Coaching/Mentoring

Books

Bell, Chip R.  Managers As Mentors: Building Partnerships for Learning.  (ALL/HCF HF 5385 .B45 1998)

Dell, Twyla.  Motivating at Work: Empowering Employees to Give Their Best.  (HP 13 1998)

Goldsmith, Marshall (Editor), Kaye, Beverly (Editor), and Shelton, Ken (Editor).  Learning Journeys:  Top Management Experts Share Hard-Earned Lessons on Becoming Great mentors and Leaders.  (ALL/HCF HD 30.4 .L396 2000)

Lawson, Karen.  Improving Workplace Performance Through Coaching.  (HP 10 1996)

Mink, Oscar G., Owen, Keith Q., and Mink, Barbara.  Developing High Performance People: The Art of Coaching. (ALL/HCF HF 5549.5 .T7 M557 1993)

Minor, Marianne.  Coaching and Counseling: A Practical Guide for Managers and Team Leaders.  (HP 18 1996)

Minor, Marianne, Racine, Robert (Editor), Barcos, Kathleen (Editor), and Ralph Mapson (Illustrator). Coaching for Development: Skills for Managers and Team Leaders.  (ALL/HCF HF 5549 .M525 1995)

Nelson, Bob. 1001 Ways to Reward Employees  (HF 5549.5I5 N45 1994)

Peddy, Shirley.  The Art of Mentoring:  Lead, Follow and Get Out of the Way.

(HF 5385 .P37 1998)

Shea, Gordon F.  Mentoring: A Practical Guide.  (HP 19 1997)

Shea, Gordon F.  Mentoring: How to Develop Successful Mentor Behaviors.  (HP 16 1992)

Weinstein, Elizabeth.  Mentoring for Success.  (HP 9 1998)

Wellington, Sheila W.  Be Your Own Mentor:  Strategies From Top Women On the Secrets of Success.  (HF 5385 .W44 2001)

Videos
Coaching a Winning Team---55 minutes (VC HD 30.28 C83 1997)

Coaching Essentials for Managers and Executives---60 minutes (VC HF 5549.5 C63 1999)

Empowering Others.  (IC 1 1991)

Four C’s of Coaching Skills---23 minutes
Helping Hand: Coaching Skills---38 minutes (VC ALL/HCF HF 5549.12 .H44 1990)

Improving Performance Through Empowerment.—18 minutes (PI 4 1998) 

Managers As Mentors: Building Partnerships for Learning.---18 minutes (VC VISN HF 5385 .M46 1999)

Mentoring----25 minutes (VC ALL/HCF HF 5385 .M45 1993)

The Practical Coach---24 minutes (VC VISN HF 5549 .P72 1997)


Teamwork,The Miracle of Flight 232---28 minutes (VC HD 66 .T43 2001)

We Need to Talk: Coaching Employees in Healthcare—24 minutes (HP 11 1998)

When the Coach is You (Healthcare Vision): Skills for Helping Others Learn What You Already Know---18 minutes (VC ALL/HCF W 21 W567 2000)

Audiocassettes

Love ‘Em or Lose ‘Em: Getting Good People to Stay.  (VISN HF 5549.5 .R58 L68 2001)

Creative Thinking

Books

Bellman, Geoffrey M.  Getting Things Done When You’re Not in Charge.  (ALL/HCF HD 57.7 .B454 1993)

Meyer, Pamela.  Quantum Creativity: Nine Principles to Transform the Way You Work.  (ALL/HCF BF 408 M613 2000)

Videos

Achieving High Performance Through Core Competencies (Part 6; Creative Thinking).----9 minutes (VC ALL/HCF HF 5549.5 .P35 A24 1998)

Everyday Creativity----30 minutes (VC VISN BF 408 E93 1999)

Tactics of Innovation---25 minutes (VC VISN HD 58.8 .T32 1998)

Customer Service

Books

Barett, Sherry L.  Keep Calling Them! Superior Service on the Telephone.  (CS 2 1996)

Barlow, Janelle and Moller, Claus.  A Complaint Is A Gift: Using Customer Feedback as a Strategic Tool.  (ALL/HCF HF 5415.5 .B367 1996)

Bell, Chip R.  Customers as Partners: Building Relationships That Last.  (ALL/HCF HF 5415.5 .B434 1996)

