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The Bare Bones of Leadership 

1 !, ll2L)lL.l: xn, roc - - 
\ i (I!- ! .-L 7. ..- L ! i i  

and purr bravery-\vas fascinating to me. I guess it‘s the 
idea of putting oneself in harm’s way for a shot at hard- 
earned perfection. the ultimate goal being a medal not 
only for yourself, but for your team. I had previously 
umndered hou. this issue’s article n-ould begin, but then 
I Ivatched one of the gymnasts on the balance beam 
dismount with conviction. smile, wave at the crowd. 
laugh and hug her teammate Ivho was up next. and then 
shake her head at her coach as if to sap, “I could hare 
done better.” I watched her focus, perform. and then 
respcnd appropriately to each of the people around her. 
It occurred to me that this is the type of balance that it 
takes to be a project leader: knmving how hard to push. 
knon-ing when to laugh. knowing h o a  to motivate, and 
knon-ing \\-hat to do better next time. 

In this issue, ASK u.ritcrs explore \vays to maintain 
that balance in their field of Project LIanagement. and 
even lvhat happens when they don’t. From his own 
experiences. Colby Africa learned that pushing k m  hard 
can take a personal toll. even though his project \vas a 
success in the end. He looked back and asked himself. 
“At what personal cost?” 

Sometimes one of the most simple-and the most 
human my-of keeping oneself grounded is not to 
lose your sense of humor. Ray hlorgan’s story about a 
test flight gone bad tells hon. the sound of their model 
crashing to the ground was followed by the test team’s 
hysterical laughter. The story, you a i l 1  see. is much 
deeper. But the message in the example? Sometimes 
for no fault of our ojvn. things just don’t go as  planned. 
One way of dealing \vith it is to be able to laugh at 
ourselves. Of course. a setback itself is not to be taken 
lightly, but a leader capable of lightening the moment is 
more likely to set a positive tone for the t7?. t!::! u p i n .  

Staying optimistic is important for team morale. 
specifically when a project is dealt a huge dmvnsizing 
blow. After his project was cut significantly, Tom Sutliff 

n-as able to sho\v his team that all n-as not lost and to 
help them focus on the fact that they still had a job to 
do. He had to balance the nelv project requirements 
with the fact that his team had been committed to 
the original prcject and \vould be personally affected. 
He stood back, got a new perspective. and upheld the 
positivity nzedtd to lead them effectively. 

Even a.hen you keep !.our chin up and work to the 
best of your ability. things still go n-rong. It‘s human 
nature. People train for years to make it to the Olympics 
and blow their shot during one crucial second in the 
spotlight. For Marry Davis, his crucial second \vas 
when the contractor dropped his 3,000 pound space- 
craft. Rather than point the finger at those around him. 
Xfarty stood up like a true leader and acknowledged 
what he could do better if ever in this situation again. 

The other day I read a quote that said something 
about a real leader needing a “backbone. a funny bone. 
and a \vishbone.“ The ”bones” are reprtscntative of 
the human factors of leadership: courage. comiction. 
and perseverance. a sense of humor and the ability to 
not take oneself too seriously. and hope. optimism. 
and a positive drive. In this issue. the ariters tell 
their stories about balancing these factors-along a i t h  
the necessary Prqject Management skills, training 
and experience-a leadership fundamental absolutely 
worthy of our attention. 0 
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REV1 EW BOARD 

JOHN BRUNSON of the Marshall Space Flight Center, Systems 
Management Office, is a member of the NASA 
Program Management Council Working Group. He 
supports the Agency’s Chief Engineer Oftice and 
MSFC in the review/development of Agency and 
Center ProgratdProject Management and Systems 
Engineering policy. He led the development of 

MSFC’s Project Management and Systems Engineering Handbook as 
well as in-house training modules in these areas. He served as project 
manager for three separate microgravity payloads that flew on various 
Spacelab missions. Prior to his project management experiences he 
served as the Integration and Test Team Lead for the Tethered Satellite 
System Mission. His career with NASA began in the late 1980s as a 
member of the Space Shuttle Main Engine Engineering Team. 

