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Take Charge! How To Manage Your 
Customer Relationships 
by Grace Major. 

How To Manage 
Your Customer Relationships 

"Everyone who de-
pends on the qual-
ity of our work is 
c o n s i d e r e d to be 
a cus tomer , " says 
Grace Major, author 
of Take Charge! 
How To Manage 
Your Customer Re-

lations. All customers have di f ferent 
requi rements and expecta t ions , but 
companies should deal with them all 
equitably if they plan to keep them. 

Major is a sendee professional, so 
she is a w a r e of h o w difficult it can 
be to deal with customers, especially 
d i sg run t led o n e s . In Take Charge! 
she presents five processes that can 
help m a n a g e in ternal and ex terna l 
customer interactions: 
6 Build effective work relationships. 
» Use a four-step approach to man-
aging customer interactions. 
* D i f f u s e a n d m a n a g e s i t u a t i o n s 
with upset and angry people. 
& Maximize the advan tages of your 
work style through self-assessment. 
& Relate and work successfully with 
everyone. 

T h r o u g h o u t h e r d i s c u s s i o n of 
each process , Major p rovides struc-
tured exercises and action plans that 
readers can c o m p l e t e to he lp them 
earn h o w to improve the quality of 
•ervice t h e y d e l i v e r to c u s t o m e r s , 
' rofessional-development guides for 
ach process are found at the end of 
ie b o o k , s o r e a d e r s c a n u s e t h e 
'ook as a reference in the future. 

"The f u n d a m e n t a l w a y to bu i ld 
^ s i t i v e m o m e n t u m in o u r w o r k 

ith c u s t o m e r s t akes a d v a n t a g e of 
ie natural incl inat ion p e o p l e have 
> reciprocate behavior," says Major, 
the cus tomer acts; w e react. If the 
-istomer sets a product ive tone and 

direction, this can be OK. Otherwise 
w e end u p rec ip roca t ing nega t ive 
behaviors and working to our own 
disadvantage. 

"Service pros act, not react . We 
s h o u l d a s s u m e respons ib i l i ty and 
lead the way to productive conversa-
tions, optimal solutions, and mutu-
ally sat isfactory re la t ionships . Our 
e f f e c t i v e n e s s d e p e n d s on h o w 
smoothly w e take charge and h o w 
satisfactory we make each interaction 
for our customers and ourselves." 

Grace Major, a consultant , is the 
f o u n d e r of Sigma In te rna t iona l in 
Oakton, Virginia. 

Take Charge! How To Manage 
Your Customer Relationships, by 
Grace Major. 266 pp . Oak ton , VA: 
Sigma Books, 703/934-0300, S27.95. 
Circle 245 on reader service card. 

Recognition Redefined: Building 
Self-Esteem at Work 
by Roger L Hale and Rita F. Maebling. 

If y o u r e e e e a l l y 
RECOGNITION 
REDEF 

Build Inn Sclf-lvslcvm ai Work 
H.W L lUic and Rlu I MachlUw 

want to get recog-
n i zed for a job 
wel l d o n e , w o r k 
for Tennant Com-
p a n y . T h e c o m -
p a n y has e s t a b -
l i shed a t h r e e -
d i m e n s i o n a l 
e m p l o y ee - recog-
nition model that 

fully supports its quality initiative by-
rewarding all levels of employee par-
ticipation that contribute to the orga-
nization's overall success. The system 
the company has and the processes 
it uses to implement it are the focus 
of Roger Hale and Rita Maehl ing 's 
book, Recognition Redefined. 

The program's main componen t s 
suppor t three types of performance 
recogni t ion—formal , informal , and 
d a y - t o - d a y — t h r o u g h t h e u s e of 
monetary and nonmonetary rewards 

This month's reviews focus 

on increasing personal and 

professional development, 

ach ievitig man ufactu ring 

excellence, and addressing 

the 'people" side of organi-

zations. 
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and incentives. Describing h o w each 
component is administered, Hale and 
Maehl ing p rov ide va luab le ins ights 
a b o u t w h y e a c h is i m p o r t a n t and 
about what must be considered before 
integrating a recognition program into 
a corpora te culture. They also share 
s o m e of the p r o b l e m s T e n n a n t has 
had dur ing the p rogram ' s evolut ion 
and offer practical advice on h o w to 
overcome the obstacles. 

