’t seem much troubled
by staff morale, under-productivity and
motivation. The boss was THE BOSS,
and staff were, well . . . replaceable.
Today, companies are becoming more
aware of the high cost of employee
attrition and underutilization. But until
recently, employers have had little
control over this human factor that can
make or break their business.

However, a look at what a Long
Beach based management training group
has achieved shows a much brighter
future. Under senior partners Doug
Yeaman, Doug Yeaman, and John
Nicodemus, Quantum Management has
spearheaded an executive training
program yielding impressive results in
profit increases. The program is called
Laser™ Training, and, among the dozens
of institutions employing Laser™ meth-
ods, none has failed to dramatically
increase profits within a two year period.

Company Visionaries

The primary thrust of the program,
according to Yeaman, is to “Establish a
vision for each company, so the man-
ager can retain control of the organiza-
tion rather than resorting to controlling
personalities.”

Laser™s definition of “vision” is
having an unwavering knowledge of how
the manager wants his or her company to
be and how it can be. It is this knowl-
edge that creates a fundamental differ-
ence between managers. “With vision”
claims Yeaman, “everything a manager
does emanates from a sense of his/her
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company’s potential, and that enables
the manager to act, not react. No
matter how large or small a business, if
there is no vision, the person in charge
can do nothing but respond to things as
they are.”

Laser™ training demonstrates that
the lack of an overall vision permeates
all the operations of a company. This
is because, even when managers see
opportunities for improvement, they
can’t know with certainty what they
can expect from their organization in
terms of carrying them out.

Trimming the Waste of

One-on-One

Many of the methods developed
by Quantum Management and used in
Laser™ Training are, you could say,
unconventional. For example, recruit-
ing ...
In Laser™, managers are encour-
aged to double their staffs in a year.
This invariably meets with protests
from executives, who feel they are
already supervising all the people they
can manage. They are also reluctant to
take time from an already full schedule
to seek out and interview potential
candidates. And, of course, they point
out their payrolls could never handle
such a personnel increase.

This is where Laser™s unique
recruiting philosophy really makes a
difference. As Middough Ewell notes,
“Managers who want to actualize a
vision of steady growth can’t do it
using traditional management tech-
niques. These techniques all use a



Recruiting means
everything.

Good managers hire
good people.

one-on-one approach, which is very
time inefficient. Thus, growth be-
comes predetermined by the manager's
own time limitations.”

Managers who participate in Laser™

Training learn to interview 50 candi-
dates at a time and know with certainty
which is best for them.

Laser™ also teaches a group man-
agement technique, so executives can
train and manage the staff it takes to do
the job, not the staff they have enough
time to supervise. And a new accounta-
bility system ensures corporate leaders
of maximum production and “active
cooperation” by their staffs.

Proving Ground

When asked how managers could
justify significant increases in staffing
costs, Yeaman pointed out some
overlooked areas: ‘“Most executives
have no plan for attrition. Unplanned
attrition is expensive. An active
recruiting program saves on staff search
and production lag costs. And Laser™
shifts budget priorities toward
directly income-generating personnel
and programs. So, as you expand your
staff, you always have increases in
revenue.”

Perhaps most impressive are the
actual results of using Laser™ Manage-
ment methods. Where traditional
wisdom would maintain that raising
personnel costs means lowering profits,
the experience of Laser™ graduates
proves, repeatedly otherwise.

An old adage has it that success is

Graph Showing Start-up
Profitability for New Office

Management Gems

made not from working hard, but
working smart. Nowhere is this truer
than in a competitive business environ-
ment.

Through its Laser™ training
program Quantum Management may
have, at long last, come up with a way
to beat the system, simply by “working
smart.”

For the seeking executive, here are
some pearls of wisdom taught in this
extensive training:

= Production rises to the lowest
acceptable standards. You can’t achieve
maximum production by trying to
manage people instead of standards.

< A leader is someone who can
awaken and evoke the leadership skills
in others. The most profitable element
of your job is keeping your people
inspired.

< You never have to fire anyone.
Once you enlist your company in
fulfilling your vision, it becomes
obvious who will go and who will stay.
(Not retaining “deadweight” is esti-
mated to save an average sized com-
pany up to $20,000 annually.)

Recruiting, managing company
standards, and creating accountability . .
that’s all there is to it, really. But
within these three major company areas
lies the world of mismanagement. A
world, according to Doug Yeaman,
“Laser™ Training is committed to
conquer.”

Company owners and managers
who wish to learn more about the
Laser™ program can do so by calling
Quantum Management (619) 454-3094.

0
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More people means more business.
New business start up for this real estate firm closely followed the projection through February. In May, a
haltin recruitment resulted in a rapid decline in revenue. Although recruiting began in June, the
accompanying lag in production resulted in a 8-month delay to reach the projected break-even point (see

dotted line extension).
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| More Money in

Less Time

By Douglas M. Yeaman

M any of us realize that effective

time planning and management are

essential. Still many of us do not

incorporate good time manage-

ment techniques into our daily

i schedule. The purpose of this

F - article is to highlight the essential

elements of effective time manage-
ment and to provide some insight into

where and why time is misspent

Itis important in utilizing time management principals that we understand
certain basic components.

The first component is realistic identification of productive and nonproduc-
tive tasks. Most lists are either dishonest or wrong.

The second component of the system is a written plan. Planning without
writing is daydreaming and will not support your goals. The form of such a
plan is not important; however, it must contain a daily schedule for listing
appointmentsand activities.

The third component of the system is a clear understanding of the terms
related to time.

What is time planning? Time planning involves recording what you are
going to do each day, week, and month. It is essential that you spend at least
one-half hour each day making a daily work plan. The plan must establish a
priority ranking.

What is time management? Time management is carrying out minute-to
minute and hour-to-hour planned activities.

How do we know what to do? The only effective way is to have a set of
written goals and a step-by-step list of written objectives or activities which will
accomplish the goals. Goals are long-range, direct results of primary and
secondary objectives. Objectives are short-range activities.

A written statement noting goals and objectives is the cornerstone of a good
time management system. To achieve a goal, clearly write it down, list the sort-
range objectives of attaining it, and make a commitment to do objectives.

We are in fact, the sum of commitments we have either kept or broken.
Commitments must be specific, actionable and contained in time. For instance,
“I’ll make five cold calls by 10 o’clock.”

Most time management systems break down at this point. To avoid this,
you must recognize that you get what you want in life as a direct function of the
price you are willing to pay. The price is keeping your commitments. You can
always recognize a true commitment by the result. If you made five cold calls by
10 o’clock, you had a commitment. If you did not make the five calls, you did
not have a commitment. In other words, a commitment is not acommitment
when it is made. Itis only a commitment when it is kept.

We know atime managementsystem mustincorporate thingsto do, written down

in a priority-listed, daily planner, and that we must be committed to our plans.

Seems simple doesn’tit? Many of us have done these things and obtained acertain

level of success. The question is how can we earn more money in the same amount
Page 11

of time or the same amount of money in
less time. The key to doing this in real
estate is contacting people. You must
be committed to a consistent, methodi-
cal basis with continuous follow-up.
The best tool to insure more contact
with people is to identify those tasks
which lead to such contact.

Next, use your time management sys-
tem to analyze the exact amount of time
you spend doing those activities each
week. If you are not spending enough
time in people contact work, you can
change your objectives and activities to
bring them morein line with your goals.

People contact is the basis for success in
real estate. So let’s define basic catego-
ries of activities as they relate to such
contact. These categories include:

I=intermediately productive time
P=productive time
N=non-productivetime

Intermediately productive time (I-
time) is that time spent making a direct
contribution toward face-to-face con-
tact in a selling situation with a client.
Productive time(P-time) is that time
spent in face to face contact in a selling
situation with a client. Non-productive
time (N-time) is time spent doing eve-
rything else. This does not mean that
nonproductive activities are not impor-
tant. In fact, nonproductive activities
may be crucial and take precedence
over | and P items; however, no matter
how pressing or important N items are
they will never directly lead you into
people contact.

Itis essential to the success of
your sales effort that you carefully
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Productive Intermediately Productive

Non-productive

Showing Property Open Houses and Quantum Home Tours

Sales Meetings

Listing Presentations Cold Canvassing

Planning

Contact in person Owners
and offering service

Mailers as follow-up

General Research

Contact in person Tenants
and offering service

Making showing
appointments

Escrow Work

Discovery probing
with prospect

Market analysis for specific
listing presentation

Training sessions

Obtaining price reductions
or better terms on existing

Seeing or researching specific
property for a specific client

Property tours

listings

Closing with client Networking
Sign Calls if at least one prospect
callZhour

Organizing desk/week
Lunches, breaks, etc.

Lead Seminars if at least one
prospect/hour

Writing ads
Reading this article

identify I, P, and N activities. This will enable you to properly evaluate the use
of your time and make appropriate changes. Here is a list which will keep you
in the sales (people contact) business:

You can possibly think of more I and N items, however, there may not be
any significant need to add to the P items. The secret in making the above list
work for you is to increase P-time by every possible means. This means increas-
ing the I-time. You can always control your I-time items, whereas you may not
be able to go out and have a showing, listing, and closing appointments every
day. And what is the only source of I-time? You guessed it, N-time.