DR. MICHELLE COLLINS works in the Spaceport Engineering & 
Technology Research Group at Kennedy Space 
Center. She has more than twenty years experience 
in aerospace spanning engineering, R&D and project 
management. She is on the Florida Institute of 
Technology Department of ChE Industrial Advisory 
Board, the National Fire Protection Association’s 

Technical Committee for Halon Alternatives, and the United Nations 
Environmental Programme Halon Technical Options Committee. 

HECTOR DELGADO is Division Chief of the Independent Technical 
1 Authori? in the Independent Technical Authority 

and Systems Management Directorate at the 
Kennedy Space Center. Previously Hector was the 
Division Chief of Process Tools and Techniques 
in the Safety, Health and Independent Assessment 
Directorate. In 1995, he senred as Senior Technical 

Staff to the NASA Chief Engineer at NASA Headquarters in 
Washington, D.C. He has received many honors and awards including 
the Exceptional Senice Medal, Silver Snoopy Award, and various 
achievement awards. 

DR. OWEN GADEKEN is a Professor of Engineering Management at 
the Defense Acquisition University where he has 
taught Department of Defense program and project 
managers for more than twenty years. He retired 
from the Air Force Reserve as a Colonel and senior 
reservist at the Air Force Office of Scientific Research 
where he helped manage the basic research program 

for the Air Force. He holds adjunct faculty appointments at the Federal 
Executive Institute and the Center for Creative Leadership. Owen is a 
frequent speaker at project management conferences and symposia. 

DR. MICHAEL HECHT has been with NASA since 1982 at the Jet 
Propulsion Laboratory (JPL). He is instrument 
manager and lead investigator for the MECA soil- 
analysis payload on the 2007 Phoenix mission to 
Mars, reprising a role he played on the cancelled 
2001 Mars Surveyor Lander mission. In the course 
of his JPL career, he has served in line, program, and 

project management, and has participated in research ranging from 
fundamental semiconductor physics to martian geophysics. 

EK coordinates results-based management at the 
Africa Region of the World Bank. She is currently 
involved in supporting the efforts of several African 
governments to move to a focus of performance- 
based management. She has spent many years in 
the area of public sector reform, senring the Vice 
President of the United States, the U.S. Secretaty of 

the Interior and the U.S. Secretary of Energy in the areas of Strategic 
Planning and Performance Management. 

DONALD MARGOLIES retired from the Goddard Space Flight 
Center in Januarv 2004 He was Project Manager 
for the Advanced Composition Explorer (ACE) 
mission, launched in 1997 and still operating 
successfully He receibcd the NASA Medal for 
Outstanding Leadership for his work on  ACE, and 
a NASA Exceptional Service Medal for the Active 

Magnetospheric Particle Tracer Explorers (AMPTE) mi ssion 

LENBURG is a member of the Systems Management 
Oftice at the NASA Ames Research Center in 
California speciallzing in project management He 
has project management expenence in airborne, 
spaceflight, and ground research projects with the 
A r  Force, industw, and NASA He also served as 
Executive Director of the California Math Science 

Task Force and as Assistant Director of the Lawrence Hall of Science 

JOAN SALUTE is the Associate Director for Projects in the Information 
Science and Technology Directorate at the Ames 
Research Center. Joan currently is o n  detail to NASA 
Headquarters. Joan previously was the Associate 
Director of Aerospace. She has managed many 
NASA projects including those involving flight 
testing of thermal protection materials, commercial 

technology. commercial applications of remote sensing. and remote 
sensing science projects. Joan has been at Ames for 22 years, and 
recently completed the Sloan Fellowship to attend the Stanford 
Graduate School of Business. 

ES is the Systems Management Lead in the Systems 
Management Office at NASA’s Glenn Research 
Center. He is responsible for providing oversight 
for independent assessments of programs and 
projects and for defining Center strategic plans and 
policies. He is also leading the Knowledge Sharing 
activities at GRC in collaboration with APPL. He 

started his career with NASA in 1983 in Icing Research, and since 
then has served in numerous organizations in support of the Space 
Station Program. 

CHARLIE STEGEMOELLER has served as the Associate Director, 
Space and Life Sciences Directorate. Office of 
Bioastronautics at the Johnson Space Center since 
2002. The Oftice for Bioastronautics is responsible 
for coordinating and implementing the NASA 
Bioastronautics Strategy-the pursuit of tools, 
techniques, and policies to reduce risks, improve 

efficiencies, and return benefits to earth through the conduct of 
human space flight operations and research. He joined JSC in 1985 
and has served within the JSC Comptroller’s oftice, the former Space 
Station Freedom Project Office, and as a key member of the NASA/ 
Mir Phase One Program. He received the NASA Exceptional Service 
Medal in 1996, and became a member of the Senior Executive 
Service in 2002. 