Hale and Maehling say that three 
impor tan t th ings can he lp e n s u r e a 
p r o g r a m ' s success : s inceri ty, speci-
ficity, and consistency. 

"Our commi tmen t to recognit ion, 
l i ke o u r c o m m i t m e n t to q u a l i t y , 
requires the full backing of manage-
ment at all levels. That translates into 
time, money , and personal involve-
ment . Managers can ' t m a k e p e o p l e 
f e e l g o o d a b o u t t h e m s e l v e s , b u t 
[they] can create a work environment 
t h a t i n v i t e s p e o p l e to f e e l g o o d 
about themselves and their work. 

"To re in force m a n a g e m e n t com-
mitment to our r ecogn i t ion effor ts , 
we included demonstration of recog-
nition skills and part icipation in the 
program as part of the pe r fo rmance 
reviews for all employees. 

"No p r o g r a m of such m a g n i t u d e 
can be achieved without dedication, 
effort, patience, and perseverance. But 
the results are well worth the effort." 

Roger Hale is president of Tennant 
Company. Rita Maehling is the com-
pany's quality services manager. 

Recognition Redefined: Building 
Self-Esteem at Work, by R o g e r L. 
Hale and Rita F. Maehl ing. 179 pp . 
Minneapolis, MN: Tennant Company, 
612/424-1370, $19.95. 
Circle 246 on reader service card. 

The Empowering Supervisor: From 
Supervisor to Team Leader 
by Susan S. Stahl 

The Empowering 
Supervisor is a 
s t o r y a b o u t o n e 
man ' s t ransforma-
tion from frontline 
supervisor to team 
facilitator. 

Nick>', the story's 
m a j o r c h a r a c t e r , 
w o r k s for a com-
pany that still has 

no t a d o p t e d t h e c o n c e p t s of t eam-
work, empowerment , and total qual-

Ordering Information 
For m o r e i n f o r m a t i o n o n a n y 
book listed in this column, circle 
the corresponding number on the 
reader service card and drop the 
card in the mail. 

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

To order books that are avail-
able from ASTD Press, please call 
703/683-8129. O r d e r all o t h e r 
books through the publishers. 

i ty. W h e n t h e o r g a n i z a t i o n ' s t o p 
brass dec ides it's t ime to de lve into 
these concepts , Nicky begins scram-
b l i n g to l e a r n as m u c h as h e c a n 
a b o u t h o w t h i n g s wil l c h a n g e , in 
order to improve his job security. 

The remainder of the book shows 
h o w N i c k y m a n a g e s m a n y of t h e 
issues and chal lenges that are com-
mon to organizational team-building 
efforts, such as 
> overcoming resistance to change 
» clarifying the union's role in work 
teams 
» r e s t ruc tu r i ng s u p e r v i s o r y o b j e c -
tives 
* gaining employee commitment 
» managing job swapping 
» conduct ing team meetings 
> tracking team progress. 

The story, of course, has a happy 
e n d i n g . N i c k y a n d t h e c o m p a n y 
p r o s p e r to t h e p o i n t t h a t t h e y 
b e c o m e ro l e m o d e l s f o r o t h e r s to 
emulate, which is what author Susan 
Stahl says she h o p e s will h a p p e n for 
her readers. 

"The b o o k is not i n t e n d e d to b e 
an answer to any specific problem," 
Stahl s a y s in h e r p r e f a c e , "but to 
e n c o u r a g e s u p e r v i s o r s . . . t o try new-
ideas and exper ience n e w things." 

Susan Stahl is an o rgan i za t i ona l 
d e v e l o p m e n t m a n a g e r f o r a l a rge 
manufac tu r ing facility in the sou th -
east United States. 

The Empowering Supervisor: From 
Supervisor to Team Leader, by Susan 
S. Stahl. 108 pp. King of Prussia, PA: 
Organ iza t ion Des ign a n d D e v e l o p -
ment Inc., 215/279-2002, $9.95. 
Circle 247 on reader service card. 

