
Contents

Foreword ix

Open Letter to Leaders xi

Character – The Core

The Intention  3
The Defi nition of Leadership by Engagement 8
To Mention Retention 14
Character: A Model of Leadership 21
Putting It into Words and Actions 27

Strategy One – Clarify the Culture

The Intention 31
Organizational Character 35
Putting It into Words and Actions  50

Strategy Two – Know Your Character

The Intention 55
Leveraging Your Character for Engagement 59
SNIP (Stop, Notice, Inquire, Plan) 64
Your Personality at Work 70
Putting It into Words and Actions 73

Strategy Three – Respect Yourself

The Intention 77
Are You Engaged? 79
The Karpman Drama Triangle 84
Receiving Feedback 87
Putting It into Words and Actions 96

vii

30765_000i-xiv_Contents_3.indd   vii30765_000i-xiv_Contents_3.indd   vii 6/9/08   9:53:34 AM6/9/08   9:53:34 AM



Strategy Four – Respect Others

The Intention 99
Practice the Leadership Engagement Behaviors 101
Listen, Acknowledge, and Ask 107
Observation, Impact – O.I. 122
Observation, Impact, Query, Action – O.I.Q.A. 126
Putting It into Words and Actions 137

Strategy Five – Harness Confl ict

The Intention 139
Intention versus Impact 142
Bullying and Fear in the Workplace 147
Cost of Bullying Behavior 149
So Just What Is Workplace Bullying? 149
Character Strategies to Reduce Bullying Behavior 154
Putting It into Words and Actions 159

Outcome of Strategies – Build Trust

The Intention 165
The Penultimate Point of Engagement 167
Are You Inside or Outside the Circle? 171
Think 360: Building Trust All Around 176
Orbit of Trust: The Performance Management Cycle 178
Putting It into Words and Actions 183

Appendix 187

Glossary 197

Endnotes 203

viii • Contents

30765_000i-xiv_Contents_3.indd   viii30765_000i-xiv_Contents_3.indd   viii 6/9/08   9:53:34 AM6/9/08   9:53:34 AM


	91768_30765_000i-xiv_Contents_3 7.pdf
	91768_30765_000i-xiv_Contents_3 8