It is not suggested that you consistently miss sales meetings to do you
farming nor that training sessions and other functions are not important;
however, you can control your I-time. The more I-time you put in, the more P-
time you will create. Only productive time will put more money in your bank
account.

Analyze your working daytime and activities for a one week period. Unless
you are among the top 5 percent of salesmen, less than 20 percent of your time
will be P-time and more than 60 percent of your time will be N-time.

If 60 percent or more of your working day time is nonproductive, you are
out of control as a salesman. One of the features of the analysis of P, I, and N-
time is to let you know when you’re out of control so you can get back in
command. There is only one source of productive time and that’s intermediately
productive time. Get back into control by blocking out one 8-hour day per week
and devoting it solely to I-time activities, or if you’re not going to do I-time
activities, simply take the day off. Either way your relative production will
increase. Obviously, some of your I-time days will get out of control and result
in non productive activities. The key is to recognize when it happens, so you get
back in-control.

The key to effectiveness as a salesman is to control your time and channel it
into productive face-to-face selling situations with clients. This means making a
commitment to an effective time planning and management system which will
enable you to spend more time prospecting. Prospecting is simply building a
relationship with people. It is not getting a sale. Make every contact a win for
the prospect and yourself, regardless of the outcome.

Now, make acommitmentto yourself. Immediately after you stop reading this

article, get out some paper. List your
goals in priority. Identify objectives and
activities that will help attain those
goals. Copy those objectives and activi-
ties into your time planner. Identify all
your activities as P, I, or N and accu-
rately keep track of how much time you
spend in each area. Keep yourself in
control by spending more time in | ac-
tivities. Block out an I-time day each
week. Above all, remember that if you
want to be a successful real estate sales-
man, you must make a commitment to
continuous prospecting. If you are not
prospecting, you are not working and
you don’t need a time management sys-
tem. If you want to prospect more to
earn more, rely on the fact that pros-
pecting of any kind does work. Get
involved in atime management system
that enables you to do more prospect-
ing and order more deposit slips to take
your cash to the bank.

Doug Yeaman of Quantum Manage-
ment Systems was the important and
only source for this article.

Reprinted with permission
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Applied Psychotechnologies for Personal, Sociological and Organizational Megagrowth

Douglas M. Yeaman
Marsha Utain
Arthur Melville

(Consultants: Col. Roger Bunting, Coordinator Reserve Components Support; LTC Harry Thie, Office of Secretary of
defense; Cpt. Beth Walsh, Ordinance)

Some oftheissues confronting personal and sociological growth in both the public and the private sectorrequire

thinking that is beyond present limits. Previous points of view applied at a time when the future is so close that it feels
like the past, can cause from an old paradigm, an experience of victimization which is translated into unemployment,
inflation, hunger, incompetence, and inadequacy. The assumptions concerning finite resources, insufficiency and scarcity
are all based on fear which issues out of the experience of displacement from one frame of reference in time another,
closely akin to a time of the experience of displacement from one frame of reference in time to another, closely akinto a
timewarp. Certainleading edge technologies, as the ones developed in this paper, provide the contentfor managing this
displacementand provide long term resolution of these issues cancerous to the very dignity of the human spirit.
Frustrations and blame are among the products of this cancer.

Leading edge

technology Through an installation of leading edge technology avail-

able off the shelf today, the following benefits can be
realized:

*The turnover rate of those that do not complete
their first term will be significantly reduced, resulting in
enormous savings to the army.

*Funds saved as a result of managing this attrition
will be turned back to the Army community through en-
hancing the quality of life, upgrading the conditions of the
soldier and adding to the experience of excellence.

*With more people completing their term, a larger
pool will be available from which to select career soldiers,
thereby permitting standards to be raised and opening
further the process of an Army of Excellence.

*There presently exists an alternate leading edge
technology for bringing the Army of the future into reality
today. It can reduce turnover by creating the condition of
enhanced personal responsibility for recruits to complete
their first term of enlistment.
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Closed loop
system

Negative
Assumptions

Focus, clarity,
commitment

COMMITMENT

First, let us look at the closed loop system that creates the
present condition, a system that is of its nature based on as
assumptions that are false:

*Shortages

*Insufficiency

*Finite Assets

*Limited Access

Further, in understanding closed loop systems, it must be
recognized that a negative cannot be proved. So, a closed
loop system relies on a “set” of negative assumptions in
order to “prove” a given reality. “If God had intended man
to fly, he would have given him wings” made sense up to
the invention of the airplane. For the same reason we
cannot rely on history to document the future.

As an example, non-high school graduates have always had
a higher attrition rate. Therefore itis concluded by many
that not having a high school diploma is the problem.
However, the underlying issue is that people who do, do;
people who are committed do get high school diplomas and
produce results. Those who are not committed, clear, and
focused, demonstrate that condition in terms of their
results. So, what we know as one of the items that creates
high attrition rates in the Army with non-high school
graduates is that they are not focused, not clear, and most
of all they are not committed. The diploma is not the
problem.

Therefore, if we are really going to deal with the issue of
high attrition rates, we need to look at the available leading
edge technology that creates focus, clarity, and most of all,
commitment.
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Stress:
expectation/acceptation
dynamic

Victim
orientation

Alignment

Negative attrition in any organization can be described as
anindividual’s neurosis for coping with stress. Stress
occurs structurally as a variance between forces. Psycho-
logical stress can be described as the variance between as
expectation and an acceptation. When that which is ex-
pected exceeds what is accepted( or what is really experi-
enced, as in a job), negative stress or conflict is produced.

If the person experiencing conflict has a victim orientation,
the stress will be processed in the form of: “It's unfair”,
“They did it to me”, “I'll show them”, “It's hopeless”, “I'm
helpless, or “I'll hide so no one can do it to me again,” and
so on in endless fashion.

(STANDARDS)
BXA PECTATIONS

BT

LoNFLICT

o po
ACCEPTATIONS

Any attempt to resolve the issues of turnover, or negative
attrition, will have a fundamental, absolute reliance on
creating alignment between expectations and acceptations,
between both the individual and the participating organiza-
tion. Itis now possible to see that the first step in creating
alignment leading toward a commitment orientation re-
quires focus and clarity of expectations and reality. Accep-
tations are recognized as “the conditions for participation in
reality.” If it is a reality that a potential recruit “will be
expected to mow lawns” as part of his contribution to the
quality of life at his duty station, then that reality must be
created as an expectation. Even subliminal expectation will
work in the transformational process of self responsibility.
(It is important that the reader be clear in what is being
said.) We are not saying that alignment must occur.

What is being said is that the degree to which standards are
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Managing
attrition

Acceptation
and
expectation

Contextualizing
“Job ”

—Gmiogs e up=

managed by creating an expectation-acceptation alignment
is the degree to which the attrition rate is managed.

In other words, in victim context, the recruit who is told
that he will not be mowing lawns and then is ordered to,
experiences being lied to. If it is implied that he won't be
expected to, or it is covered up as though he won't have to,
he will feel conned or betrayed. And if he is told that it is
possible that he will, when he does he may not like it, but
the managing person interfacing with himin that conflict
may now rely on that communication to create the condi-
tions for him to be personally responsible. He chose his
participation, which included mowing the lawn and he now
reviews that choice. The process described here creates
wellness instead of sickness.

Acceptations and expectations are standards in an organiza-
tion. If an organization expected more than it accepts, the
experience contained in the organization is disillusion,
frustration, disappointment and the implied condition that
people “should be doing more.” If the Army has a Standard
that its young recruits mow lawns in contrast to spending
100% of their time in their attendant MOS, then the experi-
ence of the people managing them might be: “they
shouldn’t complain” and “They should do it.” If work
outside a specific MOS is expected and accepted by those
in charge of new recruits, and that information is available
in advance to the enlistment process, it supports the
enlistment process through communication and contextuali-
zation.

If the French chef who participates in the Cordon-Blue
School of Cooking were to work in a restaurant prima-
rily washing dishes, he would not think of himself as a chef
as a chef as he washes dishes. Yet, that same chef, em-
nloved as a chef. is exnected. and it is accented. that he
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Using
Standards
fo manage
relations

Responsibility

Managing behavior
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wash his own cooking dishes and participate in keeping the kitchen
clean. This is an example of creating a context in which the person
(chef) is responsible for washing dishes-and his job.

Managing standards, both in an organization and with individuals,
is the process through which relationships are man aged.
High expectations contrasted with conflicting behavior.  Orga-
nizations can choose to terminate the conflicting relation  ship
with the individual, which is expressed as poor perfor-

mance, or bad, or wrong and resulting separation from service.
For the individual, he attrits, or retreats. A transformation of
personal responsibility results with a recontextualization of the
experience within this acceptation-expectation framework. A
recontextualization, as in our example of the “chef,” shifts the
“focus of responsibility” or the “focus of cause” to the indi

vidual and provides him with an opportunity to include his
expectation with his acceptation. This reduces stress.
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Responsibility is a condition, and managing attritionis a
process. In the Army of the future, areas of intraorganizational
conflict will be identified though an application of the prin-
ciples of the acceptation-expectation dynamic, an therefore,
become predictable. . .and manageable.

