
Books 

The Northbound Train: Finding the 
Purpose, Setting the Direction, 
Shaping the Destiny of Your 

"You must have a 
v i s i o n fo r y o u r 
s u c c e s s a n d a di-
rection for getting 
there. You have to 
k n o w w h a t t r a in 
y o u ' r e g o i n g t o 
ride." 

Karl A l b r e c h t 
says too many or-
g a n i z a t i o n s c h u g 

along through the present with little 
sense of w h e n or h o w they will ar-
rive at the future. That's fine if you're 
a p a s s e n g e r o n t h e C h a t t a n o o g a 
Choo-Choo. But if companies plan to 
stay on top in today's highly charged 
b u s i n e s s e n v i r o n m e n t a n d not get 
derai led by their compet i tors in the 
f u t u r e , t h e y n e e d to b o a r d The 
Northbound Train. 

Albrecht uses the metaphor of the 
n o r t h b o u n d t r a i n to d e s c r i b e t h e 
kind of in tense focus and commi t -
ment that compan ie s need in o rder 
to d e v e l o p t rue c u s t o m e r - f o c u s e d , 
service l eade r sh ip . The image of a 
moving train conveys a strong sense 
of m o m e n t u m and an uns toppab le , 
unwavering commitment to a chosen 
direction. Similarly, companies must 
focus on the direction that they need 
to take to succeed, and then def ine 
the route that they will travel toward 
that goal. The vision, the author says, 
must always be based on an under-
standing of what will create value for 
the customer. 

Unfortunately, U.S. companies are 
notoriously bad at introspection, says 
Albrecht. So he has written this book 
to p r o v i d e a s t e p - b y - s t e p g u i d e to 
soul-searching, strategy setting, and 
customer wooing. 

In t h e f i rs t t h r e e c h a p t e r s , Al-
brecht offers his view of why some 
of the "big guys" h a v e nose-d ived , 
w h y l e a d e r s h i p is m o r e impor t an t 
now than ever, and why the "service 
triangle" he in t roduced in his b o o k 
Service America is still important. 

Star t ing w i t h c h a p t e r 4, r e a d e r s 
can start defining their organization's 
p u r p o s e and direct ion by fol lowing 
the strategic success model that the 
author describes. The model consists 
of five levels that move organizations 
from the most abstract level of mean-
ing a n d d i r e c t i o n to t h e leve l of 
d e f i n i n g a f ew cri t ical , sho r t - t e rm 
goals. The levels include developing 
a vision, a mission, and core values, 
as well as creating a "planning hier-
archy" and a unified concept for cre-
ating customer value. 

Albrecht also presents a strategy-
fo rmula t ion p r o c e s s that o rgan iza-
tions can use to def ine specif ic ob-
jectives that an organization must ac-
compl i sh in o rder to carry out and 
communicate its vision, mission, and 
goals . T h e fo rmu la that the a u t h o r 
explains addresses 
I environmental scanning 
I organizational scanning 
I opportunity scanning 
I model building 
I gap analysis 
I action planning 
I strategy deployment. 

T h r o u g h o u t t he b o o k . Albrech t 
provides insights into the effective-
n e s s a n d i n e f f e c t i v e n e s s of rea l -
wor ld e x a m p l e s of the m o d e l a n d 
the strategy-formulation process. 

"The existence (or lack) of a clear 
focus for succes s—the n o r t h b o u n d 
train—sets the context for just about 
everything else that h a p p e n s in and 
to an organization. Without it, lead-
ership b e c o m e s a day-by-day strug-
gle against seemingly isolated issues. 
People in such organizations merely 
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Books 

Ordering Information 
For more information on any hook 
listed in this column, circle the cor-
responding number on the reader 
service card and drop the card in 
the mail. 

If y o u ' d l ike to t e l e p h o n e 
a publisher, see the phone numbers 
listed here and on the reader service 
page. And please be sure to say that 
you read a b o u t the b o o k in 
Training & Development! 