All I Need To Know About 
Manufacturing I Learned in Joe's 
Garage: World-Class 
Manufacturing Made Simple 
by William R Miller and Vicki L Schenk. 

This here 's a storv 
'bout h o w NOT to 
bu i ld s h e l v e s for 
y o u r g a r a g e and 
a b o u t h o w NOT 
to run a manufac-
tu r ing o p e r a t i o n . 
I t 's a l so t h e sim-
ples t exp lana t ion 
of what it takes to 
ach ieve manufac-

tur ing exce l l ence that this reviewer 
has read (and understood) . 

Here 's the story in a nutshell . OF 
manufac tu r i ng c o m p a n y vice-presi-
den t , Joe , has s o m e g a r a g e shelves 
buil t in his b a c k y a r d o n e w e e k e n d 
by a bunch of neighborly folks who 
s e e m to h a v e a h a n k e r i n ' t o do 
s o m e t h i n g o u t d o o r s t ha t r e q u i r e s 
w o r k . T h e p r o j e c t s e e m s s i m p l e 
enough, until Joe tells them to follow 
the mos t de t a i l ed , e l a b o r a t e back-
yard manufac tu r ing sys tem that any 
lawn-party junkie has ever seen. 

O n e of t h e p a r t i c i p a n t s , Sandy, 
w h o also happens to work for Joe at 
the plant, narrates h o w system snags 
at several crucial points throw off the 
rigid p roduc t ion schedule . Not only-
does Sandy have to solve each prob-
lem and tighten scheduling in order to 
complete the job on time, but he also 
must deal wi th Ralph, a par t ic ipant 
w h o happens to work for a Japanese 
compe t i t o r across t o w n . Ralph pre-
sents his cause-and-effect analysis of 
every problem and explains h o w his 
c o m p a n y a v o i d s t h e s e k i n d s of 
"unfortunate situations." 

T h e s h e l v e s a r e bu i l t , a n d the 
deadline is met, despite the amazingh 
f r u s t r a t i n g t i m e t h e w o r k e r s hav< 
doing the job. The operational proce 
dures that Joe has set for the project-
and has run his company by—prov1 

to be ineffective and inefficient. The-
cause Sandy and Joe to make sever;! 
poor snap decisions in order to met 
a production deadline, which render 
a less-than-top-quality product. 

T h e s t o r y d o e s e n d o n a h ig ' 
no t e . Sandy o p e n s his m i n d to tin 
fact that there could be a better way 
In f ac t , h e p u r s u e s h is n e w f o u m 
ideas by joining that J a p a n e s e com 
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! Reinventing the People | 
Side of Your Business 

petitor across town and by develop-
ing a las t ing f r i e n d s h i p w i t h — y o u 
guessed it—Ralph! 

Will iam Miller is a m a n a g e m e n t 
consultant for manufacturing compa-
nies. Vicki Schenk is an operat ions-
management consultant. 

All I Need To Know About Manu-
facturing I Learned in Joe's Garage: 
World-Class Manufacturing Made 
Simple, by W i l l i a m B. Mil ler a n d 
Vicki L. S c h e n k . 88 p p . El D o r a d o 
Hills, CA: Bayrock Press , 916/933-
4362, $9.95. 
Circle 248 on reader service card 

The High-Performance Enterprise: 
Reinventing the People Side of 
Your Business 
by Donna R. Neusch and 
Alan F. Siebenaler. 

A c c o r d i n g to the 
authors. Donna R. 
N e u s c h and Alan 
Siebenaler, a com-
pany 's peop le are 
its only true com-
p e t i t i v e a d v a n -
tage . Their book . 
The High-Perfor-
mance Enteiprise, 
p r e s e n t s a n a p -

proach to becoming a flexible, com-
petitive c o m p a n y by maximizing the 
use of people power . 

The a u t h o r s say the in format ion 
they p r e s e n t p r o v i d e s r eade r s wi th 
use fu l k n o w l e d g e a b o u t t h e c o n -
cepts and principles associated with 
the term, " h i g h - p e r f o r m a n c e en ter -
prise." It a l so e s t a b l i s h e s a b e n c h -
mark f o r p e r f o r m a n c e tha t m o v e s 
beyond the traditional h y p e relating 
to high performance. 

