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Management Paradoxes

●● The highest performing organizations are built on love, but they are also run “by the numbers.”  

Don’t be fooled by this paradox or make either/or choices. Insist on having it both ways.

●● Manage by fact, but learn by doing. This means “going with your gut” when you don’t have  

the facts. Six months later, you’ll have plenty of new facts to assess. 

●● The better your organization performs, the more quickly it improves. The Good to Great  

flywheel analogy is exactly right. 

Leadership

●● Great leaders choose progress over peace (Edwin Friedman). Great team members  
do, too (Bo Snyder).

●● Two very important roles of leaders—especially CEOs: Show everyone “True North”  
(over and over), and cheerlead like crazy. 

●● A management team with humility, a team approach, a solid work ethic, and a healthy  
dissatisfaction with the status quo stands a good chance of achieving great results. In fact,  
these ingredients pretty much guarantee success.

Strategic Planning

●● The process of strategic planning is far more important than the final document. Don’t let  
the strategic planning department do the strategic plan. Let them manage the process.  
(No slight intended to the strategists; I’m one of them!) 

●● The highest-performing organizations fold their goal setting, strategy, budgeting and  
accountability standards into one integrated, continuous process.

●● If you don’t have the right answers, try to identify the right questions. Once the questions  
are on paper, good answers will come quickly enough.

●● Ask, who is our biggest enemy? It’s not the competition; invariably, it’s the enemy within.  
When internal constituents are aligned and committed, you’ve won.

●● A “vanilla” plan + excellent deployment = exceptional results. Winning organizations  
can publish their plans for their competitors to see, because it’s not the plan— 
but the execution—that brings success!

●● To inoculate your organization against competitors, focus on improvement, not on growth. 
Organizations that try to grow often do not. Organizations that improve often grow enormously. 

Process Improvement

●● Six sigma and Lean can deliver incredible value, BUT you will get sustained results faster if you stop 
hiring people with crappy attitudes.

●● “Blameless post-mortems” are routine in high-performing organizations.

●● Two key strategic questions to jump-start performance improvement: What are your most 
important processes? How do you know how well you’re performing on these? 
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Customers: Patients, Physicians & Partners

●● The customer may always be the customer, but that doesn’t mean they are always  
smart or have a good memory. Keep reminding them about what their requirements  
are and how you have listened to them to better meet their needs.

●● Your doctors will (eventually) love you for forcing them to identify their  
“Top 5 Requirements” of your hospital. Focus on those requirements like crazy.  
Stay engaged with the physicians to get their feedback and to show them  

(more reminding!) how you’ve addressed their issues.

●● The best organizations hire only people who are predisposed to give great customer  

service. Their training is not sophisticated! And the best way to improve customer  

service is to fix processes that drive customers nuts.

●● Ask, is a month with bad customer service results as worrisome for us as a month  

with bad financial results? In a balanced, high-performing organization, the answer is “Yes.”

Ten Things that High-achieving Hospitals Tend to Do

1. Set some big goals.

2. Keep score the right way.

3. Use down-to-earth strategic planning.

4. Become a magnet for employees and physicians.

5. Develop a simple and compelling mission and vision.

6. Make “performance improvement” more than just a department.

7. Get work done in multi-disciplinary practice teams.

8. Extensively listen to and learn from patients and key stakeholders.

9. Deliver Disney-esque customer service.

10. Continually assess, “How are we doing as a management team?”
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