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Adaptive problems, 94, 95
Advocacy and inquiry skills: Ellen and 

Don’s story reframed by using, 73fig–76; 
providing feedback using, 73fig; used by 
peacemakers, 95

Affiliated Computer Services (ACS), 153
Afghanistan: structural evolution of  

Al-Qaeda in, 45; U.S. invasion of, 45
Agendas: description of, 81; political skill 

in setting, 81
Akers, John, 5
Al-Qaeda, 45
Alden, John, 95–96
Allen, George, 45
Amazon: as “culture of metrics,” 146–147; 

focusing on best customer service at 
lowest price, 147, 148–149; founded 
by Jeff Bezos, 23; Jeff Bezos’s metrics 
maestro leadership of, 146–149, 157

Apple: failed MobileMe product of, 156; 
launch of iPhone, 154–156; Michael 
Eisner’s public criticism of, 92; “Pirates” 
team at, 119; Steve Jobs fired from, 154; 
Steve Jobs’s recruitment of John Sculley 

to, 99, 154; Steve Jobs’s return (1997) to 
save, 154–156

Apple Stores, 3, 8, 192
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Arthur Andersen scandal, 87
Asiana Airlines Boeing 777 crash (2013), 72
Atlas Rocket, 107
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dynamics of leadership and, 39–43; 
description of failed leadership in Lord 
of the Flies, 37–39, 41–43; lateral, 28; U.S. 
Army commando team’s structure and, 
43–44; vertical, 28

Authorship (structural frame): leader 
contribution to excellence through, 178e, 
179; relationship between power and, 182

B
Bakken, Earl, 177
Ballmer, Steve, 162–163
Bankruptcy: Mulcahy’s leadership in 

keeping Xerox from, 81–87; WorldCom 
scandal leading to, 87–88
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Basketball team structure, 46–47
Beatles’ Shea Stadium concert  

(New York), 111
Beliefs: as element of leader’s worldview, 

190–191; self-images based on virtues 
and, 68; stories that give flesh to shared 
values and, 185. See also Cultural 
symbols and values

Bennis, Warren, 81, 127
Bezos, Jeff: as Amazon founder, 23; 

concepts, categories, and beliefs included 
in worldview of, 189; lack of human 
resource leadership displayed by, 147fig, 
156; leadership configuration used by, 
147fig, 149; metrics maestro leadership 
image of, 146–149, 157

bin Laden, Osama, 45, 119, 120
Blink (Gladwell), 11
Blodgett, Lynn, 153
Bloomberg Businessweek, 80
Boeing, 47, 161, 166, 168, 188
Bono, 113
Brand, Russell, 1
Brummel, Lisa, 162–163
Buckley, George, 161–162
Buffett, Warren, 93
Bureaucracy, 24
Burke, James E., 175, 176, 184–185
Burns, Ursula: leadership configuration of, 

152fig; leadership image as an authentic 
engineer, 151–153; successful leadership 
of Xerox by, 23, 84, 151–153

C
Camp David Accords (1978), 85–86
Caring and love (human resource frame), 

178e, 180–181
Carlson Companies, 180–181
Carlzon, Jan, 117
Ceremonies. See Rituals and ceremonies
Cézanne, Paul, 14
Change: leadership challenges related to, 159; 

limits of leadership in managing, 159–160
Change management: carriers versus 

catalysts approach to, 160–163; 

comparing skidding automobile to 
command-and-control capabilities of 
college presidents, 160; faith in leaders’ 
abilities to create successful, 159–160; 
four-frame model used for, 163–172; 
Lisa Brummel’s successful approach at 
Microsoft, 162–163; rooted in a shared 
understanding of challenges, 162

Change management frames: analysis of 
Ford Motor’s resurrection using the, 
165–172; human resource, 164e–165; 
political, 164e–165; structural, 164e–165; 
symbolic, 164e–165

Chess masters, 11
Chilean miner rescue (2010): comparing 

leadership dynamics of Lord of the Flies 
and the, 41–43; group dynamics during 
the, 39–41

Chrysler: Bob Nardelli’s failure as CEO  
of, 12–13; U.S. government bailout of, 
171, 191

Cluelessness: of Bob Nardelli as CEO 
of Home Depot, 9–10, 12, 13, 162; as 
failure of “common sense,” 10; of Ron 
Johnson as CEO of JCPenney, 190

Coalition building skills, 83–85
Coca-Cola, 107
Cohen, M., 160
“The Commoditization of the Starbucks 