RD is the President of Macquarie Business Concepts, 
a consulting firm specializing in effective project 
portfolio management. Before this position, he 
had a 25-year career with Procter & Gamble. He 
served as the Chairman of the Project Management 
Institute (PMI) for consecutive terms in 2000 and 
2001. He was elected to the Board of Directors in 

1996, and before being elected as the Chair, served as vice chair and 
in several other key leadership roles. 
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FROM THE DIRECTORS DESK Di: Ednlard HofFna17 _. 

T T  A Partnership with universities 

- 
1 H I: CE u I-E K FOR P R ~ C  I: A \  I /P  RLJ EC T 1,l A I .sc; E 1 I E s T 

Research (CPXIR) recently selected a first round of 
avards for research in the field of programiprojrct 
management. CPXIR is a n e d ~  established alliance 
benveen the SASX Academy of Program and Project 
Leadership (APPL) and Universities Space Research 
L\ssociation (USRA!. The fundamental intent of this 
partnering is to initiate a formal forum for universities 
to better assist S A S A  in enhancing program!project 
management capabilit!-. Specific ob-jectives start with 
establishing a relationship between NASA and the 
university community to engage in a-orid-class research 
in the discipline of program and project management. 

This initial objective is in no small part vital to 
better understanding and overcoming the challenges 
facing N4SA and Aerospace missions. In the President's 
Commission on Implementation of United States Space 
Exploration Policy Report. S A S A  is encouraged to 
pursue broadened relationships Ivith universities (as 
\vel1 as other organizations) to promote more effective 
and efficient pursuit of our programmatic goals. This 
is a common-sense strategy since the US economy has 
long been fueled by the brainpower and wealth of talent 
located at the nation's universities. 

In thc 21st century, the role of strong partner- 
ships among government, industry and universities. 
will continue to become inore visible and essential for 
a successful space program. Government has the role 
of pursuing ambitious pro.iects that are too :-isionary. 
costly or risky for the private sector to pursue. Industry 
is the engine through a-hich work is completed (approx- 
imately 90 percent of S A S A  funding goes directly to 
industry partners.) The university sector has been a 
less-frequently tapped source of capability: leading 
minds are able to research, explore and study topics over 
a longer timeframe with scientific scrutiny and debate. 

In recent years I have listened to NASA leaders ask 
fundamental questions about the nature of programs 

and projects. hlany of these questions can be approached 
either from a quick-ansn-er solution, or from the perspec- 
tive of engaging and listening to what universities havc 
discovered scientifically. From the latter we can then 
determine strategically. and nith reflection. what best 
fits the unique demands of NASA projects. 

Partnering with universities is certainly nothing 
new to NASA. USRA itself has its genesis in a request 
by the SASA Administrator in the 1960s to engage 
university minds i n  lunar research. However. all of 
these efforts have been in areas of natural sciences- 
astrophysics, astronomy, iife, space and earth science. 
Such collaboration \vith universities in the field of 
program and project management has been non- 
existent. This is partly due to a bias I have ivitnessed 
that "we can't learn anything from universities about 
program or project management." This has no basis in 
reality as univcrsities are increasingly managing SASh 
and DoD missions: University of Colorado, Rouldtr, 
Johns Hopkins. and Penn. State, for example. At the 
same time, universities have established \vorld-class 
programs that develop program and project manage- 
ment expertise: Steven's Institute. George Washington 
University, Unix-ersity of hIaryland. and others. 

It is consistent with the call of the President's 
Commission to seek out and form sensible partnerships 
with academia and other organizations. The intent is for 
CPMR to proniote cutting-edge research, foster greater 
collaboration. disseminate information. encourage and 
develop student councils, and generall?. serve as a 
resource for program/project management knoivledge. 
The Center \vi11 also facilitate training. n.orkshops. and 
developmental opportunities. providing an environ- 
ment to openly pursue innovative concepts. 