A principle fundamental to the management of behavior is
that in order to manage behavior, it must be predictable (which
is not the same as probable.) Itis predictable that if you lie to
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Responsibility training

Pareto Principle

Conclusions

a new recruit (in a framework of victim orientation) he
will feel lied to. However, in a responsibility orientation,
he will set up the circumstance or create the condition in
which the truth can be told and heard.

For the training of the soldier of the future, it is
imperative that all people who interface in a responsible
position to him have responsibility training and access to
responsibility communication processes. The first stage, or
pre-entry process, is necessary to creating the condition in
which the recruit chooses into the Army responsibly. The
second stage of the process can be seen then as critical. It
creates the condition in which the recruit of the future is
provided with the framework of choices in which he
determines both his career and his nonmilitary future. This
occurs by including things he does not like in a larger
context of choosing his participation.

Traditionally with organizations, two-thirds of the results
are produced by one-third of the people. This is called the
Pareto Principle. Historically this factor has had a tendency
to be static. Managing standards instead of people provides
us with the feedback that creates a context for excellence
and growth.

The following conclusions are then available to us:

(1) An organization’s standards are the threads that
form the fabric that holds people who participate. Manag-
ing is both setting and discovering those standards. (We use
the term discover because an organization is dynamic and
developing, and therefore in a constant state of change.)

(2) The principles of personal responsibility are
developmental and therefore transformational. It results in
the focus of cause being a point of reference from which all
constructive communication sources. The acceptation-
expectation dynamic is organic and provides a context for
resolving personal and organizational conflict.

(3) Standards within an organization provide the
methodology in managing conflict through communica-
tions. They also shift the relationship of the participants
from a victim orientation to casual orientation or creating
future events.
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(4) All participants in the management interface
need to be trained in the process that enable responsibility
to be created and maintained within the Army as an opera-
tional context.

(5) A specific low cost/high yield method for
implementing stage one (pre-entry stage) would be to
include a responsibility training for all recruits and
recontextualize the recruiting materials, such as video
tapes, to include the technology of developing responsibil-
ity. For example, “time compressed subliminal pictures” of
jobs and activities traditionally “resented,” “disliked,” or
“misunderstood” by the potential recruit could be shown.
By drawing the analogy from his own experience as similar
to the analogy of the French chef, these activities would
become recontextualized. It could even be individualized if
the recruiter discovered background experience from the
recruit’s personal history and included that information
within that specific video viewing context.

Presented July 30, 1982

U.S. ARMY WAR COLLEGE
DELTA FORCE CONFERENCE
Leesburg, Virginia
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politics and the arts — 60 chair-
men af the hnard and (R0 s
from corporate Amerrca, 30 from
puhiie Americe, meluding fron
canciies, o orchestra condiuc
tors, o ciiy rmonager, £8T s
Werner Kehierdi, and Nealf Arm.
sirong, the fire! man to wealk on
the roon, (Hiw findinge will be
pobiizhed leter this year by
William Morrow).

Bennis seief at Tarryviown that
these leaders share ffoe esgential
operating principles that empawer
themm and the people who work
tith them:

“All of these individuals

had an agenda, a concern
with nuteome, that's unparalleled.
Their range might be very narrow,
and vulside ol thatl they might be
very boring. But within their
Fange, they were very intense. It
was as i a brirhl filament was
always burning.”

Because of their intensity of

purpuse, fLhey did not have Lo
coerce people to pay attentiom:

1 Mianragement of attention.

- A New Definition of Success: =
Pﬁl'snnal Empowerment, Quality, and Lm _

Lhey were 5o intentd on whal, (they
waore doing Lhat, like a chilid eom-
plotely ahsorbed with ereating o
sand castle in a sandbox, they
dlrew pthers in,”

Muanagement aof meaning.

2 “Tt's mot enongh tn have a

vigion. There arve a lot of
marvellous visions. But how do
you communicate them? In large
urganizations, vou have to get peo-
ple aligned with overavching
goals. Workers have to have some-
thing to gel behind.”

Bennis found that his 90
leaders often did not commun-
fvate their vision and Lheir goals
thronpgh words, hot instead
through symbols, metaphors
and models.

Robert Redford was one guch
leader. Redford knew nothing of
cinematography when he decided
to direct Ordinary Penple. “So the
tirst mormng on the set, he took
six cinematographers aside and
played them a piece of music —
the piece that vpened e movie,
Pachelhel's Canon in ‘T2 He said,
[ want you to listen to thia, and
think aboul a auburban acene
Ehiat (:urreapunda to the mugic. He
was doing whal psycholosises call
syhesthesio — transtorming one
sense impression into another”
Hedford later won an academy

nwaord for his direction of the ﬁlrrLJ

When leaders communicate o

vizion wilh such sbeength, ey
creale & reality that others can
then share, Said Bennie, we tend
to weed out such characteristica
instead of encouraging them: "My
daughter was in o third Frade
drawing class. A friend ol hers in
the olase asked the teacher if she
could draw God. The teacher said,
‘We don't know what God looks
like, you knew." And this girl aaid,
You will when T'm through!
That's mnre than commmunication,
that’s rreatinn.”

Management of trust,
“This has to do with con-

gtancy, locus, conmil-
ment. (Ine very koy aszpect. of trost
is reliagbility — can you count on a
person, do you know what hie
purpose 127" Having eatablished a
vision and communicated it, the
90 leaders would not waver from
it. Those following them never
doubted their resolve.

“(f course, in our times if you
atay the courae too lcmg, YOu Can
also keep going duwn a path
that's the wrong path. But there
is something profonndly Tmpor

A Niowt Fr#ion . Fak aomre
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taral, 1 diseovered, about making
voursel known and rmaling your
sell clesr These ave individuals
wh have clarity about their
valyes and that inevitably gencr-
ales Lrust”

Anexample of how the absenoe
' trust gan altect a leader, Benmis
eibed Tormer Pregident Jimmy
Carler, "It's been saicd that Jumng
Carter wasn't a sucersstul presi-
dent because he was horing. 1
would argue that it was because
he failed to get across to the people
what his 1deas were, The values
were there, but his ahility to enm-
nmunicate them was always weak”

Munagement of the self,

or pasitioe self-regord,

Successful leaders know
their worth, but they are nat nay-
cissistie characters: “Thear indi-
vignals seemnd tn know, a8t a very
early age, what rthor talents were.
Most importantly, they were ahle
to rhscern the fit hetween their
talemte and the needs of the orzan-
iratinn they wers serving,

"Buch people emphasize their
strengths inslead of their weak-
nessed. And more interesting,
they bring oul the atrengtha of
uthers. Their real genius ig the
capacity to blend the nnigue gifta
of those working with them into o
comman cange, In addition to posi-
tive gelfregard, these individuals
had positive other-regard?

L The Wallende Factor
5 Lennis named this cate-
gory afler the late Karl
Wallenda, who, along with ather
mermnbers of his cireus Tamily,
walked tightropes withoul a salety
net. 'he key to Lhis was never
loolking down — never dwelling
on the possibilily of failurs,
alwiys envisioning shceess,

Just how mmpartant this was
to Wallenda became clear ahartly
before bie fell tohis death in 1873
in San dnan, Poertn Rico. Hia
wife anid that for the three months
preceding his death, Wallenda
heran to think for the fivst time
about a slip up. He started to por
gonally superviac the sctting up
of the tightrope; he put all his
energica into falling. instend of
walking.

Sald Bennis: “T'm talking
about confidence, not veekless
necaz. The 90 managers T etudicd
did hewe o alear iden of downside
rizks But T awear to you that
their atrention wars primarily on
theiv viginn, mot on the tightrope.

"Theae individuals eaw failure
in o different way feom any group
of poople Pve ever known, In facl,
tho word didn'l come up in conver
grcbinn unless 1 used il [ eounbad
21 different synony s for ik
wlileh, mislake, ereor Talse patls.
They viewsd failure a8 something
they vould Lruly learn from. One
ol them sand, *A mastake is simply

Sl

auother way of dning things"™
Tlennis alan talked to Haw

Mayers, the haskethall coach at

MeMaul, after the team Inst ity
Firat home game — and broke 5
wirning streak of 29 victomes.
"How da yeu foel?, he asked.
Maers anid, “Oeeent. Now we can
cemcentrate on winning., and noet
on not-lnsing.”

Bennis concluded:

“The essential thing in organ-
izationol lendership is thot the
leaders” style pulls rather thun
pushes people on, A pull styvle of
influence works by altracting and
rnergizing people to an exclling
vision of the futuee, Te motivates
by identificotion, eather than
pushing them uround with
rewenrds ond punishmente. .

YTt haa become apporent to
mie that people cannat be expectoed
to chrnll in just any kind of cxeit
ing wigion. Some concepty hove
more staying power. and are morg
deeply rooted in our humon hun
gera than othors, [ beliove thal the
lack of auch conecpts in modern
organizational life is in larpme part
reapongible for the alienution
which g0 many managers and
warkars prporionon,

“Ome of thicas important con-
orpts is the idea of guality. Modern
industrial snciety has been ori-
ented to the idea of quantity —
rroviding move goods and services
for cvervoneo, Quality, on the olher
hand, is nften not measurahle, but
iz appreciated and intuited. Our
response to quality i a feeling,
and feclings are intimately con-
nected to our experience of mean-
ing and beauty.