Experience” memo (Schultz), 109
Conflict: as inevitable in all social 

interactions, 91; Lois Payne case example 
of handling, 100–102; negotiation and 
bargaining skills to manage, 85–87; 
peacemaker approach to, 91, 93–97, 101; 
personal and emotional overtones of, 94; 
political dealings and role of, 89; technical 
and adaptive problems that cause, 94–95; 
warrior approach to, 91–94, 97–100, 101. 
See also Political dynamics

Contextual factors (or structural 
contingencies): core process, 29e–30; 
information technology, 29e, 30–31; 
nature of the workforce, 29e, 31; size and 
age, 28–29e; strategy and goals, 29e, 30
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Cook, Tim, 156
Cooper, Cynthia, 87–88
Costco: enlightened employee management 

at, 51, 52; Jim Sinegal’s CEO position at, 
4, 52

Couric, Katie, 63–64
“Court sense,” 12
Cross, Irv, 46
Cultural symbols and values: danger 

of importing from one company to 
another, 161–162; examples of values 
that bond companies, 108; how symbolic 
leaders (Magicians) work with, 114–118; 
Starbucks’s story on revival of, 108–115; 
stories that give flesh to shared, 185; of 
the WD-40 company, 107–108; Zappos 
employees trained using, 150–151. See 
also Beliefs; Virtues

Customer service: Amazon’s focus on 
lowest priced and best, 147, 148–149; and 
decline of Home Depot, 10; reframing 
IBM’s, 8; Zappos’s extraordinary levels of, 
108, 149–151, 157

D
Dallas Cowboys, 46
Dartmouth, 6
Data General. See Eagle Group (Data 

General)
Davidson, Adam, 51
Davis, Jack. See Davis-Martin case study
Davis-Martin case study: facing a serious 

leadership challenge, 131–132, 143; human 
resource scenario reframing response by 
the, 134–136; political scenario reframing 
response by the, 136–139; structural 
scenario reframing response by the, 
132–134; symbolic scenario reframing 
response by the, 139–141

DC-8 airline flight crash, 70–72
de Castro, Edson, 122, 123
De Pree, Max, 185
Decision making: how fluid expertise 

facilitates, 12–13; for technical versus 
adaptive problems, 94–95; U.S. Army 

commando team, 43–44. See also 
Leadership ethics

Defense of Marriage Act, 79
Delivering Happiness (Hsieh), 149
Digital Equipment Corporation, 6
Dilbert (cartoon strip), 53
Disney, Roy, 92, 93
Diversity. See Employee diversity
Dockers, 4
Duke University: women’s basketball  

team, 47

E
Eagle Group (Data General): contribution 

of informal cultural players to the, 
126–127; examining the success of 
the, 120–121; example approach used 
by members of the, 123; humor and 
play as part of the work processes, 
124–125; leadership diversity used as 
competitive advantage by, 122–123; 
mushroom management used by the, 
121; ritual and ceremony used by  
the, 125–126; “signing up” ritual of the, 
121–122; specialized language used 
within the, 123–124; stories and group 
lore used by the, 124

Eagleman, David, 11
Eastman, George, 97
Egypt, and Camp David Accords (1978), 

85–86
Eisner, Michael, 92–93, 94, 101, 156
Ellen and Don’s story, 65–67, 73–76
Ellison, Larry, 97
Emotions: defusing, 96–97; human resource 

frame’s focus on caring and love, 178e, 
180–181; listening and inquiring to 
understand other people’s, 95

Employee diversity: Men’s Wearhouse’s 
commitment to, 61; Semco’s programs to 
increase, 58–59

Employee empowerment: as buzzword 
versus genuine, 58; of Carlson 
Companies, 181; Men’s Wearhouse 
approach to, 61; Semco’s approach to, 58
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Employee investment: Men’s Wearhouse 
approach to, 61; Semco’s programs for, 
57–58

Employee management: benefits of 
human resource frame used for, 51–53; 
Ellen and Don story on interpersonal 
blindness and, 65–67, 73–76; 
empowerment as part of, 58; human 
resource frame’s principles for, 49, 55e; 
Men’s Wearhouse approach to, 52–53, 
59–62; Robert Owen’s and Henry Ford’s 
radical approaches to, 52; Semco’s 
principles for, 55e; Semco’s shift from 
structural to human resource, 54–59, 
189, 190; “treat ’em like dirt” approach 
to, 52, 53. See also Workforce