Finch, Lloyd C.  Twenty Ways to Improve Customer Service.  (CS 9 1994)

Ford, Lisa.  Customer Service Excellence: It’s in the Details.  (CS 1 1997)

Friedman, Nancy J.  Telephone Skills from A to Z.  (CS 10 1995)

Gerteis, Margaret, Susan Edgeman-Levitan, Jennifer Daley and Thomas L. Delbanco, Eds.  Through the Patient’s Eyes: Understanding and Promoting Patient-Centered Care.  (ALL/HCF W 84.7 T531 1993)

Griffin, Jill.  Customer Loyalty:  How to Earn It, How to Keep It.  (HF 5415.5 .G76 1995)

Harvey, Eric.  180 Ways to Walk the Customer Service Talk.  (CS 15 1999)

Kearney, Elizabeth I.  Customers Run Your Business:  They Pay the Bills.  (HF 5415.5 .C87 1990)

Kearney, Elizabeth I.  Everyone is a Customer.  (HF 5415.5 .K43 1990)

Kearney, Katherine.  Men and Women at Work.  (HD 6060.6 .K4 1994)

Lebow, Wendy.  Achieving Impressive Customer Service:  7 Strategies for the Health Care Manager. (ALL/HCF W 84.1 L482 1998)

Leland, Karen, Bailey, Keith.  Customer Service for Dummies.  (HF 5415.5 .L45 1999)

Lundin, Stephen C. Fish:  a Remarkable Way to Boost Service and Improve Results.  (HF 5549.5 .M63 L86 2000)

Martin, William B.  Quality Customer Service.  3rd edition.  (CS 12 1993)

Nykiel Ronald A.  Keeping Customers in Good Times and Bad.  (HF 5415.5 .N95 1993)

Platt, Frederic W.  Field Guide to the Difficult Patient Interview.  (ALL/HCF W 62 P7189f 1999)

Ramundo, Michael.  The Complete Customer Service Model Letter and Memo Book. (HF 5726 R35 1995) 

Rosenbluth, Hal F.  The Customer Comes Second:  and Other Secrets of Exceptional Service.  (HF 5415.5 .R67 1992)

Schneider, Benjamin.  Winning the Service Game.  (CS 13 1995)

Shelton, Patrick J.  Measuring and Improving Patient Satisfaction.  (W 85 S545m 2000)

Tjoswold, Dean.  Teamwork for Customers:  Building Organizations That Take Pride in Serving.  (HF 5415.5 .T55 1993) 

Willinaham, Ron.  Hey, I’m the Customer.  (HF 5415.5 .W584 1992)

Zenke, Ron.  Best Practices in Customer Service.  (HF 5415.5 .B484 1999)

Videos 
Achieving High Performance Through Core Competencies (Part 4; Customer Service).----10 minutes (VC ALL/HCF HF 5549.5 .P35 A24 1998)

An Invisible Man Meets the Mummy.—19 minutes (CS 7 1999)

Basic Basic Telephone Skills----20 minutes (VC VISN HF 5541 .T4 B37 1999)

Between You and Me: Solving Conflict for the Public Sector.----23 minutes (VC VISN HD 42 .B47 1995)

Call Center Challenges----22 minutes (VC ALL/HCF HF 5541 .T4 C35 2000)

Communicating Non-Defensively----20 minutes (VC VISN HF 5549.5 .C6 C55 1994)

Conflict: The Rules of Engagement.---41 minutes (VC VISN BF 637 .I48 C748 1997)

Cultural Diversity in Healthcare----25 minutes (VC ALL/HCF W 84.1 C968 1994)

Customer for Life Series.----20 minutes each (VC VISN HF 5415.5 .C87 1999) 

--Building Customer Loyalty, One Relationship at a Time.
--Don’t Run. Don’t Hide. Dealing With Customers Who Are Upset or Angry.
--Recovering from Customer Service Breakdowns; Turning Problems Into Opportunities.