To order books that are available 
f r o m ASTD Press, p l ea se call 
703 /683-8100 . O r d e r all o t h e r 
books through the publishers. 

work for a living, not for a h ighe r 
p u r p o s e . Cus tomer va lue b e c o m e s 
the hi t-or-miss o u t c o m e of rou t ine 
work activities, not a source of pride, 
creativity, and personal commitment." 

Karl Albrecht is chair of the TQS 
G r o u p , a m a n a g e m e n t - c o n s u l t i n g 
firm based in Chicago, Illinois. 

The Northbound Train: Finding 
the Purpose, Setting the Direction. 
Shaping the Destiny of Your Organi-
zation, by Karl Albrech t . 213 p p . 
New York, NY: AMACOM, 800/262-
9699, $22.95. 
Circle 245 on render service card. 

Customers as Partners: Building 
Relationships That Last 

In his latest b o o k , 
Customers as Part-
ners, Chip R. Bell 
shares his philoso-
phy on the impor-
t ance of c rea t ing 
and sustaining part-
nerships, both with 
customers and em-
ployees. 

Bel l b e g i n s by 
describing six attr ibutes that are es-
sent ia l to s u c c e s s f u l p a r t n e r s h i p s : 
abundance , trust, dreams, truth, bal-
ance, and grace. 

"1 have elected to phrase the six 
qualities in somewhat antique words. 
For ins tance, instead of descr ib ing 
' re l iabi l i ty ' or ' a s s u r a n c e , ' I c h o s e 
"trust.' "Dreams' has implications that 
words like 'mission' or 'purpose ' d o 
not. The goal is not to be semantical-
ly pure in the choice of labels, but to 

be instructive and insightful in the 
word pictures the labels evoke." 

The author defines the essence ol 
e a c h of t h e s e a t t r i bu t e s in s u b s e -
quen t c h a p t e r s and desc r ibes h o w 
c o m p a n i e s c a n d e v e l o p t h e s e to 
form long-lasting customer relation-
ships that are not just va lue-added, 
but value-based. 

Bell writes in a traditional, down-
h o m e , c o m m o n - s e n s e s ty le t ha t ' s 
easy to read and useful to anyone in 
search of quotable quotes. But more 
importantly, it epi tomizes the famil-
iarity a n d " fee l -good" a t m o s p h e r e 
that he says strengthen the personal 
b o n d s that a re e s t ab l i shed in t rue 
partnerships. 

In fact, readers may gain as much 
insight into what the author is trying 
to convey from his poetry (featured 
t h r o u g h o u t t he b o o k ) as t h e y d o 
from the text. For example, here are 
a few stanzas from Bell's piece about 
honesty in customer relationships: 

I am truth; I'm here to serve 
relationships, for they deserve 
the special gifts that I convey; 
I change them to the partner way.... 

For friendships I 'm the color blue 
I stand for steadfast, constant, true. 
Partnerships require the same. 
a faith that says. "We will remain.... " 

If partnership s your foremost aim. 
remember truth can help you gain. 
Your customers will loyal be. 
and thank you for including me. 

"This b o o k is not abou t forming 
strategic alliances or crafting a part-
n e r s h i p in t h e legal s e n s e of t he 
word . It is abou t deve lop ing a kin-
ship that nur tures commitment and 
cultivates loyalty. 

"It is always helpful to remember 
that long before contracts, price ne-
got ia t ion, and the s o u n d of a cash 
register, there were p e o p l e seeking 
people to respond to a need. Too of-
ten. customer disdain or indifference 
is born not from the logical aspect of 
the association but from the psycho-
logical dimension of the relationship. 
T h e h u m a n s i d e of s e r v i c e is t h e 
substance of this book." 

Chip Bell is a manager for Perfor-
mance Research Associates in Dallas, 
Texas. 

Customers as Partners: Building 
Relationships That Last, by Chip R. 
Bell . 237 p p . San F r a n c i s c o , CA: 
Berrett-Koehler, 415/288-0260, $24.95. 
Circle 246 on reader service card. 

Leadership Trapeze: Strategies 
for Leadership in Team-Based 
Organizations 
by Jeanne M. Wilson, Jill George, 
Richard S. Wellins, and William C. 
Byhatn. 