Employee retention: Men’s Wearhouse 
approach to, 60–61; Mulally’s changes 
to Ford Motor’s approach to, 169–170; 
Semco’s human resource frame approach 
to, 56–57

Enron scandal, 87, 177
Ethical issues. See Leadership ethics
Ewert, Doug, 61
Excellence (authorship of), 178e, 179

F
Facebook, 145
Factory metaphor (structural frame): 

introduction to the, 16, 19e; leader’s 
authorship contribution, 178e, 179; 
reframing ethical leadership, 178e, 179

Fairness (political frame), 178e, 181–183
Faith and significance (symbolic frame), 

178e, 183–185
Family metaphor (human resource frame): 

introduction to the, 15, 17, 19e; leader’s 
love and caring contribution, 178e, 180–
181; reframing ethical leadership using 
the, 178e, 180–181

Feedback: leadership skills of advocacy 
and inquiry for, 73fig–76; principles of 
interpersonal, 69–70; 360-degree, 68

Feelings: defusing emotions and, 96–97; 
human resource frame’s focus on caring 

and love, 178e, 180–181; listening and 
inquiring to understand other people’s, 95

Finding Nemo (film), 92
Firth, Neal, 126
Fisher, Roger, 85–86
Fluid expertise, 12–13
Football team structure, 45–46
Forbes magazine, 148
Ford, Henry, 1, 52, 167, 170, 185, 188–189, 

191
Ford, William, III, 165–166, 169, 171
Ford Motor Company: “Alan Legacy” 

for turnaround of, 171; Alan Mulally 
brought in to transform, 166–172; 
Business Plan Review (BPR) introduced 
to, 168, 169; debt facing, 165–166; 
deliberate media “leaks” strategy used 
by, 166; improved employee retention at, 
169–170; Model T advertisement (1925) 
by, 170; securing support for change 
from senior executives of, 167–169; 
story of Allan Mulally’s turnaround 
of, 191–192; town hall meeting held 
for employees of, 166–167; United 
Automobile Workers (UAW) recruited 
to help transformation at, 167, 191

Fortune magazine: Businessperson of the 
Year award, 113; list of America’s 100 
Best Places to Work 2013, 61, 113

Four-frame model: change management 
using the, 163–172; introduction to 
human resource frame, 15, 17, 19e; 
introduction to political frame, 16, 17, 
19e; introduction to structural frame, 
15, 16, 19e; introduction to symbolic 
frame, 16, 17–18, 19e; Jeff Bezos’s 
leadership configuration using the, 147fig; 
leadership ethics reframed using the, 
178e–185; multiframe thinking of the, 
18–20; overview of the, 19e; Steve Jobs’s 
leadership configuration using the, 155fig; 
Tony Hsieh’s leadership configuration 
using the, 150fig; understanding the 
power of the, 14–16; Ursula Burns’s 
leadership configuration using the, 152fig. 
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See also Leadership images; Leadership 
thinking; specific frame

Frames: definition of, 11; four leadership, 
14–18; multiframe thinking, 18–20; 
reframing by shifting, 13–14

Framing: matching mental maps to 
situations through, 13; process of 
reframing previous, 13–14; role of fluid 
expertise in, 12–13; understanding the 
process of, 11–13. See also Reframing

Fry, Art, 161
Functional groups: based on knowledge or 

skill, 27; based on product organization, 
27; based on time or shift, 27; established 
around customers or clients, 27; grouped 
by process, 28; organized around place 
or geography, 28

G
Game plans, 98–99
Gates, Bill, 5, 97
General Electric (GE), 9, 161, 171, 191
George, Bill, 177, 178
Gerstner, Lou: ability to reframe his 

thinking, 8; effective change management 
by, 162; influenced by stories of Thomas 
J. Watson Sr., 185; stories of IBM’s history 
and future told by, 193; story of his 
turnaround of IBM, 192–193; successful 
reframing of IBM, 5–8, 9, 23, 170

Getting to Yes (Fisher and Ury), 85–86
Gladwell, Malcolm, 11
“Go to the balcony” strategy, 96
Goals: as contextual factor or structural 

contingencies, 29e, 30; embedded in 
strategy, 30; as major task of leadership, 30

Google, 47, 162, 163
Gordon, Eric, 176
Grisham, John, 87
Group dynamics: comparing leadership 

impact on, 41–43; Lord of the Flies 
(Golding) description of failed, 37–39; 
saga of the trapped Chilean miners, 39–41