Customer Service: It’s Everyone’s Job.—23 minutes (CS 8 1999)

Determining Caller Needs: Listening Skills and Questioning Techniques.---25 minutes (VC ALL/HCF HF 5541 .T4 D47 1999)

Five Forbidden Phrases---18 minutes (VC VISN HF 5541 .T4 F58 1995)

From Curt to Courteous---23 minutes (VC ALL/HCF HF 5541 .T4 F76 1999) 

General Hospitable (CRM Learning).---20 minutes (VC VISN WX 158.5 G326 1999)

General Hospitable: Keeping Your Patients Satisfied (And Just Plain Keeping Them!).---37 minutes (VC W 85 G326 1999)

Give ‘em the Pickle!---18 minutes (VC VISN HF 5415.5 .G58 2002)

How to Deal With the Foreign Accent.---10 minutes (VC HF 5541 .T4 H69 1992)

How to Handle the Irate, Angry, Rude, Unhappy and Sometimes Abrasive Caller.---11 minutes (VC VISN HF 5541 .T4 H68I 1997) 

I’ll Be Back---28 minutes (VC ALL/HCF HF 5415.5 I44 1994)

Internal Customer Service---11 minutes (VC ALL/HCF HF 5541 .T4 I58 1998)

It Starts at the Top---29 minutes (VC VISN HF 5541 .T4 I8 1995)

Medication Counseling---51 minutes (VC ALL/HCF QV 737 M489 1994)

More Call Center Challenges---22 minutes (VC ALL/HCF HF 5541 .T4 M67 2001)

Other Side of the Window: Providing Exceptional Service in Government.---13 minutes (VC VISN HF 5415.5 .O84 2001)

Partners in Care---12 minutes (VC ALL/HCF W 62 P273 1997)

Serving the Veteran as one VA----(VC 45 minutes)

The Power Dead-Even Rule: and Other Gender Differences in the Workplace.---36 minutes (VC VISN HF 5718 .P68 1995)

Psycho-Geometrics: The Science of Understanding People and the Art of Influencing Them.---58 minutes (VC BF 698.3 P974 1994)

Quality Service in the Public Sector.---24 minutes (VC ALL/HCF HF 5415.5 .Q34 1993) 

Secret of Guest Relations---23 minutes (VC ALL/HCF WX 159 S446 1987)

Six Cardinal Rules of Customer Service.---20 minutes (VC ALL/HCF HF 5541 .T4 S59 1998)

Smile: You’re on Customer Camera.---20 minutes (VC VISN WX 158.5 S641 1999)

Talking 9 to 5: Women and Men in the Workplace.---29 minutes (VC VISN HF 5718 .T34 1995)

The 10 Commandments of Communication with People with Disabilities.---51 minutes (VC VISN HV 1553 T289 1994)

Through the Patient’s Eyes---23 minutes (VC ALL/HCF W 84.7 T531 1994)

Treating Veterans with Care: Improving Communications with Patients---16 minutes (VC ALL/HCF WX 158.5 T784 1999)

VA Customer Service: Fitting the Pieces Together---17 minutes (VC ALL/HCF WX 158.5 V111 1998)

VA Customer Service Standards: You Can Make a Difference!---10 minutes (VC ALL/HCF WX 158.5 V111 1997)

Verbal Communication: The Power of Words.----23 minutes (VC VISN HF 5549.5 .C6 V47 1992)

We Are Customers to Each Other.---11 minutes (VC HF  5541 .T4 I58 1998)
What’s Wrong with This Picture: Ten Discussion Catalyst Vignettes.----16 minutes (VC VISN HF 5541 .T4 W42 1996)

Flexibility/Adaptability

Books

Bridges, William P.  Managing Transitions: Making the Most of Change.  (ALL/HCF HD 58.8 .B75 1991)

Buckinghma, Marcus:  First, Break all the Rules. (HD 382 B83 1999)

Hanson, R.  Work and Role Redesign: Tools and Techniques for The Health Care Setting.  (WX 159 H251w 1995)

Kotter, John P.  Leading Change.  (HD 58.8 .K65 1996)

Noer, David M.  Breaking Free: A Prescription for Personal and Organizational Change.  (ALL/HCF HD 58.8 .N63 1997)

Noer, David M.  Healing The Wounds: Overcoming The Trauma of Layoffs and Revitalizing Downsized Organizations.  (HM 131 .N63 1993)

Oakley, E. Enlightened Leadership: Getting To The Heart of Change.  (ALL/HCF HD 57.7 .O2 1994)

Smye, Marti D. and McKague, Anne.  You Don’t Change a Company by Memo:  The Simple Truths About Management Change.  (ALL/HCF HD 58.8 .S67 1997)