“Lawve 18 evoked by gualily,
and ie the attraciing fores which
enerpizes hiph-performanee sys-
{eme When we love our work, then
w do il Jeave (o be maregged by
force or by fear. We can build sys-
teme which facilitate creativity,
rather than be preocoupied with
checks and controls on peaple wha
are motrvated to heat or exploit
the svatem T believe that everyone
wanta to find hath quality and
love 1o work”

HOYEMDER 1983
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Phavey £, Seofane

Thviir Pedera

Tom Peters' In Search of
Excellence fooeasd foored with
Rrhort Warerman) has been on
the besteeller liste for more than
15 weoke, and recontiy gold e
ane millionth hordbound copy
Burn in Bultimore, Peters earmned
hig BAOE and M.C.E. in vivil
engieering from Cornel!, ond an
ME.A and Fhal in business
fram Stanford. Formerly a princi-
pal at MoK insey & Company,
where he rosearched morve' Lhan 60
of Amorfoa s hagtriem eOrpnrainng
for In Search of Excellence, Potors
note heads his own consulting
firm, the Palo Alto Consulling
Cender, amd teaches at Stanford
Business School, Petoers” coneli-
grong phout experimental and in-
novelive monagement fechnigues
are an indicatton of the paradigm
sfelfl uffecting all of our dves.

In his operning wdidress at Tar
rytonen, Peters noginered the fine
most commaon gquestions fe's heen
ashed sinee his book camae oui.
Next he gave a thorough undate
on fuis findings, Here they are:

Excellence In Business:
Five New Questions

Q. The research for In Search
of Excellence was completed several
venrs agn. Are its conclusions siilf
et ficf?

A. An oceasional eritivism ol

the boolk is that its conclusions
are averstated and avergimplified:
it hag been said that they are
painted m unwarranted bright
hues. But, in hindsight, my
impression is fast becoming the
npposile: IFanvihimg, we wrder-
estimated. Since 1974, T have
worked with over 200 groups of
executives, and conversations
with these people confirm that our
‘excellent companies’ dee even
mare extremely what they are
than we had initially supposed.

&), You'va defined MBWA —
Meanagement By Wandering
Arnund — as a kev fo excellence.
Iz this sull the case in mojor
cornpianies?

A, I'm tempted to say success
all boile down to the chiel princi-
ples of MBWA: Do 1, [ix it, tey it
Tesl i, Walk about. Stay in touch.
FPress the flesh, Get il golng on #
customer’s premises. Chialin quick
feedback. 1 find MBWA al work 1n
every aspect of the better run bus-
iness. At the highest level, it’s the
incessant travel of the leaders;
Andersnn, Kroe, Marriots, Mars.
And the hands-on lab vigits of
{OMaen at Dhgital, Hewlott at
Hewlett-Packard, Haggerty at T1.
MEBWA is the preflerred, il expen-
give, problem-solving mode,

L. Can you give ue sume
examples of MBWA in getion?

A.When IBM stumbles even a
whisker, it jerks twenty top peaple
off the joh, full-time, to solve the
prohlem non Ofthers may say
they can't afford to take their
senmior manogers away from their
joba. But IBM people know that
‘the show will run just fine for
sixty days without me” MBWA
means there's no suhstitnte for a
“feal’ tor what's really going on.

At TEM, P&Q, and Lanier,
senior officers process a large
number of customer complain s
perannally, in order to stay in
direct touch with the market In

conaumer goada, the heat hrand
manager 15 in the Geld more. At
Hewleti-FPackard, R&D people
Lransler, for siv months or sn, to
manufacturing to aid in the pro-
cesa of new product scale up. All
of these things sound so obvicus,
but almost no one does them,

Q. What are “shunkiorks™
and why are they more successful
than any other kind of business
task force?

A. Skunkworks arve colierent
units of turned-on people, usually
a gronp af B tn 10 They are notor-
ivusly pragmatic entrepreneurial
teams and are often located in
dingy basements miles from cor-
porate headiguarters, with an
atmosphere of inspired chans.
There's lots of wandeving around,
lots of experiments with quick
feedback. A skunkworks has the
wibensily to develop, prototype,
debug and install o new prodoct
in the time it takes others to pre-
pare a memoranduam.

Bkunkworks are modestly il-
licit ullline worckslops cliaractenr-
ized by unbelievable tenawity and
healthy irreverence for the syatem
Skunkworks and MEWA are part
of the eoherence commitmoent
tangibility knot that lies at the
heart of top performeanee,

6. Where does innatatinn
come froms

A, Kondachrome was invented
by two musicians. A watchmaker
fiddling arcund wilh breass casts
ings came up with a continuous
casting of steel. Soap making
chemists thought synthetic detar-
gonts were o stupid idea, so dye-
making chemists made the firat
svnlhelic detergent, The last
rwenty menu introductions by
MeDonald's didn't come fram
product development — they came
from franchises in the boondocks.
YVirtually all invention happens n
the wrong place al the wrong div-
isinn of the wrong company.

Page 35
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Whndering Arounc) 18
gond guys lhan

s MEWA {Management By
mor extensively practiced by the
we had said.
g Our winners, even i the luwer omitg of marhets,
find astonishing Ways to provide EUPETIT, railored
sepvice and Lop ity
g The good managtt keeps the hureauerats oul of
e way of productive people.
m The sucerseful toader fuils his way tn Ercerss.
You have tn make w0 mislakes u day, or you oW
o T nob Trying.
a Jrreverence for your oW syeter i% indispensable.
yyuu st develup 2 wellorrhestrated. purposeful
AigorgANIZATIOIL Kot a singhe major produut has
comne from the formal product planning process.
m The most important maxim Heady e M
a Dig hrains ure the winner's edge, ThrLwo
rugearehers who wnn the Mubel Prize fr medicine
i LOTH nutw-:form{-d others because ey were the
unly nnes with the tenacity and persisfence tn wrind
up the gillinns of piyg braing neppssary Lo do the
pxperiment. That's Lhe th pead in all pypullent enter
vinpg: the ahsence of magic and the [resenee uf
Lperedible, even superhuman persistence.
s Hesults come from raring. doe irard, for elevin
years in a row, guld mnre CATS than any other
human un the planet. One yeal he sold Twice as
many curs as Lhe g2 goy. How did Le do it? Caring-
wThey ain't oul the doot hefure T start apnding them
purda” he says. He gues L0 pasehnll games with bad
pitchers, beeause every tme therr's a hil he tnsees
g callng anrds inle the air, That's marketing.

p Tritn Lay epilomizis peracnil atlention to the
customer. The {ypienl retail gutlet — 3
big chain aupermirket or the Mum & Pop grocery
— pols a snles call a day, with n Frite Ley PeTHOTL
ir the slore @i ayprage ni thred pours. Whose chips
din you think g Jasplayed?

a Forresl Mars, with his $f hillion candy, dog fwd
and Firn compI, spends holf his lime nol mAanig
ing but wandenng aroutid the cornes groceries 1l
America, I he finds a single miswrapwdh"iam Bax
b calls for a carton {rom the factory- At s weekly
pperating mieting, he gypically throws pandy bars
ut his vfficers to express his coT pLECn-

s Frank Perdue thinks there's wheolutely ne 1jmi fa
the quality thal cab he achisved In 2o-ceni-per
pround wholesule prnduct. He spent a quATLET of 1
oillion pucks on the world's largesl hair deyer that
fluffs wnd atilfens Up the hairs om a chicken wing so
they can be pemoved, Quality comes in httle things
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stramy and Jensen
on Personal Leadership

Robert Stramy
is Manager of
General Motors'
Cadillac Engine
Plant in Livonia,
Michigan, He ig
currently redesign-

; ing the tradilion-
ally strained manager/ worker relu-
tionship and implernenting u new
program called Qualily of Work Life,
Stramy requires thal workers become
tmualved in the decisivn-muking pro-
eess. The resull: al Livondu, ubsentee
igm {s down, gricvances are dowi,
and supgesiions ure up. Additionaily,
grpluyevs ure learning several jobs
it business teams, Said he:

“(remeral Motors is like all large
nrganizations looking for ways to
tranaform a domestic business into
a glohal enterprise. Yet there are
already so many divisions of the com-
pany. that employees don't know if
they're working for Cadillac, GM or
the TTAW. Managers aren't sure
rither, and that's obviously what's
wrong with the industry right now,

“Mevertheleas we are trying to
ertablish a single vision toward
glohal development. And we've
relonsed o policy etatement that
management will be basged on trust,
dignity and respect for the individual:
the first steps toward getling people
1o worl together toward a common
vigion.

“The main obelacle to this is
decentralizativn, The Livonian
Cadillac Engine plant set its own
roale — muving labor and manage-
ment {rom adversaries to allies,
teaching 1500 employvees new skills 1n
problem sulving and systems design,
crealing preater independence tor
this division,

“"Our major corporate task is this:
How can we manufacture a quality
product at a declining cnst and atill
create a quality work environment?
And how can we move from talking
about it to doing it?

“Finally, the chief element in thia
guceess 18 communication, ainee
many problems stem from the work-

Faalge E Sandamce

ers feeling imdervaluad and under-
appreciated. Any large arganization
fosters a certain measure of confor
mity. Today managers have to undo
this damage and demonstrate that
new ways of daing things will be
encauraged and workahle. The real
key ia making everynne feel an
important part of the whole. People
long to become a part of something
bigger than themselves. Thus com-
panies need to establish a vision of
paring for the people and the pruduct,
a vialon that empowers.”