Groups: Chilean miners during rescue, 
39–43; Lord of the Flies dystopian novel 

about schoolboys, 37–39, 41–43, 47; 
political nature of all, 79–80; six ways  
of organizing functional, 27–28.  
See also Teams

H
Harley-Davidson, 47
Harvard University: comparing structure 

of McDonald’s and, 24–27; decentralized 
structure of, 26; two core processes at, 30

Heifetz, Ronald, 94–95
Henriquez (el Pastor), 39, 40, 41, 42
Hippocratic Oath, 12
Hiring: Ellen and Don’s story on 

interpersonal blindness during process 
of, 65–67, 73–76; Men’s Wearhouse 
approach to, 60; Semco’s human resource 
frame approach to, 56

Hock, Dee, 120
Holland, Chuck, 126
Home Depot: Bob Nardelli’s cluelessness 

and impact on, 9–10, 12, 13, 162; 
revamped with Six Sigma, 10

HomeDepotSucks.org, 10
“Horse trading,” 84
How to Measure Anything: Finding the 

Value of “Intangibles” in Business 
(factories metaphor), 15, 16

HP (Hewlett-Packard), 6
Hsieh, Tony: customer-service standards of, 

108, 157; Delivering Happiness by, 149; 
leader of the tribe image of, 149–151; 
leadership configuration used by, 150fig; 
Linkexchange.com cofounded by, 150

Human brain: how it perceives reality, 11; 
mental maps created by the, 11–13. See 
also Leadership thinking

Human resource frame: change 
management strategy using the, 
164e–165; Ellen and Don’s story used to 
examine the, 65–67, 73–76; expansion 
of leaders’ thinking by the, 62; family 
metaphor, concepts, leadership, and 
challenge of the, 15, 17, 19e; Jeff 
Bezos’s rare display of the, 147fig, 156; 
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leadership and management approach of 
the, 51–62; Men’s Wearhouse employee 
management using the, 59–62; Olivia 
Martin case study using the human 
resource scenario, 134–136; overcoming 
interpersonal blindness through the, 
63–76; people-friendly principles of the, 
49, 55e; reframing ethical leadership 
using the family metaphor of the, 178e, 
180–181; Semco turnaround using the, 
54–59; Steve Jobs’s rare display of the, 
156. See also Four-frame model

Humor, and play, 124–125

I
IBM: Charlie Chaplin commercials and 

THINK slogan of, 6; cultural values, 
language, and beliefs of, 7, 8; financial 
decline facing, 5–6; Lou Gerstner’s 
stories to illuminate history and future 
of, 193; Lou Gerstner’s successful 
reengineering of, 5–8, 23, 170, 192–193; 
reframing customer service at, 8

The Idea-Driven Organization (Robinson 
and Schroeder), 182

Iger, Bob: appointed to replace Michael 
Eisner, 93; as a peacemaker, 91, 93–94

Ikea (Brooklyn store), 51
Il Giornale, 114
Illanes, Juan, 39
Immelt, Jeff, 161
Incognito (Eagleman), 11
Information technology: as contextual 

factor or structural contingency, 29e; 
role of in Iraq invasion (2003), 30–31

Inquiry. See Advocacy and inquiry skills
Interpersonal blindness: as common 

problem in business encounters, 64–65; 
conflict between virtuous self-image 
and self-interest resulting in, 68; Ellen 
and Don’s story of, 65–67, 73–76; how 
increased self-awareness can prevent, 
68–73; Lao-tzu’s words on, 67–68; Sarah 
Palin’s interview (2008) as example of, 
63–64

Interpersonal feedback principles: 1: ask 
and you shall receive, 69; 2: say thank 
you, 69; 3: ask before giving, 69–70; 4: 
when asked, give your best, 70; 5: tell the 
truth, 70–73

iPhone, 154–156
iPod, 155, 156
Iraq invasion (2003), 30–31
Israel, and Camp David Accords (1978), 

85–86
iTunes, 92
Ive, Jony, 156
Izod, 4

J
Jackson, Phil, 46
JCPenney: need for turnaround at, 3; Ron 

Johnson’s failed vision for transforming, 
3–5, 8, 9, 192; Wal-Mart’s market 
challenge to, 99