For more information 011 CPMR, contact Deputy 
Director David Holdridge at dhold~seabrook.usra.edu, 
(301) 505-5396. or visit the CPhIR jvebsite at  
http://cpnir.usra.edu/. 0 
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WHEN CONDUCTING PHYSlCALSClENCE RESEARCH IN 
SPACE, THE SMALLEST VIBRATION OR DISTURBANCE 
CAN DISRUPT SENSITIVE EXPERIMENTS. Back in the 
1990s we developed a n  instrument, the Space Acceleration 
Measurement System (SAMs) that flew on the shuttle to 
monitor the vibration environment-but it wasn’t very flexible. 
It could only measure vibrations for three users and only at  
fixed frequency ranges, and it had to be disassembled after 
each two-week mission to be 
readied for reuse. 

THEX T H E  I U T E R N A T I O X 1 L  SPACE STATIO\  CAME 4L@\G. 

Our researchers needed a second-generation system, 
the SAMS-11, which would measure acceleration and 
vibrations for multiple payloads conducting experi- 
ments throughout the life of the station. Measurement 
requirements were all over the map with a variety 
of frequencies that needed measuring over a broad 
dynamic range, so it was essential to develop a robust 
system that would be flexible enough to accommodate 
all the particular users. 

\%’e came up with a concept using the Space 
Station’s Ethernet as the means to talk between 
multiple remote triaxial sensor systems and a remote 
controller box. Ultimately, our job was to acquire data 
within the existing constraints of the station and to 
quickly and effectively get that information to the 
scientists. In 1994 we had a $2.1-million budget and 
a four-year development schedule aimed at achieving 
these goals. Technical risks were few and primarily 
resulted from uncertainty of ISS capabilities. At that 
point, we didn’t worry about a thing programmatically; 
our cup runneth over. 

THE GLASS IS NOW ... 
Our fate, however. was tied to the fate of the Space 
Station. We were working on a system that Lvould 
conduct experiments inside a structure that was being 
designed and built at the same time as our system. The 
Space Station began to go over budget, and they passed 

refurbished, reconfigured, and 

along the cost challenges to all the projects connected 
to them. By the end of a budget slashing in 1996, we 
had taken about $1.5 million in cuts. That left us with 
about $600.000 to do our job. No amount of magic 
was going to let us develop our full system-or at least 
a system that would meet the needs of all our various 
customers-for the budget a-e had left. 

As project manager, I had to deliver the bad news 
to the project team, but 1 didn‘t nant them to see this 
as the end. I said to them, “You knon. what our project 
looked like yesterday. Here is what it looks like today.” 
I held up our project logo and tore it in half to hammer 
the message home. True, what vie had left was smaller: 
it couldn’t meet all the original mission requirements- 
but we still had a project that was \cry much alive. And 
the good news: our customers still needed our sensors. 
We still had a job to do. and we needed to focus on 
what was still viable. We needed to stay excited about 
our project, even though its scope had significantly 
changed. It was going to take creativity and enthusiasm 
to work with what we had, and I planned to make the 
most of it. ”The glass is not half empty.” I told them. “It 
is absolutely half full.” 

Our most immediate problem was that we already 
had a signed agreement to deliver the first sensor 
subsystem to one of our customers. For now, we knew 
we couldn’t serve all of our intended users, but we 
could at least figure out a way to meet the needs of our 
initial customer. The rest would have to wait. 
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IT'S ALL ABOUT PERSPECTIVE 
The project team's response to this challenge taught 
me how resilient people and projects can be when you 
give them the chance. We took a look at our entire 
system. We said, "Okay, together we've got to come up 
with a new strategy." We already had a system design 
for the control unit and distributed sensors at multiple 
locations, but our original $2.1-million budget was 
needed to create the control unit for the sensors. Now 
we had no money for that, and we already had the 
first sensor delivery agreement. We asked ourselves, 
"How are we going to provide the researchers with 
the acceleration data they need without our onboard 
control system?" 

As a team, we came up with a bright idea. The 
vehicle design already had laptops in the Space Station 

As with many small-scale projects within NASA, there is invari- 

ably a driving force behind the scenes focused on achieving the 

project's technical and operational objectives. The Microgravity 

Acceleration Measurement System or MAMS is no exception to 

this rule; our friend Bill Wagar was that driving force behind the 

MAMS experiment. In accomplishing its important objectives of 

characterizing the sources of microgravity disturbances on the 

International Space Station, MAMS has currently accumulated 

over 1,100 days and over 25,000 hours of operation on the ISS 
since its launch on STS-100 in April 2001. 