In 1989, when
Jim Jensen was a
38-vear-old indur-
nativnoa! sules
manuger fur
Encvelopedia
Britannice,
Fortune magazine
hailed Airm as o “business wonder”
His skill ol piling ap profits while
praciicing whal he refers fo as
Hoenple develvpenent” led him o the
presidency of Phowsand Trails.

Thousend Trails Inc., with four
leen preseeves in the Pacific North-
west, pperebes what mught be called
e Meowntey clul in the woods" Cus-
tireers by memberships oo
reabiorad nelwork of resori-type
carmpgrownds, Last year Lifetime
membership sales, ol 86,000 each,
soered Lo §36 iweliion. Jensen aduised.

*“In growing husinesses, leader-
ship is really the ahility to forus on
today's needs and react swiftly to a
changing marketplace. To do an, you
must communicate your primary
vision of the business to all levels of
employees, Too fraquently divisions
literally wark againat each nther
because these averarching gnals have
gotten lost.

“For instance, atrategic planning
ia done hy managers with known
information — and does not include
unkmown factors and undefined
needs. Without the input of the whole
organization, planning resulta in an
Us va, Them process, pitting the
visionaries — those who can project
these needs — againat others who
cannot. This results in a harmful sit-
uation where employers dominate the

Page 39

workers and dictate their attitudes,

“An employer who aaya, ‘T ean't
find good peaple anymore and young
people don't want to work, is setting
up A dangerous aituation in which
those assumptions will be validated.
A hetter tack is to assume that all.
human beings have the capacity for
excellence, growth and creativity.
Haw differently would people re-
apomd to this management attitude!

“The real role of the business
leader ia to be o teacher, not a boss;
Intimidation doean’t work in a per-
missive soclety. Good people are
gimply not going to etand for that.

“At Thousand Trails, we have
learned that suecegeful human devel-
opment programs include spouses.
We've found that starting the day
with phyalcal exerciee builds com-
munity as well ae contributes to the
well-being of vur employees, so we
subsidize health club memberships
and do Tai Chi in the parking lot, We
want our employees to know that we
care about them outside of our busi-
ness activities,”

THE TARRYTOWN LETTER



Greene, Bors, and Wison
on Iil‘mlllrlll Better People

Doy Greene
iv choirmuoan and
editor-in-chief of
8 New Hope Com-
srrunicelions and
the publisher of
Noturul Foods
Merchoandiser, a
m:mihh trude mogozine. He [s also
producer of Nolural Foods Expo, a
7000 person business conference and
exposilion. Greens, o new-style entre-
prenser in o et field, believes the
natlura! fouds industry is a role model
fur other businesses because it
Joruses primerily on human values
ord personal lifestyles:

“All along we've known that
people are our most important assets;
now we're discovering new dimen-
sions to this commitment, First, we
put more financial resources into peo-
ple than most other companies, pay-
g employess 25% more than the
going rate; that gives them an ongo-

il
their own belf-wurl'.h.
# Next we pay 100% of
medical and dental expense
— for the entire family. And

* finally, we invest in Context Training

— helping people to cuplure 4 posilive
worldview.

“Wea recently ook our entire statf
to a seminar at the Umegea Institute
called Transformation in Business;
there Lhey mel Edgar Mitchell, the
aelronaul who founded the Noetics
Instituie, and Robert Muller, Assis-
lant Secretary General of the United
Nations, We held our own meetings
during the time allotted for swim-
ming, jogging and canceing and
began each day with sue own group
meditation.

“In addition, the company picks
up the tab for any course — and any
type of education, from crafta to per-
sonal growth, Thia fall we held a
serminar on High Performance
Tearning for employvees, their
spouaes and their kids.

“Whenever employees go through
a natural digaster like a flood, a real
bonding takes place. I believe you
can orcheatrate such intenae momentsa
— but fram a pasitive point of view.
It's the rale of the CEO to take
responsihility for these momenta and
to create them for the company
throughout the year

“Here's another way to do it in
aur new office huilding we have a
Viainm Room — thia used to be the
President’'a Office, with a view of the
rapids and the local greenery, but it
waa &n apecial we decided to keep it
for everyone and make it into a cren-
tivity tank. We're putting in biofeed-
back equipment and the hardware
for a Video Diary. People can tape
their presentationa in private. It's a
tranaformational experience to
watch the difference between what
you really feel and what you convey
tn nthera.

“Laat year I tore my offloe out
and decided to start over, not from a
cultural hypnoaia of what American
husineaa shouwld be like. I bought a
futon — a Japanese mat — and set
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up my computer teyminal on the floor,

“Sitting behind o desk can be hike
silting behind a lathe, so | installed a
low Japanese table. Now our whole
advertising departiment has a simmilar
set-up. We encourage people to create
whatever kind of office space they
want,

"We also tell our statf they can
spend as much money as they need
on any project. As & result, with this
kind of budgeting, people are very
careful. They feel a great sense of
personal responsibility.

“Tinally, our company has
hecome more process-oriented and
less product-oriented. And as the
quality of the creative process
improves, an does the prodoct. We
alao have a mle: anly dn husineas
with peaple whn are plenaant. When
an aceasional cuatomer or auppliey
calla and 1a npact, we explain palitely
that nur ataff helieves in finding posi.
tive anlutinna — not in waating timn
on intimidation. 8n far, theae dis-
gruntled people have realized they
don't want to be like this, it's just o
bad habit they've assumed.

"Tt all goes back to trust. I trust
my staff, and I trust my inner mes-
pages. While most exceutives won't
talk about it, I find that many do the
pame thing I do: take a few minutes
acveral times a day to sit quietly and
meditate an what o given pereon or
praject necds, This helps me to estab-
lish myv prioritics very well. These
quict moments alsn help the sraff —
these are the momenta of inepiration,
when people learn to trust themselves
and live their dreams.”

Almos! every-
pae vwns ol leas!
d one pieve of gports
sguiprment mode
of Gure-lex muile
rials, buil few
krow aboul the
lallice vryurizo-
tion that Bill Gure rins. The com-
pany has no titles, no bosses, und no
map of manayperial authuorily,

W.L Goure & Asgociaies (& a ugh
technology firm producing rmoeleriols
for parkas, U.S. Mililary flight suits,

feontinued on next paga;
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William Gore (continued)

waterproof gloves, hiking honta, all-
weather gear and tents. Core aays
his company has bwo obfectives — to
make money and have fun:

"We don’lL muanage people around
here, people manape themselves, We
organize vurselves around voluntary
commitments. Emplovees are called
associates — there 1= nw chain of
command.

Individuals select the lasks they
want to work on and chuuvse & spon-
sor who lakes a specific interest in
their condributions, problems and
goals, The resull: People enjoy them-.
solves, they have fun, and inevitably
they make money.

“Our way of doing
business not only builds

trust and commilmend, it
builds heroes.”

“Al Gore, every employee
bevomes an assoclate-owner: Stock
purchases serve as an incentive.
Associales can also put any title they
wish un Lheir business cards, Our
sysiem ol sponsorship sets up & sys-
lem ol empluyee advocacy. And our
way of dving business not only
builds trusl and commitment, it
builds heroes.

“Our primary principle is fair-
ness, listening Lo and appreciating
all our workers, involving everyone
in the decision-making process. Each
peraon has the [reedom Lo generate
his own projects withoul waiting for
management's approval.

“All decisions Lo go aliead ave
based on these lwo questions: What
is the best result I can achieve with
this project, arnd is the best worth-
while” Whul is the worst — and can
we stand to bear the losses? With a
com binution of systems thinking
and a relaxed environment onr staff
now operates at 100 creativity.

*] think my associates are chang-
ing the world. We're opening up
communication, elimmating pollution,
conserving our resources. And we're
changing the work environment.”

Farry Wilann
bhegan his career
18 17 [AAUTANCE
executive with a
particular gift for
mativational pro
grama. He has
magit hreile o $ 160
mitilion monagement education com
pany. Iis matto iz “"Heiping Everyone
Becaome the Mast They Can™ and pro
pramas include eterything from philo
saphic seminars nn hisman growth to
pre-packaged in-plant roirses. Some
80,000 people will take Wilson
Learning coursea thia year:

“People who seek power want.
to control thingez and to be servad.
'eople who are empourerad are
creative individuals wha ave fron to
serve. We have to focua on getting
penple empowerad through their
work.

"The most important task of
management is to help employees
learn to manage change. The ahility
to deal with conflict is a direct indi-
cation of an employee’s growth poten-
tial. Emotional
insecurity, hiowever,
iz a real block in
thiz ahility.

“A mature &mi-
tional rutlonk
results from the
heliefthatit's nevar
ton late to have a
happy childhood.
Sueccessful manage-
ment understands
this and helpa to
breed pn atmns |
phere where the inner self is invulner
able, and this part of our child-like
creativity is never up for graba.

*Good business is really another
facet of the human potential move-
ment. [t can set up syatems of coop
erative learning and help people
begin to tap their own creative power.
The first thing to establish is that
there is enough abundance for every-
one to have a win-win attitude,
instead of o win-lose mind-set. Then
we can enter a more humane era —
with emphasis on the rewards of sell-
motivation and self-improvement
through work.”