Jobs, Steve: ability to recruit and rally 
his team, 99; battle between Michael 
Eisner and, 92–93, 94, 101, 156; Bob 
Iger’s peacemaking with, 91, 93–94; 
epitomizing the warrior, 91–93, 97, 
98; fired from Apple, 154; his band of 
“Pirates,” 119; investment in Pixar by, 92–94, 
154; iPhone launch publicity approach 
by, 154–156; lack of human resource 
leadership displayed by, 156; leadership 
configuration of, 155fig; as master of the 
symbolic frame, 154–156; NeXT failure 
of, 154; passion and commitment of, 
98; showmanship of, 113; warrior artist 
leadership image of, 91–93, 153–156

Joe Fresh, 4
Johnson, Ron: comparison of Lou Gerstner 

and, 8; failed vision for transforming 
JCPenney, 3–5, 8, 157, 192; lack of 
self-awareness by, 190; poor thinking 
evidenced by, 9, 10; single-lens view of, 15

Johnson & Johnson (J&J): Burke’s Credo 
Challenge meetings held at, 184–185; 
Burke’s ethical response to the Tylenol 
crisis (1982), 175, 176; J&J Credo 
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of, 175, 176; recent ethical scandals 
involving, 176, 185

JoJo’s Ritz-Carlton adventure story, 117
Jungle metaphor (political frame): 

introduction to the, 16, 17, 19e; leader’s 
power and justice contribution to 
the, 178e, 181–183; reframing ethical 
leadership using the, 178e, 181–183

Justice and power (political frame), 178e, 
181–183

K
Kanter, Rosabeth, 83–84
Keidel, R. W., 46
Kelleher, Herb, 108
Kennedy, John F., 115
Kentucky Fried Chicken, 107
Kidder, Tracy, 120, 121, 184
King, Martin Luther, Jr., 14
Kramer, Michael, 4
Kroc, Ray, 25, 28–29
Kurosawa, Akira, 20

L
Lao-tzu, 67–68
Larsen, Ralph, 176
Lateral authority structure, 28
Lead with LUV: A Different Way to Create 

Real Success (families metaphor), 15, 17
Leader worldview: four key elements of 

a, 189–190; the leader’s story created 
through their own, 190–193; as part of 
the leadership process, 188fig

Leader worldview elements: beliefs, 
189–190; concepts and categories, 189; 
self-image, 190; values, 190

Leaders: carriers versus catalysts of change, 
160–163; human resource frame used by, 
15, 17, 19e, 49–76; interpersonal blindness 
by, 63–76; as Magicians, 107–118; often 
portrayed as change agents, 159–160; as 
Peacemakers, 91, 93–97, 101; political 
frame used by, 16, 17, 19e, 77, 79–87, 
91–103; self-awareness of effective, 68–73; 
spiritual, 178e, 183–185; structural frame 

used by, 16, 19e, 24–48; worldviews and 
frames for weaving their own stories, 129, 
187–193; as Warriors, 91–93, 97–101, 
153–156

Leadership: advocacy and inquiry skills of, 
73fig–76; aligning team structure and 
task, 48; challenges related to managing 
change, 159–173; comparing Lord of the 
Flies and Chilean miners, 41–43; failed 
model in Lord of the Flies (Golding), 
37–39, 41–43; interpersonal blindness 
issue of, 63–76; and saga of the trapped 
Chilean miners, 39–43; worldviews, 
frames, and stories of, 188fig–193. See 
also Structural leadership

Leadership ethics: four-frame model for 
reframing, 178e–185; human resource 
frame, family metaphor, and leader’s love 
and caring, 178e, 180–181; Johnson & 
Johnson (J&J) Tylenol crisis response 
and, 175, 176; as making all the difference 
to organizations, 177–178; Medtronic led 
by Bill George’s, 176–177, 178; political 
frame, jungle metaphor, and leader’s 
power and justice, 178fig, 181–183; 
recent scandals related to, 175–176; 
structural frame, factory metaphor, and 
leader’s authorship of excellence, 178e, 
179; symbolic frame, temple metaphor, 
and leader’s faith and significance, 178e, 
183–185. See also Decision making

Leadership images: of Amazon’s Jeff 
Bezos, 146–149, 157; of Apple’s Steve 
Jobs, 153–156; overview of, 145–146; 
of Xerox’s Ursula Burns, 151–153; of 
Zappos’s Tony Hsieh, 149–151, 157.  
See also Four-frame model

Leadership kite configurations: Jeff Bezos’s, 
147fig; Steve Jobs’s, 155fig; Tony Hsieh’s, 
150fig; Ursula Burns’s, 152fig