Neusch a n d S e i b e n a l e r c o n t e n d 
-hat t r a d i t i o n a l m a n a g e m e n t a p -
proaches have h indered the growth 
•>f a truly h i g h - p e r f o r m a n c e organi-
sation. T h e y s a y t h a t t h o s e a p -
' r o a c h e s p r o m o t e a f r a g m e n t e d 
r e a t m e n t of b u s i n e s s s t r a t e g y , a 
;awed v iew of pe r fo rmance , and a 
of t - i ssues m i n d s e t t o w a r d p e o p l e 
rograms—and that they do not pro-
ide d e f i n e d p r o c e s s e s to r e m e d y 
iese problems. 

The focus of the authors ' peop le 
•rocess is on leadership and how to 
pply it while creating a high-perfor-
l a n c e o p e r a t i n g e n v i r o n m e n t . 
' istilling such m a n a g e m e n t systems 

DONNA R. NEUSCH & I 
ALAN F. SIEBENALER 

Looking for a new way to spread the quality message... 

Create real customer satisfaction... 

And generate visible results? 

Motivate your staff to satisfy 
every customer, every time 
with Dartnell 's newest video, 
The Human Nature of Quality. 

This inspiring new program 
answers the question, 
"What's in it for me?" It 
motivates your people to 
achieve your organization's 
quality and customer 
satisfaction goals by showing 
them how they benefit from 
doing excellent work. 

m 

The Human Nature of Quality 

Call (800) 621-5463 to preview this powerful new video. 
In Canada call (800) 441-7878. 

B DARTNELL. 'our source for quality training 934042 

Circle No. 139 on Reader Service Card 

SUPERVISORY 
TRAINING 

Train Your Supervisors, 

Managers, and 
Team Leaders 

Solving Conflict 
How-To Training Points 

• Explore all sides 
• Take responsibility to create a plan 
• Achieve results 

Solving Conflict provides leaders the tools and confidence they need to deal with 
and solve conflicts for win-win results. This video-based training course shows 
specific steps your employees can take to turn conflicts into positive experiences. 

Offer expires 12/31/93 

(Part I: 21 Minutes, Part II: 6 Minutes) 

5-Day Preview $20 
5-Day Rental $140 
30-Day Rental $295 
Lease /Purchase $595 

IAMERICAN MEDIA 
[INCORPORATED 

HOW-TO T R A I N I N G V I D E O S 

4900 University Avenue 
West Des Moines, IA 50266-6769 

800-262-2557 or Fax: 515-224-0256 

Circ'e No. 168 on Reader Service Card 
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You and PMI 
Together 
Will Make 

A Winning Team 

Just for asking about our workshops 
listed below, we will send you 

a free copy of 
"Supervision: The Organizational Role of 

Supervisors" 

• Effective Classroom Instruction 
• Teaching Technical Topics 
• Instructional Design 
• Needs Analysis, 
Evaluation and Validation 

• Managing the Training Function 
• Computer-Based Training 
• Team Facilitation Skills 

27 years experience 
in the field of training 
Practical Management, Inc. 

P.O. Box 8789 
Calabasas, CA 91372-8789 

Call 800/444-9101 
In Canada 416/542-1570 

Circle No. 107 on Reader Service Card 

COMING 
SOON 

in 
Training & Development 

A R E P O R T O N V I O L E N C E IN 

THE W O R K P L A C E 

H o w T o S E T U P AN 

E L E C T R O N I C J O B B A N K 

T H E FEMINIZATION O F 

LEADERSHIP 

T R O U B L E S H O O T I N G AT 

P H I L I P M O R R I S 

SIX STEPS T O LEADERSHIP 

T H A T E M P O W E R S 

A T R A I N E R W I T H DISABILITIES 

M E E T S THE A D A 

Books 

as s e l f - d i r e c t e d t e a m s , w o r k e r 
e m p o w e r m e n t , a n d pay - fo r -pe r fo r -
mance , they provide a b luepr int for 
c o r p o r a t e e x e c u t i v e s w h o w a n t to 
energize their competit ive edge. The 
authors say that this blueprint for an 
in tegra ted p e o p l e sys tem can h e l p 
compan ie s m o v e f rom a mindset of 
entitlement to one of accountability. 