Accord ing to t he 
authors of Leader-
ship Trapeze. many 
of t o d a y ' s man-
agers feel a little 
like novice trapeze 
artists asked to leap 
f rom the c o m f o r t 
and safety of o n e 
platfomi (tradition-
al culture) to reach 

another (teams). The authors say this 
causes great anxiety for managers, be-
cause the managers don't know what 
to do and their companies don't know 
how to help them. 

T h e key to mak ing a success fu l 
transition to a team-based structure is 
knowing when to let go ol old lead-
ership practices and w h e n to adopt 
new ones , they say. Their book ex-
plains how managers and executives 
responsible for facilitating the transi-
tion can learn when it's time to let go. 

"This book is written for those in-
d iv idua ls w h o h a v e p layed by the 
rules faithfully for years, only to find 
that the rules have changed. [It] isn't 
about the vanishing leadership role 
in team-based organizations, because 
w e b e l i e v e tha t t h e d e m a n d s on 
leaders increase—not decrease—with 
the introduction of teams. Rather our 
intention is to give leaders and their 
organizations all the tools they need 
to become less fearful and frustrated 
and more satisfied and successful in 
this very important transition." 

In part 1, the authors explore the 
most c o m m o n myths abou t leading 
t eams and show how organizat ions 
use teams to drive necessary change. 
Through case studies, the authors de-
scribe five leaders' personal transfor-
mations. They present their model for 
the n e w leadersh ip role, which in-
cludes behaviors required for success. 

Part 2 is prescr ipt ive. It out l ines 
exactly what the authors say leaders 
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Additional Reading 
Who We Could Be at Work, by Margaret 
A. Lulic. 261 pp. Minneapolis, MN: Blue 
Edge Publishing, 612/944-9529, $19.95. 
Circle 249 on reader service card. 

Lessons From the Art of Juggling: How 
To Achieve Your Full Potential in Busi-
ness, Learning, and life, by Michael J. 
Gelb and Tony Buzan. 224 pp. New 
York, NY: Harmony Books. 212/572-
2537. $19. 
Circle 250 on reader service card. 

Training With NLP: Skills for Managers, 
Trainers, and Communicators, by Joseph 
O Connor and John Seymour. 290 pp. 
San Francisco. CA: Thorsons, 415/477-
4400; $16 (US.), $18.95 (Canada). 
Circle 251 on reader service card. 

The Tao of Teams: A Guide to Team 
Success, by Crecensio Torres. 179 pp. 
San Diego, CA: Pfeiffer & Company, 
800/274-4434. $24.95. 
Circle 252 on reader service card 

and their organizations need to do to 
work th rough three phases of t eam 
implementation—pre-team, new team, 
and mature team—and offers sound 
a d v i c e on h o w to s u p p o r t l e a d e r s 
through each phase. The authors also 
share such interactive tools as train-
ing plans, self-assessment checklists, 
and discussion guides that can help 
teams identify strengths, target prob-
lem a reas , e v a l u a t e p r o g r e s s , a n d 
hone team and leadership skills. 

The authors conclude the book by 
presenting their insights into the next 
generation of teams. 

"The most effective players in the 
virtual organization of tomorrow will 
be t h o s e p e o p l e with the b r o a d e s t 
t e c h n i c a l k n o w l e d g e w h o h a v e 
l ea rned to m a k e th ings h a p p e n by-
involving others. If you not only are 
good at these things but enjoy them 
as well, you'll be a valued contribu-
tor, regardless of how the organiza-
tion's structure might change." 

J e a n n e W i l s o n , Ji l l G e o r g e , 
Richard Wellins, and William Byham 
all w o r k for D e v e l o p m e n t Dimen-
s i o n s I n t e r n a t i o n a l . W i l s o n a n d 
George are consultants, Wellins is se-
nior vice-president of programs and 
marketing, and Byham is co founder 
and president of the company. 

