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Coming Soon:

Ki ThoughtBridge is excited to
announce the new Constructive

Conflict Management Kit®.

Ki ThoughtBridge’s new Constructive

Conflict Management Kit® defines the
characteristics of healthy and unhealthy
conflict management, outlines a four step
process for managing conflict
constructively and gives users a series of
tools which maximize the probability of
success at each step in the conflict
resolution process.

If you, your organization or team would
like to be notified when the new Kit is
available, please contact Sue Schraffa at
Ki ThoughtBridge: 317-822-8205/
sschraffa@kithoughtbridge.com

The Company Leaders Trust:
Connecting Ideas for Powerful
Results™

Ki ThoughtBridge provides organizational
assessment, executive coaching, leadership
development, customized skill-building
workshops, and an array of conflict
resolution, negotiation, and change
management resources for businesses,
philanthropic institutions, and educational
systems.

Leaders use a variety of technical and
adaptive skills on a daily basis. However,
90% of the problems leaders face are

adaptive, while the majority of the training
they have received is technical. Ki
ThoughtBridge helps leaders integrate their
adaptive skills with their technical
expertise, enabling them to achieve results
using tools and processes that build trust,
integrity, effectiveness, and profitability.

Contact Us

Ki ThoughtBridge

135 N Pennsylvania Street, Suite 1750
Indianapolis, IN 46204

317-822-8205

www.kithoughtbridge.com

The Case of Missing Service®
By Katherine Tyler Scott

Read Katherine’s weekly leadership column in the Washington Post

The Bullseye Corporation prides itself on customer service and has received numerous
local, state, and national awards for the manner in which it deals with customers. The
company is also noted for providing quality merchandise at affordable prices and
attracts a high volume of customers to its stores. The president of the company, Robert
Gole, just received the CEO of the Year Award from Financial Wizards Magazine. He is
very pleased with the performance of the company and especially with the caliber of
managers he has. He is particularly impressed with his latest hire, James Moore—a
young man and recent MBA graduate with previous executive and retail experience. He
placed him in the management position at their newest store.

Robert received a phone call from an irate customer complaining about this store and
“the lack of service” she experienced. The customer said that she initially couldn’t find
a clerk to assist her with finding her purchases, and when she needed to ask a question
about an item the clerk she did find couldn’t answer it. After getting the items she
came for, she stood in line for 10 minutes. After her items were rung up she handed
the clerk a check for the total but the check would not clear processing. She was asked
for identification, which she provided but once again the check was rejected. The clerk
informed her that Bullseye could not accept the check. The customer wanted an
explanation but was told that the clerk couldn’t provide one. The customer asked to see
the manager and, after explaining the situation to him, was given the same response
she had received from the clerk. The manager, James, informed her that she needed to
call her bank to find out why her check was rejected. The customer shared with the
CEO how much time she had taken to find out the reason why, when she had more
than adequate funds in her checking account. Her banker even called the Bullseye
store but was told they had to call the company contracted by Bullseye to process and
approve checks. The customer called this company and was told the problem was a
“systems error” with the store’s machine. She asked if they would call Bullseye to let
them know that the problem was their machine, but was told they could not do this.

What should the Bullseye President and CEO do?

Find out what Ki ThoughtBridge recommends...........

The Inner Work Institute®
Session I: August 19 & 20, 2010

A Program for Executive Leaders Responsible
for Transformational Change

’

The Inner Work Institute® consists of four educational sessions that sharpen leaders
ability to effectively lead complex change. The Institute provides proven leaders with the
opportunity to step away from the press of day-to-day responsibilities, reflect, gain
focus, and acquire new ways of thinking and problem solving so they can better lead
their organizations and communities.