1. George Harrls:
One Dissident Thinker

T George
Harris is editor-in-
chief of American
Health magazine,
former editor of
Psyehaology Today,
and a lifelong
student of Inner
Rirected Management. At Tarrviown,
he eautioned against the slick misuse
nf management techniques — and
called for a continuing awaroness of
the apesial dynamios and problems
af affira politina.

Tve heenme inerengingly con-
ecerned ahout the way Maelow'e ideas
of Eupayehian Management have
been distorted. And by the way
Robert Townaend's Up the Organiza-
tion has been nsed to pursue Execu-
tive Original 8in. That sin is employ-
ing new conecpts to put vourself
ahead of the organization — and to
puch yvour own carcer over the good
of the groap.

“This hae also bepun (v happen
with Tom Peters” maiweriul, Every
corporation suddenly wanle Lo have
rituals, to talk aboul corporate cul-
ture, and throw big parties. Well, it's
gotton danperous to even accepl a
party invitation in New York! The
problem is that people are laking
thear ideas superficially — vr using
thom in a slick way for sell-ayggran-
dizing purpoees.

" "Let's turn back for 4 mument (o
the underlying principle of Palers’
work. A eompany Loday is lese a col-
lection of factories and more a collee-
tion of talents. Whenever we become
aware of that, some inleresling things
begin o happen Lo the health and
muobilily of vur emplovess,

“I71 give vou an example. When |

main slory vonferences were always
u hiphly political activity, It was a
time when people would show oft and
pngage in power struggles, T tried to
make Lhese vonferences playful
pnough — by holding them on the
baach or wlile swimming — so we
would waste less time and energy on
epu Lrips, become more human and
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less political, I also asked others Lo
leamd tese sessions qod eied Lo hiph-
Lght their efforts and achisvemenis,
All this was in Lhe 1970 and at the
Lires, mmuch of whal we wers dolng
was ol vel undersiood,

AL Limes we wentl oo far in
terms of worker participation, but we
learned from that what a good man-
ager should he, Some verv fine editors
were blocked by the ‘group politics’
which had taken over. Yet the role of
o leader is to keep the lines open and
keep power-minded folks from push-
ing competent ones around.

“The important thing to remem-
ber ia this: There ain't no Manage
ment Heaven. The Original Sinners
will grab anything they can and use
it for self interest, rather than the
henetit of the group. There will
always he another round of them to
watch nut for.

“What's more, I'm not aure
there's renlly such o thing as ‘man-
ngement. And I'm not sure that any
process which imposes one ego over
another cgo is ever going o work. We
can run a production line by giving
out diveetions ond commaonds. But if
we're asking for distinctly human
contributions — imogination and
creativity — we must combine the
goals of the arganization with the
goals of the people in it

“The smart manager, then, 18 a
develnper of human potential. Mas-
low felt that not many people were
ready to live at the peak of life, so in
a scnse Bupsychian Management
was a deapairing atatement. Yet
what Maslow did get arross was thal
we should strive to utilize each per-
snn's resouroes in A distinetive form.

“1f what we're reaching for is an
identity of interests, hody awareness
is a promising entry into this arena.
Prople are more aware of their own
health as a resouree. Moreover, an
emploves whi takes care of hiag
weight and goes on an exercise plan
tends to mowve on Lo olther maateries,
and other models of positive hehav-
inr. Next, companies are supposed to
teach the individual what it meana te
be creative! A Nobel peize-winning
aludy at the Univeraity of Chicago
shows that public education ia really

a gmall part of our learning svetem.
If vou look al the educational «fTorts
ol wach aduli, vou'll find that more
learning lakes place after college
Lhan during, I don’t find this a nega-
Live ur o shucking thing. In fact, 1
think i’s sxeiling to see that educa-
tion i, indeed, a lifelong process.
“Finally, a Cal Tech study shows
that 84% of all people come Lo a work
crisis at age 34 and wunt o swilch
their jobs. The imporlant Loy s ool
helping them to make this decisiun
once they are right on top of it I1's
creating 8 place where ereativily and
phyeical enrichment are part of the
environment, so & parsoen is in Louch
with his own potential all along.”

Wil Lewls on
The Executive Window:
A Hew View of
Corporate Greativity

When Will Lewis
wis a 20-vear-uld
whiz kid execulive
fur the General
Electnie Cocp., his
employer gave him
an office in Pills-
figld, Ma. and a
single taBk ‘Help us plan the con-
struction and placement of a world-
wide flect of Polors submarines.”

Lewia arrived the first doy at his
new job to diacover there was no
window in his office. “Here I was
irying 1o Imagine a world wide
Polaris (eet and T couldn't even see
the parking lot”

“1 dreamed of being able to see
a bay in Scotland, a port in Florida
— all the places I necded to know
intimately to envision this fleet. T
dreamed of having a window through
which I could see anything I wanted
to aee”

Today that window exista. Tewis
has created it for ATE&T s new warld
headquarters in Manhattan. He calls
it "the executive window™ Tt'a a
149-inch color televisiom aet deaigned
to do anything that a hibrary, a
sophisticated computer and a cahle
lelevision can do — provide phaotas
or [ilms, imaginary images, hook-ups
wilh other executives

Lewis told a Tavrytown andience:
“Tle affice most managers work in is
vauslly undereguipped. Tts major acces-
sury Is Lhe lelephone, an lnvention of
the 19Lh cenlury Lhatl exlends Lhe
range of hearing bul ignores the other
senses MNexl, execulives ollen have
access Lo all the dala they want, but
i know ledge or understanding. Data
s merely Lhe residue ol history. An
execubive should be vperating at the
level of sheared vision, Tef! somelbody
about & vision you have, aod i vou'ce
Tueky, they'll understand, Bal show 1L
to them and they'll gel esciled.”

Sudly, Lewis suid, “modern”
alTices Lend Lo anchor Lhelr oocupants
inside hermelically sealed buildings
— producing managers who know
mereaboul what's golng on inside the
affice than they do i the world out-
gida! It's Lhe outside world, of course,
that determines whelher Lhe come-
pany's producls are needed and are
suceessiul, Caulioned Lewis: "Most
senior olTieers loday ore running not
on insight but on memory

He belioves we need Lo equip ouwr-
selves wilh aecessories thal aupmentl
pur senses and stimulabe var emo-
tions, “"Without emotion, there's no
energy — none of that out-of-the-blus
thinking that leads to creativily.

No access to the level from which
Finatein got his theory, Shakespeare
his aonnets and Beethoven his svm-
phonies. We have to create a con-
coptual space for minds Lo glow in
not just phyesical space for companies
to grow in"’

Current technolupy already has
the capacily to do much of what
Lewis envisions, He concluded; “As
we glurt Lo help management see
batter, hear betler, understand betier,
we will enter 4 new age where tech.
nolopy = [ar from de-humanizing —
will be 4 major aid to creativity”

NOVEMBER 1983
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~~ ThePerennial Peter Drucker

Peter Dracker

Nodrscassiwn of the expanding
role of business (s cormplete with-
iad inooking Peter Drycker, man-
agemoent conswltant for four
decades to the world's lop com-
pantes and auwihor of more Hhan
12 Books un corpurade societies,
Novelist, musician, amd soeiel
eritic, Drucker fras considered
geh for ronping sulyects os
auanl porde educelion in pre-topr
Crermarry, wridd the vesthelics of
the modern city,

Drucher recently addressed o
meating of the Tarrvtown 100 —
g aronp of America’s rmost Dreao-
vative bosiness execuliovs — o
from the importani guesiions
repdeeid b this puthering, e
Tarrvivwn Business Tend Show
s born. Here (o u sumimary of
hi rerorks,

® How do vou get atrong leadora?
You must pecept the fact that
somae of the hest people are going
tor leave wou, 1t's very hard to
suppress your own ogo to the
point where you are willing to
weleome such a threat. let alone
tolorate it!

m "5 important to accept that no
fwo performers ave alike. T was
trained in ns=ie and each time 1
watched a true performer, T'd think
“lle can't possibly play that way!™
Dut no one genius can be dupli-

intnitive manager Lo recogn e
athers ran eome out with an
entirely different result and still
b jusl s vight as vou

m [n order to innovate you musl
have only one moveable part.
Complicated things don’t gel
done. In 1756 King Frederick of
Prussia built the Firsl Arimy on
22 words of command. 1L took 18
vears of drilling to get things
done right and everyone said he
chose 2] worde too many! The
reason to keep it eimple is 5o
people have a eense of unily in
their jobs, This kind of simplicily
i necessary for lurge organlzy-
tiona, but then it’s hard to change
them, How to counteracl this?
Simple. Make sure you huave
a few SORs in vour nrganizalion
who are highly respectable — bul
who vou can't figure oul, The
tirmne will come when you need
them tn help vou change.