Leadership Trapeze: Strategies for 
Leadership in Team-Based Organiza-
tions, by Jeanne M. Wilson, Jill George, 
Richard S. Wellins, and William C. By-
ham. 286 p p . San Franc i sco , CA: 
Jossey-Bass, 415/433-1767, $25. 
Circle 247 on reader service card. 

The Consultant's Craft: Improving 
Organizational Communication 
by Sue DeWine 

Sue D e W i n e h a s 
put together one of 
the most thorough-
ly researched text-
b o o k s ava i lab le 
about organization-
al communication. 

P a c k e d full of 
i n f o r m a t i o n , The 
Consultants Craft 
provides a detailed, 

practical explanation of how commu-
nications managers or consultants can 
so lve a variety of c o m m u n i c a t i o n s 
problems that severely inhibit overall 
organizational effectiveness. 

The book is divided into six parts. 

Part 1 p rov ides an overv iew of the 
roles and responsibilities of commu-
nications managers and specialists, as 
well as the skills that are necessary 
for applying the principles of organi-
zational communication. Here she de-
fines the differences between internal 
and external communications consul-
tants and explains the differences be-
tween training, consulting, and other 
"helping" professions. 

In the next two sect ions, the au-
thor discusses specific data-collection 
and analysis techniques for identify-
ing organiza t ional commun ica t i ons 
problems, as well as consulting tech-
n iques for he lp ing p e o p l e b e c o m e 
m o r e a w a r e of c o m m u n i c a t i o n s 
problems and solutions. 

In par t 4, t h e a u t h o r i d e n t i f i e s 
ways that managers can correct com-
municat ions problems. Some of the 
topics she addresses here include 
l techniques for enhancing listening 
abilities 
» strategies for improving meetings 
and presentations 
I team-building strategies 
I t e c h n i q u e s fo r p r o v i d i n g n o n -
threatening feedback. 

D e W i n e a l so d i s c u s s e s w a y s to 
deal with difficult peop le and ways 
to h a n d l e p r o b l e m s e n c o u n t e r e d 
d u r i n g an o r g a n i z a t i o n a l c h a n g e 
process. 

The author describes how to eval-
uate a commun ica t i ons p rog ram in 
part 5. And in part 6, she discusses 
ways consu l t an t s a n d c o m m u n i c a -
t i ons m a n a g e r s c a n d e v e l o p the i r 
skills t h roughou t their careers . She 
c o n c l u d e s t h e b o o k w i t h a c a s e 
s tudy of an actual commun ica t i ons 
intervention. 

T h e r e l e v a n c e of w o r k s u c h as 
DeWine's is eloquently stated in the 
book 's foreword, which was written 
by Professor W. Charles Redding of 
Purdue University in West Lafayette, 
Indiana. 

"To say that w e live in an organi-
zational world has become a truism. 
Thus, when any of the innumerable 
organizations touching our lives fails 
to funct ion properly, w e can expect 
to experience a variety of pains, both 
managerial and emotional , until the 
necessary improvements are made. 

"Regardless of which particular or-
ganizational theory (if any) we hap-
pen to entertain, we must acknowl-
edge one axiom: In every instance of 
organizational malaise that comes to 
mind, at some time in some way, hu-
man c o m m u n i c a t i o n b e h a v i o r has 
been significantly involved. Indeed, 
there are those scho la r s w h o have 
pe r suas ive ly m a d e the case that a 
communication failure is at least one 
of the basic sources underlying every 
organizational failure." 

Sue DeWine has added fuel to the 
debate. 

The Consultants Craft: Improving 
Organizational Communication, by 
Sue DeWine. 396 pp. New York, NY: 
St. Martin's Press. This book can be 
p u r c h a s e d t h r o u g h ASTD Press , 
703 /683-8100 . O r d e r c o d e : DECC. 
Prior i ty c o d e : FHM. $28 for ASTD 
members, $30 nonmembers . 
Circle 248 on reader service card 

"Books" is compiled and written by 
Theresa Minton-Eversole. Send books 
far consideration to Books Editor. Train-
ing cS; Development. 1640 King Street, 
Box 1443, Alexandria. VA 22313-2043. 
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