Their 10-step strategic process for 
i m p r o v i n g p e r f o r m a n c e l inks e m -
ployees ' jobs, performance, and skill 
d e v e l o p m e n t to an o r g a n i z a t i o n ' s 
overal l b u s i n e s s s t ra tegy. T h e p ro -
c e s s a l s o e m p h a s i z e s a s t r a t e g y -
based compensa t ion system and the 
need to provide work conditions that 
elicit c o n t i n u o u s p r o c e s s i m p r o v e -
ments. 

"We deeply believe that opportuni-
ties for improved pe r fo rmance have 

Additional Reading 
Handbook for Productivity Measure-
ment and Improvement, edited by 
William F. Christopher and Carl G. 
Thor. 1,278 pp . Cambridge, MA: 
Productivity Press, 800/394-6868, $90. 
Circle 251 on reader service card. 

How To Obtain Funding for Quality 
Training, by Judy Forrest and David 
Richey. 125 pp. Ventura, CA: Quality 
Groups Publ ishing, 805/642-6691, 
$29-95. 
Circle 252 on reader service card. 

The TeamNet Factor: Bringing the 
Power of Boundary Crossing Into the 
Heart of Your Business, by Jessica 
Lipnack and Jeffrey Stamps. 414 pp. 
Essex Junc t ion , VT: Oliver Wight 
Publications, 800/343-0625, $25. 
Circle 253 on reader service card. 

Handbook of Human Abilities: 
Definitions, Measurements, and Job 
Task Requirements, by Edwin A, 
Fleishman and Maureen E. Reilly. 132 
pp. Palo Alto, CA: Consulting Psychol-
ogists Press, 800/624-1765, $29.95. 
Circle 254 on reader service card. 

Escape Fmm Management Hell: 12 Tales 
of Horror, Humor, and Heroism, by 
Robert D. Gilbreath. 176 pp. San 
Francisco, CA: Berrett-Koehler Pub-
lishers, 415/288-0260, $19.95. 
Circle 255 on reader service card. 

been placed off limits for many com-
panies ," say Neusch and Seibenaler, 
"not because they are powerless, but 
because they don' t really k n o w how 
to go about improving performance. 

" C o m p a n i e s a re far f r o m power-
less . W h a t ' s mi s s ing is t h e h o w - t o 
process for becoming a high-perfor-
mance enterprise." 

Donna Neusch and AJan Siebenaler 
are partners with Millennium Manage-
ment Tools, a management-consulting 
a n d e d u c a t i o n f i rm l o c a t e d in 
Evergreen, Colorado. 

Tloe High-Performance Enterprise: 
Reinventing the People Side of Your 
Business, by D o n n a R. Neusch and 
Alan F. S i e b e n a l e r . 380 p p . Essex 
J u n c t i o n , VT: O l i v e r W i g h t Publ i -
cations, 800/343-0625, $35. 
Circle 249 on reader service card. 

Tlie First-Time Manager, 3d edition, by 
Loren B. Belker. 196 pp. New York, NY: 
Amacom, 212/586-8100, $16.95. 
Circle 256 on reader service card 

Managing Your Mouth: An Owner's 
Manual for Your Most Important 
Business Asset, by Robert L. Genua. 
180 pp . New York, NY: Amacom, 
212/586-8100, $17.95. 
Circle 257 on reader service card. 

Leadership and Management of 
Volunteer Programs: A Guide for 
Volunteer Administrators, by James C. 
Fisher and Kathleen M. Cole. 208 pp. 
San Francisco, CA: Jossey-Bass 
Publishers, 415/433-1767, $23,95. 
Circle 258 on reader service card. 

Business Partnering for Continuous 
Improvement: How To Forge Enduring 
Alliances Among Employees, Suppliers, 
and Customers, by Charles C, Poirier 
and William F. Houser. 245 pp. San 
Francisco, CA: Berrett-Koehler Pub-
lishers, 415/288-0260, $29.95. . 
Circle 259 on reader service card. 