® Manapement styles must suil
the task al hand, In & situalion
ul commuon peril, vou don’t wand
puriivipatory management, or a
bouss whao is a buddy, Dd you ever
goe o company in bad Nnancial
Lrouble? The ones that turn
arvund seemm Lo reguire a dicta-
Lorial boss, A& belier word than
participation 1= responsibility,

On Social
Responsibility

m Around the turn of Lthe cenlury,
two Americang inventled the role
of the businessman as social
reformer. Andrew Carnegie and
Julius Rosenwald ol Sears,
Rovbuck tried Lo relorm sociely in
Lwo dillarenl ways, Carnegie
cuniriboled heavily to the public
library, (As 1 boy in Devonshire,
Carnepis couldn’t get into one
because he hiad no shoes!) Rosen-
wald [Inanced those small, inde-
pendent crganizations called 411
Clubs,

reaponsibility in business — one
that’s not like Carnegie's, nor
Rosenwald's — but in and through
business itself. The new social
responsibility involves civic fune-
tions. Firefichting, sarbape
removal, police departments,
These community funclions are
now being improved with the teols
of private enlerprise,

®m 'I'he veal challenge now 1a help-
g people understand entrepre
neurship, When [ was teaching at
Dennington, the college tried o
attract industry to the town. Tt
brought 1n & clothes business, and
a hthographer’s shop Nt these
etforts failed hecause the town
wanted a textile milll The puhhic
muat learn that we can'zet snnial
jobs done and provide capital
formation i1 many different ways.

# The worst mistake of Amencan
business — nnd we've pald dearly
for it — is that we have raised the
wages of the workloree — buat we
haven't roised its competence.

We cureently face ceitical prob-
lems in retraining and in soeial
dislocation that are not being
responded to in the main educa-
tienol system.

m [11 1946 we came out of Waorld
Wear I willi 3% of the American
labwr foree slill on the farm. The
new mobile workforee had no fear
as Lhey went in search of higher
paying jobs. Teday a much
smaller percentage will move to
more luerative positions. This
means we are also dealing with a
fundamental shift in expectatinns.

B The greateal challenge tn the
husiness community ia to develop
A new economy — one with private
enterprise participoting to solve
the problems of the public sector,
Thua entreprencurs enn enrvich
society and help seeure the bottom
line for a higher moral vision.
Social innovations must support
themaclves and he run efficiently:
vou can't do gond unless vou cun

cated. That's a hard lesson for the @ Today there's a new social do well. fﬁﬂ
SRS I
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LASER

MANAGEMENT
SYSTEMS

ACTION GROUP
GUIDELINES FOR
MANAGERS

We recommend the following:

That you:

Meet three times per week (no less than twice per week).

No more than 12 members per group (no less than 2 members).

8-12 1 1/2 HOURS
5-7 1 HOUR
2-4 30 MINUTES

*|deal group has 6-8 members.

Conduct Action Group for a period of 6 months (no less than 90 days).

Set your minimum standard of production to 1 inception in the first 90 days;
1 inception per month or 3 per quarter thereafter.

Have no part timers in Action Group .

Invite/require only new licensees and/or agents who are below the declared
production standard to participate.

Insure the standards for Action Groups are on the foundation and clearly
understood by the participants.

Hold a one on one interview with new members to put them on foundation. Be
certain that there are no questions about the foundation. Give them a brief expe-

rience of what to expect (use the one on one as an orientation).

At the interview, be certain that participants have their calenders available and the
appropriate dates are worked out for the duration of the Action Group .

10.Keep Action Group topics relevant to the participant’s production.

OLLANTLNA
MLAN A S=NEMN
T =MRS
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LASER

MANAGEMENT
SYSTEMS

ACTION GROUP
FOUNDATION

THE ACTION GROUP IS DESIGNED TO HELP YOU BECOME
PRODUCTIVE IN A MINIMUM OF SIX MONTHS.

YOUR PARTICIPATION IN THEPROGRAM REQUIRES THE FOLLOWING:

1. Attendance to each and every session.

2. Missing ___ sessions in a three month period, participant chooses to
leave the company.

3. Attendance on time to each Action Group session; Being late three
times is the equivalent of one miss.

4. No smoking in Action Group sessions.

5. Making commitments to specific action arising out of each Action Group
session.

6. No telephone calls or interruptions during Action Group session.

7. Remaining in the room for the duration of each Action Group session.

8. Conversation during action sessions to be limited to those between the
facilitator and participants only — no subsidiary conversations.

9. The content of the program is a private and confidential matter between
you and the group. All materials, forms, concepts and conversations
shall be kept strictly confidential

10. An agreement that as a condition of my association
with (broker) I agree to participate in this Action
Group and acknowledge the declared minimum production standard
(i.e. ).

11. An agreement to apply the concepts and to come to each Action Group
session fully prepared with my past and future commitments in writing.

| understand that I am responsible for the value | receive out of my partici-
pation in the Action Group .

Pt P S=TA=
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LASER

MANAGEMENT
SYSTEMS

THE WIN WIN

MATRIX

' WIN

I'LOSE

YOU WIN

YOU LOSE

1 ALIGNMENT
(Choice)

FEELINGS: Cooperation; Sufficiency; Acceptance;
Recognition of self and others; Acknowledgment of self and
others; Selection Belonging Responsibility; Ownership.
ACTIONS: Commitment; Agreement; Action for results;
Process; Evaluation and Analysis; Planning; Equality
WORDS: “What has to happen for us to. . .” "How can we. .
."Whatcanldoto...”"Are you willing to. . .” "Where I'm
going is-how do you feel?” " What must we do to. . .”

2 | DOMINATE
(Manipulation)

FEELINGS: Forced; other person iswrong; Anger;
Hostility; Superiority.

ACTIONS: Overt Rebellion; Action to control; Overt attempt to
create group agreement; fight for authority; Finding faultin
others.

WORDS: "You can't make me. . .” "If you don't, | will” "l won't
because you don't..."” "l won't because | don't work that way "
'l don't need to” 'That's my way, and if you don'tlike it. . .” "I'm

doing all | can, and you'd better. . . or else”

3 YOU DOMINATE
(Victimization)

FEELINGS: Forced ; Helpless; Hopeless; Depression;
Suppressed hostility and anger; Inadequacy; Quiet self-
blame; Guilt.

ACTION: Covert rebellion; Undermining authority;
Sabotaging authority; Self-destruction; Blaming others.
WORDS: " If it weren't for you, I'd be. . .” "Why do you do
that to me?” "You expect me to when | can't” "You won't let
me” "l could if only you. . .” "You should have, so | could
have” "You ought to, so | could” "What you haven't done is.

4 ENVIRONMENT DOMINATES
(Hope)

Same as quadrants No. 2 and No. 3
but directed towards: Organizations;
Society ; Education; Government;
Environment; Inanimate objects;
Systems; Market Conditions; Com-
pany policy; Laws; Money; Time.

FEELINGS:

OLLANTLNA
MLAN A S=NEMN
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SEVEN STEPS OF

)

LASER ACCOUNTABILITY
SEVEN STEPS OF ACCOUNTABILITY PURPOSE
1. Did you make a commitment? ---------------- To cause alignment
2. Did you keep your commitment? ------------ To tell the truth
3. What got in the way? To isolate the block
4. Could you have kept the commitment? ----To take control (Answer is always “yes”)
5. What would have had to happen? ----------- To take responsibility (Answer always starts
with “1”)
6. What are you feeling now? To cause Forgiveness / Create value
7. What is the lesson? To renew vision/ inspire

Would you like to recommit or abandon the commitment?

AL FEAR 5

GUILT ANGER
(Fear of the Past) (Unmet Expectation -
Fear of the Future)

Pt P S=TA=
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LASER ACTION GROUPS

MANAGEMENT
SYSTEMS

PROBLEM DISASSOCIATION

EXAMPLE:
Agent does not meet quota and refuses to hold an open house
Before attempting to “handle” the problem be sure that you are clear as to the
standard involved.
Use the following language to “Empower the Solution™:
. What do YOU have to do...?
. What will YOU need to do...?
. What will YOU need to know...?
. What would YOU suggest...?
. What do YOU think might (work, solve, cause)... to happen?
. What has to happen in order for... to happen?
. What can YOU do in order for ... to be (resolved, solved, concluded,
put together, handled)?
8. Given that we are (not going to, not ready to etc.) (what could YOU
do, how are YOU, how could YOU)...?

~NOoO ok, WwNE

EXAMPLE:
Agent refuses to be held accountable during action group

LANGUAGE:
1. What you are doing is not working for me or for the group.
2. | understand how you feel.
3. What has to happen for you to participate with us?
4. What can we as a group do to support you? What will you need to do
in order for it to work for you?
Identify the issue. Create alignment, not control.
Use foundation as last resort. Use FEEL, FELT, FOUND.

Language:

What is it that is not working for you?

Are you willing to have it work?

What will you need to do in order to have it work for you?
What can | (we) do to support you?

What has to happen for us to be supporting of you?

What has to happen for you to be willing to be supported by us?

Pt P S=TA=
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ACTION GROUPS

LASER EXTENDED NOTES

MANAGEMENT
SYSTEMS

)

1. If you find an agent who is highly resistant to the foundation, release them immediately from the Action Group.
REMEMBER: You only put people in Action Group that you are willing to let go. So what do you have to lose?

LANGUAGE: "It wounds to me like you don't want to be here. | really want you to be where you want to be. It's
okay that you're not here."