Unfortunately, Bill passed away during the processing of the 

MAMS experiment and was unable to  witness its activation and 

continued success. As a tribute to Bill and his dedication to 

MAMS, a commemorative sticker was designed and installed on 

the MAMS front panel following MAMS final processing a t  the 

Kennedy Space Center. Each time we are fortunate enough to 

view a video clip of the Destiny Module and catch a glimpse of the 

commemorative logo, we are reminded of Bill and how fragile life 

here on Earth can be. Increment 2 crew member Susan Helms 

summarized our feelings during a dedication offered on board the 

ISS in saying, "I myself would like to add my wishes to his family, 

my regrets that Bill has moved on to  a better place, but also my 

congratulations to the work he did leave behind, because he was 

obviously extremely successful." 

that they were using as vehicle systems controllers. 
If we used an extra one of these existing laptops as 
our onboard control unit, we could cut the cost of 
developing hardware. And since it was designed for 
flight aboard the Space Station, we didn't have to worry 
about the cost of design, development, or testing to 
meet their requirements with a new system; it would 
already be flight-qualified by the International Space 
Station program. 

There was still the issue of where to put the laptop. 
We weren't the Space Station's priority, and they weren't 
going to let us just put it anywhere. So, once again, 
the team came up with the idea of adapting one of 
the Station's existing International Sub-rack Interface 
Standard (ISIS) drawers to house the computer. The 
ISIS drawer is a standard configuration with power and 
data connections in the back. If we used a standard 
drawer, our control unit laptop would be tucked inside 
and out of the way. And since the drawer had been 
designed to the Space Station's requirements as well, 
we again wouldn't have to do any additional structural 
or thermal modeling, or worry about any other new 
payload constraints. 

Ultimately, we made an agreement with the 
program that they would authorize the project in two 
phases. The laptop control unit wouldn't give us as 
much performance as we would've had on our original 
system, but it would give us enough to support our 
initial users. We knew we had to be satisfied with a 
temporary solution or none at all, so we planned an 
eventual upgrade to the control unit with a second 
iteration of the project. In the end, this temporary 
solution allowed us to serve our initial researchers as 
well as other Space Station projects. 

AND SOME TO SPARE 
In April 2001, we successfully launched the modified 
SAMs-I1 aboard STS-100. After the Station crew 
unpacked their bags, configured hardware brought 
aboard, and got things going, we acquired our first 
data and down-linked it successfully. Since then, we've 
accumulated over 16,000 hours of operation. We had 
the system up and running three years ahead of when 
we would have if we'd waited for the rest of our budget 
to be reinstated. 

As it turned out, there was a point when the control 
unit laptop failed-not our custom software and not 
our unique power system. As a result of the 'built-in' 
spares on the Space Station, we were able to get another 
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laptop allocated to us, put our hard drive into the 
new laptop, and get the system back up and running. 
The paperwork required to do this-and the approval 
process for it-was much harder than getting the crew 
and hardware together to make it happen. The loop 
was closed. We had provided a versatile, maintainable 
measurement system. It was supporting multiple users, 
some of whom weren't involved in the initial require- 
ments development phase. And we did it in spite of 
technical and programmatic obstacles. 

I think that this comes back to the general attitude 
that we had about the project. A s  a project manager, 
you've got to remember to give a little bit of positive 
reinforcement along the way. Sometimes you hare to 
keep reminding your team that the glass is half full, or 
at least there is enough in the glass to  keep going. 

There are always going to be cracks forming-but 
if you hold it tightly, you may find you can slow those 

leaks enough to make it to  the finish line before the 
glass empties. Many times, what you need to do is 
believe in the positive-and then go make it happen. 
This time we were able to find a smaller glass. That's 
what project management is all about. 

LE wn s 
Leadership requires realism coupled with optimism. 
Constrained resources are often the best way to 
provoke innovative solutions. 