Contact Mandy Schwartzentruber at Ki ThoughtBridge: 317-822-8205 /
mandys@kithoughtbridge.com for more information regarding The Inner Work Institute®

Please click here to view a pdf version of the newsletter

If you would like to be taken off of our mailing list please contact us at sschraffa@kithoughtbridge.com



http://www.kithoughtbridge.com/pages/21_contact_us.cfm�
http://www.kithoughtbridge.com/�
mailto:sschraffa@kithoughtbridge.com�
http://www.kithoughtbridge.com/pages/433_june_case_study�.cfm�
http://www.kithoughtbridge.com/pages/62_katherine_tyler_scott.cfm�
http://views.washingtonpost.com/leadership/panelists/katherine_scott/�
http://www.kithoughtbridge.com/pages/433_june_case_study�.cfm�
http://www.kithoughtbridge.com/pages/145_register_for_ki_thoughtbridge_events.cfm�
http://www.kithoughtbridge.com/pages/145_register_for_ki_thoughtbridge_events.cfm�
mailto:mandys@kithoughtbridge.com�
http://www.kithoughtbridge.com/pages/145_register_for_ki_thoughtbridge_events.cfm�
http://www.kithoughtbridge.com/pages/422_ki_thoughtbridge_s_conflict_management_kit.cfm�
http://www.kithoughtbridge.com/pages/422_ki_thoughtbridge_s_conflict_management_kit.cfm�
http://www.kithoughtbridge.com/pages/422_ki_thoughtbridge_s_conflict_management_kit.cfm�
http://www.kithoughtbridge.com/pages/422_ki_thoughtbridge_s_conflict_management_kit.cfm�
http://www.kithoughtbridge.com/download/5_june_kitb_newsletter_final_06_15_10.pdf�
mailto:sschraffa@kithoughtbridge.com�


<<

  /ASCII85EncodePages false

  /AllowTransparency false

  /AutoPositionEPSFiles true

  /AutoRotatePages /None

  /Binding /Left

  /CalGrayProfile (Dot Gain 20%)

  /CalRGBProfile (sRGB IEC61966-2.1)

  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)

  /sRGBProfile (sRGB IEC61966-2.1)

  /CannotEmbedFontPolicy /Error

  /CompatibilityLevel 1.4

  /CompressObjects /Tags

  /CompressPages true

  /ConvertImagesToIndexed true

  /PassThroughJPEGImages true

  /CreateJobTicket false

  /DefaultRenderingIntent /Default

  /DetectBlends true

  /DetectCurves 0.0000

  /ColorConversionStrategy /CMYK

  /DoThumbnails false

  /EmbedAllFonts true

  /EmbedOpenType false

  /ParseICCProfilesInComments true

  /EmbedJobOptions true

  /DSCReportingLevel 0

  /EmitDSCWarnings false

  /EndPage -1

  /ImageMemory 1048576

  /LockDistillerParams false

  /MaxSubsetPct 100

  /Optimize true

  /OPM 1

  /ParseDSCComments true

  /ParseDSCCommentsForDocInfo true

  /PreserveCopyPage true

  /PreserveDICMYKValues true

  /PreserveEPSInfo true

  /PreserveFlatness true

  /PreserveHalftoneInfo false

  /PreserveOPIComments true

  /PreserveOverprintSettings true

  /StartPage 1

  /SubsetFonts true

  /TransferFunctionInfo /Apply

  /UCRandBGInfo /Preserve

  /UsePrologue false

  /ColorSettingsFile ()

  /AlwaysEmbed [ true

  ]

  /NeverEmbed [ true

  ]

  /AntiAliasColorImages false

  /CropColorImages true

  /ColorImageMinResolution 300

  /ColorImageMinResolutionPolicy /OK

  /DownsampleColorImages true

  /ColorImageDownsampleType /Bicubic

  /ColorImageResolution 300

  /ColorImageDepth -1

  /ColorImageMinDownsampleDepth 1

  /ColorImageDownsampleThreshold 1.50000

  /EncodeColorImages true

  /ColorImageFilter /DCTEncode

  /AutoFilterColorImages true

  /ColorImageAutoFilterStrategy /JPEG

  /ColorACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /ColorImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000ColorACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000ColorImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasGrayImages false