2. If anyone puts you, the Action Group, or other members "down," handle it in front of the group.
LANGUAGE: "Have you been making the amount of money you have been wanting to so far?

"I'll tell you what | do - | listen to anyone - but the only language in business is results. When
you're making it, then what you have to say will be more meaningful."

3. Spend a lot of time on foundation. Allow uncomfortable feelings to emerge. Tell them that this is appropriate.
LANGUAGE: "If you're uncomfortable now, it's going to get worse."

"Avoiding being uncomfortable is what causes you to be ineffective in commission sales."
4. The foundation is designed to bring up resistance, so stay with the process for as long as it takes to be complete.

LANGUAGE: "This may take all of your time - it is important that you agree to this foundation and that we
operate from this foundation. And we'll stay here as long as it takes."

Questions that Support the Process

. What would have to happen...?

. Where else in your life is this happening?

. What is your communication to the group?
. What is underneath that...?

So, what experience are you committed to?
. What does this symbolize?

. When do you want it to change?

. What would you have to know to make it different?
. What do you need to say?

10. Can you let it go?

11. Who made that decision?

12. Who can redecide?

13. Who has control?

14. What's the truth?

15. Who do you need to talk to?

Pt P S=TA=
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Agent Commission

Audit Analysis of 85 Participants for Six Months Prior and

Six Month Following Participation In Quantum's
S.E.L.L." Training

Before S.E.L.L.™ vs. After S.E.L.L. Commission Income
Increase Over the Previous Period is 164.6%

1

Before S.E.L.L.™ vs. After S.E.L.L.

ctions

2

Masters™ Group Average Increase
In Production Income
Increase Over the Previous Period is 232.6%

1

Before

Vs

After

Page 65

B Seriesl

Before Vs. After S.E.L.L Transaction Analysis
Increase Over the Previous Perion is 135.8%

1 2

Before S.E.L.L.™ vs. After S.E.L.L.™

Audit Analysis of 18 Par-
ticipants for Six Months
Prior and Six Month Fol-
lowing Participation In
Quantum'’s
Masters™ Training



QUANTUM MANAGEMENT SYSTEMS

Revolving Door Theory

A Case Study

Number of Associates by Month
50
40
30
20+
10+

e ?2nd Projection

e 15t Projection

@ Actual

Situation:

Managers recruit until they "think" they are full, be-
lieving they don't want to artificially create tum over
or have a revolving door. Recruiting typically takes
4-6 months lead-time; 4-6 months for agent produc-
tivity; 1 1/2-3 months for closing: 10-15 months for
a retum on investment.

Observation:

In this real situation the manager recruited better than
projected. Around February-March, he made a deci-
sion that he was "full”", stopped and lost his momen-
tum. We held a meeting with him in May pointing out
concern and predicted a minimum of 6 months in lost
revenue and an equal shift in the break-even phase.
He adamantly denied saying we would not see this.
He asserted that he was substantially ahead of sched-
ule; he needed to take care of the people he had so
they wouldn't leave. They left! He went back to re-
cruiting aggressively.

Profitability Cumulative to Date
0

-30000& /
-60000 / /

-90000
120000
-150000

e 20d Projection

e 15t Projection

e Actual

Situation:

This represents money involved in a new, start-up of-
fice, from day 1 until all invested money is recovered.
Break-even occurs at the bottom of the curve. Break-
even for the office occurs when the invested money is
recovered. There were two projections by the man-
ager. The first was the manager on his own. The sec-
ond, more conservative, occurred after we had
"couched" the manager on what we felt to be more
accurate assumption.

Observation:

The manager was very competent and dedicated. We
consider him to be an excellent manager who simply
made a single error in his decision. His decision cre-
ated what is called a phase shift. The best he could
do given this phase shift was to recover 6-7 months
later. Notice the illusion of current positive perform-
ance in February and March justified a bad decision.

Total Expenses Cumulative to Date

Situation:
The other variable this could cause profits to shift is

500000 expenses (the market remained the same). Observation:
400000 Barring increases in expenses and a shift in the mar-
300000 ket, we must look to number of agents & recruiting.
[t is interesting to notice how well expenses are fore-
200000 cast in 1-2 to actual.
e 20d Projection
100000+ e 15t Projection
0 @ Actual
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QUANTUM MANAGEMEN Vi
Myth #2

“I Will Get My Organization to be a High Performance
Organization by Doing What High Performance
Organizations do.”

A Case Study

What keeps marginal offices
marginal is a faulty perception of
what "makes" an organization
extraordinary. All High Perform-
ance Organization are observed
"after" they already are.

Using a High Performance
Organization as a model is
like studying race car
driving by looking at a
photo of Mario Andretti
crossing the finish line.

By the time we model a High Performance Organi-
zation we are attempting to do what they do when they
are in the top 10% of organizations; not what they did
when they were in the bottom 10% moving toward the

top 10%.
Comparison of What do High Performance Organizations do
. (have)?
Actmn and COI‘E 1. They have lots of top producers.
Offices
Z

400

300
200

100

High Performance Organizations: From Myth to Magic

Core
Action

2. Their top producers stay

3. People want to join them. (Recruiting is
Easy; lots of core producers)

4. They create excellent work environments;
good space; nice furniture; people have
fun.

5. The manager seems to take time off with
no serious consequence to the business.

So how are High Performance Organizations cre-
ated?

Exactly that! They are created..developed..they
are organic..they grow. You don't handle a mature
flower the way you do a seedling. They are cultivated.

High Performance Organizations have the culture
of High Performance. This culture reflects the ideals,
values..the standards of the manager. Managers are
leaders setting pace and the quality of the environment.

So what is Leadership? What do leaders do? In the
graph to the left two groups are represented. They are
in parallel markets. One group is & top producing group;
seasoned managers; leaders in their markets. The other
group is a group we worked with in applying the
principles of Laser Management. Work with this group
actually began seven months earlier than the graph
shows.

The two groups totalled eighteen offices. The
second group exceeded, and continued to outperform
the first group.

Leaders:

1) Have a clear vision of how things can/will
be.

2) Set minimum performance standards re-
flecting that vision.

3) Recruit individuals who share and reflect
these standards and visions.

4)  Let go of peaple who need to go; "makes
the tough decisions”

5) Stimulate and encourage personal growth
and individual expression.
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CALL BEA JUE

Executive Sales Director Top 1% of
Southern Califormia
Evenings: 618 790-0222
Coldwell Banker
O] WG lenoaks Blvd., Clendale, CA 91202 (818) 956-3322

S— BEA JUE &
T : | KENDYL JUE-YOUNG
QUA"“IM ARE LICENSED
QUANTUM HOME
HOME TOUR" " "
The Quantum Home Tour™ [ = B .
is a unique marketing B .
1 '5 p-m- event designed to sell 1720 Chevy Knoll Dr., Glendal
homes quiﬂklhl'. Bea and Thie 3 bedeooan, 2.5 Lath, privaie !L-m;-
Sat. & Sun Kendy! have held four L?:::';:q:ml.‘.";:::';.‘.i".“,':.;.m i
s : ] _Ouantum Homa Toursin | ing Large cal in Iulnhm-.nh 1nsr I ath,
—  Glendale recently, and B uped cany. care. SROMI =AY 1Y
three homes soid within
one week as a direct”

result of this remarkable
marketing event.

REA JUE KENDYI

Eaecitive Sales I Mireetir

|

Bea and Kendyl have
received extensive training

in the technigue that |
makes this event effective =

falenidae #309,000 | and are part of an elite Burbank
Frlme Ry m—|1| fvne arod Troditional 3 bedeoom, 1.7 - I R ©
group of agents licensed | frileceluabosis i iy

fatde. Tamguweses oprn homin Bvig rooem @ viling, |1.u-r|: :
Wi || {lavisre I i I o diamond pane wl1ll|uh Formal din- to mm]ﬁmm master hedroom with eathedral ced

[aige peseiny, sprcdonis Bamily rooe, newir remsl i wnlking | room | a wol har and baleony, 1
u Ui s a (31 '.H RiRECARERY
Histmne Lir el k& ! mrkaung tu I | attachedl 2 iny mErigee. i .]_mrmin;; L

A fifth Quantum Home
Tour™ is scheduled for

Saturday & Sunday, April
19 & 20, from 1 to 5 p.m. at
1720 Chevy Knoll Drive in
Glendale. All prospective
buyers and sellers are
- cordially invited. |
Lows Ampzeles 152,000 Los Angeles
Uit starter home. Spanish svle !|.| st i i o late 2 Greal twelve plex in Los "-"l-.'I'
atvilitinm amd mcely devorated. 2 hedrooms, 1 bath, Terrifie rental areon. EB2039 L M
_I i hardwood Moars. high eeilingsronsodebed bhath g v pof, excteior paint and low main
Great floor plan, neat and bivight! |
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Weekly
Schedule

AGENMT NAME: |
WEEK BEGINE:
J-FIZE;

SUMMARY OF LAST WEEK:

& ol Doe Hougoa & _uedn #0ap oy e ebes Ffrily of HOpen Exiuaa # Chooed Eaciiery o

TIP ANALYSIS: -7 o] " N Zx 3 Hrs. Cay __#wa M hrsDay
Monday Tuesday Wednesday Thursday Friday Saturday Sunday

Date
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TIP™

Analysis

Name

From
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