Videos

Achieving High Performance Through Core Competencies (Part 5; Flexibility/Adaptability).---9 minutes (VC ALL/HCF HF 5549.5 .P35 A24 1998)

Wealth, Innovation and Diversity---31 minutes (VC VISN HF 5549.5 .M5 J64 2000)

Who Moved My Cheese?---13 minutes (VC ALL/HCF BF 335 W628 1999)

Interpersonal Effectiveness

Books

Bonet, Diana, Eileen Cohen (Editor), Debbie Woodbury (Editor), Ralph Mapson (Illustrator).  The Business of Listening.  (ALL/HCF BF 323 .L5 B66 2001)

Booher, Dianna.  Communicate with Confidence: How to Say It Right the First Time and Every Time.  (ALL/HCF HF 5718 .B654 1994)

Bozek, Phillip E.  50 One-Minute Tips to Better Communications.  (IC 7 1991)

Caroselli, Marlene.  Thinking on Your Feet: Tools to Communicate Clearly and Convincingly.  (IC 20 1992)

Corrado, Frank.  Communicating with Employees: Improving Organizational Communication.  (IC 17 1994)

Decker, Bert.  The Art of Communicating: Achieving Interpersonal Impact in Business.  (IC 21 1996)

duPont, Kay.  Handling Diversity in the Workplace: Communication is the Key.  (IC 19 1997)

Fisher, K.  Leading Self-Directed Work Teams: A Guide To Developing New Team Leadership Skills.  (HD 66 .F56 1993)

Flynn, Nancy.  Writing Effective E-Mail: Improving Your Electronic Communication.  (PI 12 1998)

Fritz, Roger.  How to Manage Your Boss.  (HF 5548.83 .F75 1994

Giger, Joyce Newman.  Transcultural Nursing: Assessment & Intervention.  3rd edition.  (WY 107 T772 1999)

Goleman, Daniel.  Working with Emotional Intelligence.  (VISN BF 531 G625 2000)

Harkins, Philip J.  Powerful Conversations: How High Impact Leaders Communicate.  (ALL/HCF HD 30.3 .H3713 1999)

Hathaway, Patti, Kay Keppler (Editor), With Susan D. Schubert.  Managing Upward: Strategies for Succeeding With Your Boss.  (ALL/HCF HF 5548.83 .H38 1992)

Heyman, Richard.  Why Didn’t You Say That in the First Place? How to Be Understood at Work.  (IC 12 1994)

Kearney, Elizabeth I.  People Power:  Reading People for Results.  (HD 30.3 .K43 1990x)

Keirsey, David.  Please Understand Me:  Character and Temperament Types.  (Wm 420 .K27 1984)

Kouzes, James M.  Credibility:  How Leaders Gain and Lose It, Why People Demand It.  (HD 57.7 .K678 1983)

Lundin, Stephen C., Harry Paul, John Christensen.  Fish! A Remarkable Way to Boost Morale and Improve Results.  (ALL/HCF HF 5549.5 .M63 L86 2000)

Nelson, Bob.  1001 Ways Employees Can Take Initiative.  (HD 57.7 .N446 1999)

Oakley, Ed, Doug Krug, Foreword by Larry Wilson.  Enlightened Leadership: Getting to the Heart of Change.  (ALL/HCF HD 57.7 .O2 1994)

Simmons, Annette.  Territorial Games:  Understanding and Ending Turf Ways at Work.  (HF 5549 .S5898 1998)

Tulgan, Bruce.  The Manager’s Pocket Guide to Generation X.  (ALL/HCF HD 6273 .T85 1997)

Wellington, Sheila W.  Be Your Own Mentor:  Strategies From Top Women on the Secrets of Success.  (HF 5385 .W44 2000)

Zander, Rosamund Stone.  The Art of Possibility.  (VISN BF 697 Z27 2000)
Videos

Achieving High Performance Through Core Competencies (Part 3; Interpersonal Relationships).----7 minutes (VC ALL/HCF HF 5549.5 .P35 A24 1998)

The Art of Possibility---26 minutes (VC VISN BF 697 .L4 L434 2000)

But I Don’t Have Customers---21 minutes  (VA JF 1525 ,O35 B87 1994)

