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There is a manager in New York City with responsibility for keeping all the elevators in all city buildings
operating - from the office towers downtown to the housing projects in the South Bronx. You don't want to
know everything that happens in and to these elevators!

This manager accomplished an astounding feat of raising the percentage of elevators working on any
given day from around 60% to 95% and higher. When I interviewed him to discover his management secrets
he told me that 95% wasn't good enough. "You see," he explained, "My job is about reducing stress. The
people using my elevators face all kinds of problems and the last thing they need is to be standing there
waiting for an elevator that isn't working. It doesn't matter if there are only 5% not-working elevators in the
city, if your elevator isn't working it's 100% not working and that can be the final straw."

He went on to describe various processes he'd put in place for preventative maintenance, work crew
incentives, and cooperative relationships with building occupants. 1 realized that what enabled this manager to
get on top of his impossible job was a dynamic systems perspective in which each piece of information and
every activity was seen in relationship to the systems goal - people riding in working elevators.

This manager was one of a group I interviewed as part of a study of effective managers in New York
City. Participants in the study had been selected for a "fast track" training program for candidates for
promotion to executive level positions. These successful managers were from many different types of
agencies and served in a wide range of functions. Although their jobs differed, our study found some striking
~, similarities in how they conceptualized and solved problems. The one
Inside characteristic which appeared in every interview was one we called "having a
systems view "

Computer Notes ....... 4
On-Ramp .......cc........ B This finding matched that of an earlier study of high performing Federal
Priesmeyer Review .. 7 executives (Klauss et al, 1981) which identified a cluster of competencies and

Managers' Comer 9 indical_ors associated with effectiveness. We interviewed senior executives
from six different Federal Departments and agencies using a technigue based

Conference Update .. 11| o, analysis of critical incident interviews (Flanagan, 1954). Among the sets

Stewart Review ....... 13 | of characteristics we found were; systems view, strategic focus,

Article Review ........ 16 | proactive-anticipatory stance, networker, and sensitive to personal strengths

MNews from Network 19 | and weaknesses. Effective executives tended to create broad problem

Network Calendar ... 19 definitions and see patterns of relationships among problems.

Management literature includes a proup of studies of effective executives
which have found a common element. Researchers have named it different

things including systems thinking, having a systems perspective, recognizing