Leadership Orientations Profile, 132, 146
Leadership practices: holistic and 

multiframe approach to change, 129, 
159–173; knowing their leadership kite 
and their blind spots, 129, 145–157; 
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leadership ethics, 129, 175–186; 
reframing as, 129, 131–143; strategies 
for improving, 129; weaving their own 
stories, 129, 187–193

Leadership thinking: the curse of 
cluelessness and impact on, 9–10; 
human resource frame’s expansion of, 
62; interpersonal blindness problem 
of, 63–76; Lou Gerstner’s successful 
reframing of IBM through, 5–8, 9; role 
of framing in, 11–13; Ron Johnson’s 
failure of at JCPenney, 3–5, 8. See also 
Four-frame model; Human brain

Leading people. See Employee 
management

LeBoutillier, John, 83
Lewis, John, 14
Lin, Alfred, 149
Linkexchange.com, 150
Linsky, Martin, 94–95
Listening, 95
Lockheed’s Skunk Works, 119, 127, 128
Lord of the Flies (Golding): comparing 

leadership dynamics of the Chilean 
miner rescue and, 41–43; failed group 
dynamics described in, 37–39; showing 
difference between “self-managing” and 
“leaderless,” 47

Los Angeles Times, 92
“Lost in Space” program (Semco), 57
Love and caring (human resource frame), 

178e, 180–181
Lucasfilm, 92

M
Machiavelli, Niccolò, 17, 159
Macintosh, 155
The Magician: Howard Schultz and his 

cultural revival of Starbucks, 108–115; 
strategies used by symbolic leaders 
taking the role of, 114–118; WD-40 as 
example of cultural symbols, 107–108

Mapping political terrain, 81–83
March, J. G., 160
Martha Stewart brand, 4

Martin, Olivia. See Davis-Martin case study
Mary Kay Cosmetics, 108
McCain, John, 63
McCartney, Paul, 110–111
McDonald’s: comparing the structure of 

Harvard University and, 24–27; core 
process of, 29–30; expanded by Ray Kroc, 
25, 28–29; Jim Skinner’s role as CEO of, 
23; size and age of, 28–29; structured 
around place or geography, 28

McGregor, Douglas, 52
McNerney, W. James, Jr., 161
Medtronic: core mission to serve patients, 

176–177; “Mission and Medallion 
Ceremony” of, 177, 184; strong ethical 
leadership of, 176–177, 178

Melville, Herman, 114
Men’s Wearhouse: founding of, 60; George 

Zimmer’s firing from, 61–62; “Suits 
University” to train employees of, 
61; enlightened approach to people 
management, 52–53, 59–60; wardrobe 
consultants of, 61; Zimmer’s road map 
for successful people management at, 
60–62. See also Zimmer, George

Mental maps: description and function 
of, 11–12; fluid expertise for creating, 
12–13; framing used to match situations 
to, 13; reframing when circumstances 
change, 13–14

Mercadona (Spain), 51
Microsoft: self-directed teams of, 47; Lisa 

Brummel as catalyst of change at, 162–
163; Steve Ballmer’s change management 
at, 162–163

The Misanthrope (Molière), 84–85
“Mission and Medallion Ceremony” 

(Medtronic), 177, 184
MobileMe (Apple), 156
Moby Dick (Melville), 114
Model T advertisement (1925), 170
Molière, 84–85
“The Moment of Truth” (Jan Carlzon), 117
Morse, Gene, 88
Motorola, 161
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Mulally, Alan: “Alan Legacy” for turning 
around Ford, 171; brought in to 
transform Ford Motor, 166–172; his 
first impressions of Ford Motor, 167; 
influenced by stories of Henry Ford, 
185, 188–189, 191; personal story of his 
turnaround at Ford, 191–192; securing 
help from United Automobile Workers 
(UAW), 167, 191; securing support for 
change from Ford’s senior executives, 
167–169; self-image of, 191; worldview 
and personal story of, 188–189

Mulcahy, Anne: ability to map political 
terrain at Xerox, 81–83; effective 
change management by, 162; leading 
by example, 116; retirement (2009) 
from Xerox, 152; setting agenda for 
developing vision for Xerox, 81; skills 
for networking and building coalitions, 
83–85; success at turning Xerox around, 
80; Ursual Burns’s deputy position to, 84, 
151–152; win-win bargaining strategy 
used by, 86–87

Multiframe thinking, four-frame model 
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