Constructive Communication:  How To Give It And How To Take It.----22 minutes (VC BF 637 .C74 C66 1993)

Discussing Performance----20 minutes (VC VISN HF 5549.5 .R3 D57 2001)

Encouraging the Heart---20 minutes (VC VISN HD 57.7 .E53 2000)

Facing Anger----21 minutes (VC ALL/HCF BF 575 .A5 F141 1999)

Front of the Class---23 minutes (VC VISN HD 57.7 .F76 1995)

How to Avoid Emotional Leakage, Or, Getting Angry at Peter and Not Taking It Out on Paul.----6 minutes (VC ALL/HCF HF 5541 .T4 H68e 1989)

Interpersonal Communication Skills—65,68,74,56 minutes (IC 10 1994 vol. 1-4)

Leadership: What’s Trust Got To Do With It?---19 minutes (VC VISN HD 57.7 L42 1996)

Love and Profit: The Art of Caring Leadership.----28 minutes (VC VISN HF 5549.5 J616 L68 1993)

Max and Max---20 minutes (VC VISN HD 50.5 .M39 1998)

Power Dead-Even Rule and Other Gender Differences in The Workplace.----36 minutes (VC VISN HF 5718 .P68 1995)

Talking 9 to 5: Women and Men in the Workplace.----29 minutes (VC VISN HF 5718 .T34 1995)

Audiocassettes

Effective Listening Skills.  (Audio/Book BF 323 .L5 E33 1991)

How To Deal With Difficult People.  (Audio HM 132 AC-123 1987)

Working With Emotional Intelligence.  (VISN BF 531 G625 2000)

Organizational Stewardship

Books

Blanchard, Kenneth H. and Bowles, Sheldon.  Gung Ho!  (ALL/HCF HF 5549.5 .M63 B557 1998)

Block, Peter.  Stewardship: Choosing Service over Self Interest.  (ALL/HCF HD 31 .B54 1993)

Byham, W.  Zapp!: Lightning of Empowerment.  (HD 30.3 .B94 1988)

Goldsmith, Marshall (Editor), Beverly Kaye (Editor) and Ken Shelton (Editor).  Learning Journeys: Top Management Experts Share Hard-Earned Lessons on Becoming Great Mentors and Leaders.  (ALL/HCF HD 30.4 .L396 2000)

Kouzes, James M. and Posner, Barry Z.  Encouraging the Heart: A Leader’s Guide to Rewarding and Recognizing Others.  (HD 57.7 .K679 1999)   

Videos

Achieving High Performance Through Core Competencies (Part 8; Organizational Stewardship).----7 minutes (VC ALL/HCF HF 5549.5 .P35 A24 1998)

Gung Ho!----29 minutes (VC VISN HF 5549.5 .M63 G86 1998)

How Great Companies Achieve Great Results With Ordinary People---52 minutes (VC HD 30.28 H83 2001)

How Leaders Boost Productivity---(VC HD 57.7 H83 1997)

Leadership: An Art of Possibility.----26 minutes (VC VISN BF 697 .L4 L434 2000)

Love and Profit: The Art of Caring Leadership.---30 minutes (VC VISN HF 5549.5 .J616 L68 1993)

Personal Mastery

Books

Bolles, Richard.  What Color Is Your Parachute? A Practical Manual for Job Hunters and Career-Changers.  (ALL/HCF HF 5382.7 .B64 2001)

Cooper, Robert.  The Other 90%.  (ALL/HCF BF 697 C778 2001)

Covey, Stephen R.  The 7 Habits of Highly Effective People: Restoring the Character Ethic.  (BF 637.S8 C873 1989)

Kouzes & Posner.  The Leadership Challenge: How to Keep Getting Extraordinary Things Done in Organizations.  (ALL/HCF HD 57.7 .K68 1997)

Potter, Beverly.  Preventing Job Burnout: Transforming Work Pressures into Productivity.  (PI 16 1996)

Thompson, Michael C.  The Congruent Life.  (ALL/HCF BF 481 .T48 2000)

Videos
Achieving High Performance Through Core Competencies (Part 1; Personal Mastery).----11 minutes (VC ALL/HCF HF 5549.5 .P35 A24 1998)

Attitude: It’s Your Choice!---11 minutes (VC ALL/HCF HD 57 .A87 1992)