Q L E S T I O ~  

How can you ai-tiificialiy ma te  a situation in xlzich I - ~ S O ~ I - C E S  

a7-e j i - e q z i e n t ~ ~  constmined for the purpose of triggeriiig 
such innozlation ? 

THOMAS SUTLlFF 
is certified as a Project Management Professional by the Project Management 
Institute. He has been employed by the NASA Glenn Research Center in Cleveland, 
Ohio since 1983. In 1999, he began managing the Microgravity Combustion Science 
Program. which is chartered within the Office of Biological and Physical Research 
(OBPR), leading the formulation and implementation of physical science research 
projects aboard the Shuttle and International Space Station. 
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HEY BROKE ISTO G R C 1 . E  FOR .A FCLL D.XY OF TRXISISG.  T and then they all got together for a workshop to 
crtate a list of the risks we faced. IVhen I came into the 
norkshop. I told them that they lvere free to suggest any 
risk they wanted, but they needed to understand that 
our senior management team \vas going to review all  
the submissions to decide what was relevant. 

”Your imaginations could go wild.“ I explained to 
them. ”and you could generate hundreds of risks-that 
vou get run over by a car. or other things like that. 
\ire can‘t plan for situations like that. So don‘t submit 
ridiculous things to us like, ‘\i7e’re going to crush an  
instrument.’ or  ‘Lt’e‘re going to drop the spacecraft.’ 
Those &just aren’t credible.” 

At the end of the day. \ve collected all the risks they 
came up with, and n e  entered the credible ones into our 
system for tracking. U’e revien-ed some of these risks 
every other n.eek and revisited the entire list periodi- 
cally. \Ve \\-ere doing what we could to manage risk on  
the program-or so we thought. 

~m;RenLlt*bJ;pl;pYp_&* 
On September 5 ,  2003, my =ife and I left to go c7n 

vacation. We planned to spend two weeks wandering 
around Sew York State seeing all the sights. M’hcn \ve 
left the house. I turned off my cell phone, but kept my 
pager on-in case anyone needed to get hold of me. 

We had a wonderful weekend. Then. bright and 
early on Monday morning, my pager went off. I t  was 
the Project Manager for one of our spacecraft. She 
had been trying to reach me on my cell phone since 
Saturday to tell me that the day after I left. Lockheed- 
Martin had dropped one of my spacecraft. 

You can go through your whole career and never 
have someone drop one of your spacecraft. I think that 

xvould have been nice. So, one of the first things I did 
\vhen 1 got back. was to inquire lvhether I could retire 
retroactively to FridaJ-. so it wouldn‘t have been on m!- 
n-atch. They just !aughed that off. 

Then ive got to work. Almost immrdiately. four 
investigation teams n-ere formed-nvo by Lockhted- 
hlartin and two by SASA.  Each was tasked to inws- 
tigate a different aspect of the accident. These aspects 
included not only finding out nhat  happened, but also 
looking for systemic problems in the program, deter- 
mining next steps, and assessing liability. 

W m w e n t m ?  
The ”what happened’. investigation didn‘t takc long 
to r e p t  its findings. TQ begin n-ith. the proced:irc 
called for eleven people to be present for this operation. 
There \rere only six there. The Lockheed-llartin 
people had decided some time earlier that three of them 
n-eren-t really needed-but they had never redlined the 
procedure and notified us. The other three hadn’t been 
scheduled. The safety guy wasn’t even notified. even 
though he was listed in the procedure. 

The operation \vas schedulcd to begin at 6 : O O  a.m. 
They also should hare had a NASA QA guy there. 
but when they called him. he said he’d be in  later and 
to proceed \vithout him. LYhen 111s CoRtractCr’s QA 
person arrived at about 5:30 a.m.. they Ivere on step six 
of the procedure. and he said. ”Oh. you’re on the sixth 
step. Let me sign off on the first five ... And he stamped 
thcm. without bothering to look a t  anything. 