  /CropGrayImages true

  /GrayImageMinResolution 300

  /GrayImageMinResolutionPolicy /OK

  /DownsampleGrayImages true

  /GrayImageDownsampleType /Bicubic

  /GrayImageResolution 300

  /GrayImageDepth -1

  /GrayImageMinDownsampleDepth 2

  /GrayImageDownsampleThreshold 1.50000

  /EncodeGrayImages true

  /GrayImageFilter /DCTEncode

  /AutoFilterGrayImages true

  /GrayImageAutoFilterStrategy /JPEG

  /GrayACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /GrayImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000GrayACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000GrayImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasMonoImages false

  /CropMonoImages true

  /MonoImageMinResolution 1200

  /MonoImageMinResolutionPolicy /OK

  /DownsampleMonoImages true

  /MonoImageDownsampleType /Bicubic

  /MonoImageResolution 1200

  /MonoImageDepth -1

  /MonoImageDownsampleThreshold 1.50000

  /EncodeMonoImages true

  /MonoImageFilter /CCITTFaxEncode

  /MonoImageDict <<

    /K -1

  >>

  /AllowPSXObjects false

  /CheckCompliance [

    /None

  ]

  /PDFX1aCheck false

  /PDFX3Check false

  /PDFXCompliantPDFOnly false

  /PDFXNoTrimBoxError true

  /PDFXTrimBoxToMediaBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXSetBleedBoxToMediaBox true

  /PDFXBleedBoxToTrimBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXOutputIntentProfile ()

  /PDFXOutputConditionIdentifier ()

  /PDFXOutputCondition ()

  /PDFXRegistryName ()

  /PDFXTrapped /False



  /CreateJDFFile false

  /Description <<



    /BGR <>

    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>

    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>

    /CZE <>

    /DAN <>

    /DEU <>

    /ESP <>

    /ETI <>

    /FRA <>

    /GRE <>



    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)

    /HUN <>

    /ITA <>

    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>

    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>

    /LTH <>

    /LVI <>

    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)

    /NOR <>

    /POL <>

    /PTB <>

    /RUM <>

    /RUS <>

    /SKY <>

    /SLV <>

    /SUO <>

    /SVE <>

    /TUR <>

    /UKR <>

    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)

  >>

  /Namespace [

    (Adobe)

    (Common)

    (1.0)

  ]

  /OtherNamespaces [

    <<

      /AsReaderSpreads false

      /CropImagesToFrames true

      /ErrorControl /WarnAndContinue

      /FlattenerIgnoreSpreadOverrides false

      /IncludeGuidesGrids false

      /IncludeNonPrinting false

      /IncludeSlug false

      /Namespace [

        (Adobe)

        (InDesign)

        (4.0)

      ]

      /OmitPlacedBitmaps false

      /OmitPlacedEPS false

      /OmitPlacedPDF false

      /SimulateOverprint /Legacy

    >>

    <<

      /AddBleedMarks false

      /AddColorBars false

      /AddCropMarks false

      /AddPageInfo false

      /AddRegMarks false

      /ConvertColors /ConvertToCMYK

      /DestinationProfileName ()

      /DestinationProfileSelector /DocumentCMYK

      /Downsample16BitImages true

      /FlattenerPreset <<

        /PresetSelector /MediumResolution

      >>

      /FormElements false

      /GenerateStructure false

      /IncludeBookmarks false

      /IncludeHyperlinks false

      /IncludeInteractive false

      /IncludeLayers false

      /IncludeProfiles false

      /MultimediaHandling /UseObjectSettings

      /Namespace [

        (Adobe)

        (CreativeSuite)

        (2.0)

      ]

      /PDFXOutputIntentProfileSelector /DocumentCMYK

      /PreserveEditing true

      /UntaggedCMYKHandling /LeaveUntagged

      /UntaggedRGBHandling /UseDocumentProfile

      /UseDocumentBleed false

    >>

  ]

>> setdistillerparams

<<

  /HWResolution [2400 2400]

  /PageSize [612.000 792.000]

>> setpagedevice