Attitude: Radiating Possibility.---17 minutes (VC VISN BF 327 R129 2000)

Attitude Virus: Curing Negativity in the Workplace.----20 minutes (VC VISN HF 5549.5 .M63 A87 1997)

Celebrate What is Right with the World.----24 minutes (VC VISN BF 697 C392 2001)

Flight of the Buffalo: Soaring to Excellence, Learning to Let Employees Lead.---30 minutes (VC HD 57.7 .F45 1994)

Get Hired! How to Ace the Interview.----28 minutes (VC ALL/HCF HF 5549.5 .I6 H69 2001)

Get Ready! How to Prepare for a Successful Job Search.----24 minutes (VC ALL/HCF HF 5382.7 .G48 2001)

Teaching the Elephant to Dance…Today: Empowering Change in Your Organization.----33 minutes (VC HD 58.8 B426t 1990) 

The Spirit At Work.---22 minutes (VC VISN HD 6955 .S65 2001)

Audiocassettes
Seven Habits of Highly Effective People.  (Audio/Book BF 637 .S8 S48 1989)

Systems Thinking

Books

Blanchard, Ken  Mission Possible: Becoming a World-Class Organizaotin

While there is Still Time.  (HD 31 .b526 1997)

Gladwell, Malcolm.  The Tipping Point: How Little Things Can Make a Big Difference.  (ALL/HCF HM 1033 G543 2000)

Oshry, Barry.  Seeing Systems: Unlocking the Mysteries of Organizational Life.  (HP 4 1995)

Pfeffer, Jeffrey,  The Knowing-Doing Gap, How Smart Companies Turn Knowledge into Action---HD 30.2 P486 1999

Senge, Peter M.  The Dance of Change: The Challenges of Sustaining Momentum in Learning Organizations.  (ALL/HCF HD 58.82 .D36 1999)

Senge, Peter M.  The Fifth Discipline: The Art and Practice of the Learning Organization.  (HD 58.9 S46 1990)

Videos

Achieving High Performance Through Core Competencies (Part 7; Systems Thinking).----10 minutes (VC ALL/HCF HF 5549.5 .P35 A24 1998)

Creativity in Business---(VC HD 53 C86 1997)

Fish! Catch the Energy, Release the Potential.---17 minutes (VC VISN HF 5549.5 .M63 F532 1998)

Fish! Sticks: Keeping the Vision Alive.----17 minutes (VC VISN HF 5549.5 .M63 F532 1999)

Fish! Tales: Bite-Size Stories, Unlimited Possibilities.---17 minutes (VC VISN HF 5549.5 .M63 F532 2000)

Love and Profit:  The Art of Caring Leadership, with James A. Autry---30 minutes (VC VISN HF 5549.5 .J616 L68 1993)

The Malcolm Baldridge National Quality Award: A Journey Worth Beginning.---11 minutes (VC ALL/HCF HD 62.15 .M35 1999)

Technical Skills

Books

Barbour, Galen L.  Quality in the Veterans Health Administration.  (ALL/HCF UH 463 Q13 1996)

Barbour, Galen L.  Redefining a Public Health System.  (ALL/HCF UB 369 B239 1996)

Bolles, Richard Nelson.  What Color Is Your Parachute? A Practical Manual for Job-Hunters and Career-Changers.  (ALL/HCF HF 5382.7 .B64 2001)

Goldratt, Eliyahu M. and Jeff Cox.  The Goal: A Process of Ongoing Improvement.  (HD 62.15 .G62 1986)

Hammer, M.  Reengineering the Corporation.  (HD 58.8 .H356 1993)

Herzlinger, Regina.  Market-Driven Health Care.  (W 84 AA1 H5m 1998)

Kanter, Rosabeth Moss.  Evolve!  Succeeding in the Digital Culture of Tomorrow. (HC 79.I55  K358 2001)

Scholtes, Peter R., Joiner, Brian L. and Barbara J. Streibel.  The Team Handbook.  (HD 66 .S37 1988)

Videos

Achieving High Performance Through Core Competencies (Part 2; Techincal Skills).----9 minutes (VC ALL/HCF HF 5549.5 .P35 A24 1998)

Strategic Planning in Government: Federal Version.----20 minutes (VC VISN JK 421 .S77 1998)
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