One of the procedure steps involved inspecting the 
cart to make sure it \vas ready to take the spacecraft. 
The test conductor said he used the cart a Lveek ago: 
so what could have happened since then? He didn’t 
inspect it. 
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Then one of the technicians went over to the cart as 
they were lowering down the spacecraft. He told them 
something looked different, but the test conductor 
didn’t go over to look. He just said to go ahead. Turns 
out, there was a ring of bolts missing. That’s what 

on  the government, because we didn’t have our own 
QA person there at the time of the occurrence. I believe 
that I should have reviewed all of the procedures and 
to have made certain that things were in place for the 
contractor to do the work properly and safely-safely 

looked different. 
There were many steps 

bypassed that day, any one of 
which would have caught and 
avoided the problem. They 
ignored them all. They went 
on. They mounted the space- 
craft. Then they went to turn it 
over on their dolly, and it hit the 
ground. A 3,000-pound space- 
craft dropping three feet onto 
a concrete floor gets damaged. 
How damaged was a bit more 
complicated, but estimates ran 
up to $200 million. 

POint4+- 

After the Mishap Investigation 
Board (MIB) draft report came 
out, the test conductor and two 
other people got fired. It was 
Lockheed-Martin’s response to 
show that they wouldn’t tolerate 
this kind of activity. The way I 

for the people, and safely for 
our equipment. 

They suggested that we 
needed to have a civil servant 
in residence at a plant for every 
project like this. But I don’t 
think it matters what badge 
someone wears. He or she 
just needs to have the right 
dedication, the right training, 
the right experience, the right 
everything. Being civil service 
doesn’t mean a damn thing. I 
have actually used civil servant 
leads and contractor leads at 
one time or another in the past. 
Either will work as long as you 
have the right person in the 
right situation. 

But I was told by my manage- 
ment, ”You will implement 
everything that is in the report.” 
No discussion, no exceptions. 

Around that same time, I 
saw it, the people who got fired weren’t necessarily the 
people who should have been blamed, because they 
weren’t the root cause of the accident. I felt the blame 
really should have gone higher in the organization. The 
Project Manager was replaced six months later. 

There were several MIB conclusions with which 
I took issue. For instance, they put some of the blame 

got my copy of the Columbia Accident Investigation 
Board (CAIB) report. After reading it, I called my 
deputy center director. I said that the CAIB Report tells 
me not to blindly do things that I think are stupid. So, I 
said we needed to talk about the MIB report. He started 
to laugh. Then he said that he would have to think 
about that one. 
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So, we had a little standoff. Since that time. I hare 
spoken with the chairman of our investigation board. I 
found out that the MIB team didn't unanimously agree 
to the things that I had problems with. The next time 
they meet in Washington, as a complete team, I'm going 
to get to talk to them. 

An i m a d h f e  * J L u L J l q d e l i  

A risk (dropping a spacecraft) that I had summarily 
dismissed as "not credible" at our risk management 
workshop actually has real-world precedence-both 
before and after our  own event. 

In mid-2000, another contractor, let's call them 
Contractor-B, dropped a spacecraft. You didn't hear 
too much about that, because it wasn't a government 
contract; it was a commercial contract. They dropped it 
because of bolts that were missing in the dolly. (Sound 
familiar?) We knew they dropped it, but the details 
never came out. 

The same Contractor-B dropped another spacecraft in 
the middle of December 2003. That made it into the Space 
News without much detail. They had just run a thermal 
vacuum test on the spacecraft in Seattle, Washington, and 
then dropped it while putting it back into the shipping 
container. Someone was hurt in that accident. 

None of these are simpie cases uhri-e a team 
missed one step and so the accident happened. It's 
always a combination of skipped steps or miscommu- 
nications or  dangerous assumptions. So, how do we 
mitigate this sort of risk? 

First, we need to properly identify the risk. In our 
case and the two I sited above, the real risk wasn't 
necessarily "dropping the spacecraft," even though that 
was the end result. The risk in our case would more 
accurately be called "complacency." 

We had a long-term prqject with our contractor. 
Their attitude was that a spacecraft lift was not a risky 
thing. After years of doing this work, they saw it as 
very low-risk. But, in truth, it's always a hazardous 
operation. It should never be considered low-risk. It 
always requires the full attention they gave it the first 
time they did it. 

I've come to realize that, no matter how long 
you work in this business, new experiences will keep 
coming along. Each one broadens your horizon and 
helps !-nu do better. 0 

LEssozs 
Safe? requires strict adherence to procedures. Period! 
Holyever, adherence to procedures in repeated operations 

also requires the careful attitude typical of "first-timers." 

