Chapter 1

What feelings and emotions do we associate with Richard as he sits alone in his office at the opening of the book?

How common are those feelings within our own organisation, and when are they most likely to occur?

What tends to be the cause of such feelings?

Chapter 2

How would we describe the consistency and clarity of Cylek’s objectives as outlined in Chapter 2?

How did Richard attempt to illustrate inconsistencies in his management’s perceptions of the objectives?  How successful was he?

How serious does Richard believe the apparent inconsistencies are in the efficient running of the business?  Are we inclined to accept his perspective?  Why?

Does our own organisation have similar inconsistencies of view?  Does our own management team have differing perspectives on our objectives?

What implications could this have for our efficiency and effectiveness?  Do we have any evidence to support this?

How do we feel about Richard’s observation that Cylek is not a democracy?  Why do we feel that way?  

In what areas should our own organisation seek to be more democratic?  And in what areas should it seek to reduce an expectation of democracy?

What new areas of thinking did the Why-How chart method open up for Cylek?  What is it about the method that brings this creativity about?

In what ways might a commonly agreed Why-How chart be useful for our organisation?  

Chapter 3

How do we feel about Richard’s perspective that business design can benefit from insights and approaches drawn from product design?

What are the key factors that determine when a product design becomes ‘obsolete’?  Do similar factors apply to the design of organisations?

When was our organisation last ‘designed’ in the full sense of the word?  How might those factors have changed since our last ‘redesign’?

How did uncertainty affect Richard’s team’s determination to follow Richard’s plans?

To what extent do we feel that uncertainty was an excuse to take the easier option of avoiding extra work?  Do we tend to do that?

How much do Richard’s prejudices about Lucy resonate with us?  To what extent might they serve any purpose for him?

In what way does Cyrus’ sponsorship of the situation affect Richard’s decision making?  What implications does that have for our sponsorship of change? 

How would we describe Lucy’s approach to Richard?  What benefits does it offer her, and are there any real disadvantages?

Chapter 4

How would we describe Lucy’s approach to her meeting with the management team?  What do we imagine the impact on the team to be?  What advantages will this give her?

How relevant will the ‘competition criteria’ developed by the Cylek team be in evaluating their own performance?  Do we have a clear handle on the criteria that are relevant to us?

Do we agree that growth in performance of the ‘criteria’ is a measure of the quality of management?  What does the rate of growth of our performance say about our quality as management?

Would it be fair for Cylek to rationalise their comparative weakness in performance as due to outside factors, such as limited investment, exchange rates, etc.?

How would such rationalising limit their determination and opportunities to be the best?  How might it affect their creativity and enthusiasm?  

Conversely, how would a determination to win, with whatever hand they are dealt, affect their creativity and enthusiasm?  And even if they don’t win, how might this attitude affect performance?

What do we feel about Lucy’s argument on the returns available from freeing up management to transform performance?  How much investment in management could this justify?

Chapter 5

What were the pros and cons of Richard having a pre-meeting on the results of Lucy’s survey?  What would we have done in Richard’s position?  To what end?

What is our view on the statement ‘Total Quality Management is more about the quality of management than it is about the management of quality’?  Do companies still make the same mistakes?  Do we?

To what extent do the six principles outlined by Lucy reflect what we would see as best-practice management?  

Taking each principle in turn, what are the consequences of not doing it well?  How well does our management practice reflect these six principles?  What proportion of our time do we spend on this?

During Daniel’s attack, what advantages did Lucy’s pause bring her, both immediately and as a consequence of that?  What should she have done if no one had stepped in?

To what extent did we find Lucy’s conclusions consistent with the picture of Cylek that has been developing in our own minds?  Why might that be the case?

Chapter 6

Why did Lucy want to draw out where Richard’s energies and interests lay rather than propose her own ideas?  What would have been the risks of doing otherwise?  What evidence, in the book or otherwise, is there to support her perspective on this?  

To what extent do we seek to draw out other people’s plans and passions before introducing our own?  Why?  What is the impact of this (including practical examples) within our own organisation?

What are Richard’s feelings about Management by Objectives (MBO)?  What does he see as the disadvantages of the approach?  What methods do we know about for deploying objectives down through an organisation?  What do we know of their advantages and disadvantages in practice?

In practical terms, what would our implementation of QFD need to achieve if it was to address the shortcomings in our current method of deploying objectives?  How might QFD be able to do this?

Lucy feels that QFD has the potential to address the issues raised in her survey – which of Cylek’s issues do we feel would begin to be addressed through effective use of QFD?  In what way?

How does Lucy address Richard’s reservations at the end of the chapter?  What insights might we draw about the balance between vulnerability and influence?  Is there a paradox here?

t end; how would we describe success in this?