The Encyclopedia, of Career Change 
and Work Issues, edited by Lawrence 
K. Jones. 379 pp. Phoenix, AZ: Oryx 
Press, 800/279-6799, $67.50. • . 
Circle 260 on reader service card. 
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Wake-Up Calls: You Don't Have To 
Sleepwalk Through Your Life, 
Love, or Career! 
by Eric Allenbaugh. 

This book reviewer 
pleads guilty. Many 
r eade r s may, too. 
But h e e d a u t h o r 
Eric Al l enbaugh ' s 
w a r n i n g : S leep-
w a l k i n g t h r o u g h 
life can be a seri-
ous health hazard. 

Al lenbaugh ad-
mi ts t ha t , at o n e 

t ime or a n o t h e r , e v e r y o n e a v o i d s 
convert ing t e a c h a b l e m o m e n t s into 
positive learning experiences by acti-
va t ing i n t e r n a l " s n o o z e a l a r m s . " 
These snooze alarms can temporarily 
help p e o p l e c o p e wi th s ign i f i can t 
e m o t i o n a l e v e n t s , s u c h as g o i n g 
through a divorce, having a child, or 
losing a loved one. 

But w e a l s o a c t i v a t e s n o o z e 
alarms to avoid having to deal with 
life e x p e r i e n c e s t ha t s e n d h i d d e n 
messages or warnings that should be 

h e e d e d . For example , wha t mean-
ings can be hidden in feedback such 
as, "You have un tapped potential"? 
T h e a u t h o r says that p e o p l e w h o 
don't pick up on these messages are 
" c h r o n i c s l e e p w a l k e r s , " w h o risk 
experiencing major problems in their 
careers and relationships unless they 
wake up. 

Allenbaugh explains how to turn 
off the "snooze alarms" in his book, 
Wake-Up Calls. By sharing his per-
sonal experiences, the author shows 
h o w h id ing wi th in one ' s "comfort 
zone" can impede the learning process 
and keep a person from finding inner 
peace. 

He explains how to avoid this con-
sequence by converting the specific 
strategies that are employed by peak 
p e r f o r m e r s in to r e s u l t s - o r i e n t e d 
b e h a v i o r . He a l so o f f e r s pract ica l 
a d v i c e tha t r e a d e r s can use to 
e n h a n c e the qual i ty of their lives, 
while making wor thwhi le contribu-
tions to their world. 

"When your earthly life comes to 
a close," Allenbaugh warns readers. 

"three important questions will likely 
be asked: 
» 'How much did you love?' 
» 'What did you learn?' 
» As a resul t of y o u r b e i n g he re , 
how is the world a better place?' 

" H o w w o u l d you a n s w e r t h e s e 
quest ions? The answers are within, 
and this book will assist you in tap-
p ing into t h o s e inne r r e s o u r c e s to 
experience a more fulfilling life." 

Eric Allenbaugh is president of his 
own consul t ing firm, based in Lake 
Oswego, Oregon. 

Wake-Up Calls: You Don 7 Have To 
Sleepwalk Through Your Life, Love, or 
Career!, by Eric Allenbaugh. 287 pp. 
Austin, TX: Discovery Publicat ions, 
512/266-2112, $18.95. 
Circle 250 on reader service card. 

"Books" is compiled and written by 
Theresa Minton-Eversole. Send books 
for consideration to Books Editor, 
Training & Development , 1640 King 
Street, Box 1443, Alexandria, VA 
22313-2043• 

WINNING THEM OVER 
A new video 

® Most presenters fail to convince listeners 

• Overhead presentations are the least persuasive 

• Presenters at lecterns are boring, boring, boring 

• Viewers rarely remember word-and-number visuals 

This new video starts where others leave off. You'll learn exactly 
how to persuade a group. Proven specific techniques - no 

rite general advice like "know your audience." 

if this video preview doesn't show 

vou the most useful presentation advice you've EVER seen. 
>end a $38 check or P.O. to: Twain Associates, Inc. • Dept. SAA • 
120 Timberlane • Wheaton, IL • 60187 (708)665-9370 

i Canada: (416)271-8381 

"""" circle No. 115 on Reader Service Card 
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