Q VE s TI o\ 
To illhat extent is adhercnce to proredurc.i-coup1ed zit11 the 
riglit attitude, but zinsup,vorted the proper experienced-baed 
ludgmei2f-suffirieizi to prerent kizoun rixks, hut insuffrric~zt 7n 
preaentmg the icnknoams? 
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I HAD BEEN WORKING FOR TWO YEARS AS THE TECHNICAL 

PRODUCT MANAGER FOR A LARGE SOFTWARE COMPANY, 

WHEN THEIR PARTNER COMPANY GAVE ME CALL. THEY NEEDED 

GOOD SORWARE ENGINEERS TO CUSTOMIZE A NEW VERSION 

OF SOFWARE, AND THEY THOUGHT I WAS THEIR GUY. 

TXEY TOLD ME R.H.AT THE)- U..ASTED TO DC, TO TIHE 

softaare, and they even showed me some prototypes. 
Their idea was to take the basic software tool that the 
large company n-as producing and make it more acces- 
sible to the customer. They a-ould do this by building 
in flexibility based on user skill level and organizational 
maturity. I thought that was a fascinating apprcach. and 
I bought into it in a big way. I decided to leave my job 
and join LIP with the smaller company as their director 
of software engineering. 

YOU’D BETTER KNOW THE SHOT 
M y  former employer was a massive organization with 
tons of money. They can afford to try, try. and try 
again-but even they hate to do that. At a startup. you 
typically have one shot. Screw up, and you’re dead. 
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We were taking a product designed for everyone and 
trying to make it work for a smaller set of users. Here 
is something I learned quickly: When you’re modifying 
a commercial-off-the-shelf (COTS) product, it makes a 
huge difference if you have inside information. Why? 
Because there are undocumented features, a.k.a. bugs, 
which only people with an intimate knowledge of the 
product will know how to work around. It’s something 
to think about when you’re going to tailor a COTS 
product: How extensible is it from the get-go? 

We were okay because the person I had 
recommended to the company, a hotshot at my former 
company, had gone to work with them. He knew 
things about the old software that the current team 
didn’t even know. But even with him on our side, we 
were bootstrapped with limited resources. We needed 
money, so we had to find a client. 

WHAT THE IDEA LOOKS LIKE 
At that point we had our working prototype. (I’m 
a firm believer that prototypes are the best way to 
communicate a vision.) We showed it to people and 
heard things like, “Oh yes, this is interesting.” We had 
a few customers in mind, and we visited all of them. 
It helps to get feedback from your customers as early 
as possible (again, the prototype was invaluable). Plus, 
there’s the other side of the equation, which is making 
certain that your customer has a sense (not a lot of 
detail necessarily, but a good sense) of the engineering 
constraints of your development effort. 

We found a few small clients willing to pay for 
some of the research and development we needed to 
keep going. After a while, we got enough traction to 
go after the real capital-we needed VC money. That 
was a scary proposition. We couldn’t just go in and 
say, “Give me some money because I have a great idea.“ 
These people were very technical and very sharp. But 
we apparently said the right things, because in the end 
we got the money we needed. That took some of the 
pressure off. We now had enough money to survive on, 
but a very short period of time (about a year and a half) 
to develop a product. 

CLOSING IN ON THE DEADLINE 
This was early 1999. At that point, I was trying to hire 
the development team that would take our product 
to the next level. Because we had to get things done 
quickly, we couldn’t afford to sit around thinking 
about the design for eight months before we wrote any 
code. We decided to take a milestone approach, where 
you basically pick a number of features or a quality 
bar-something-put a date on it, and run towards 
that date. 

We chose a rapid development programming 
language as the first technology to implement this 
software. We did this because the software was more 
readily modified as customer feedback came in. When 
we would show the software to the customers, they 
would say, “I  think you should have this,” or “Based on 
my experience it should do this ...” Then we could turn 
around, go to engineering for a couple of weeks and 
send a version of the software back to the customer that 
did what they were describing. 

NO TIME TO PLAY 
That was helpful early on because we could get the 
customer’s viewpoint almost immediately. It’s also a 
wonderful way to force your developers to buddy up 
with the Quality Assurance guys and get things done. 
That’s important because the natural instinct for 
software developers is to treat the project like a box of 
Legos. They want to take it home to see what they can 
create. You have to ask, “Okay now, is the customer 
really going to have a better experience if you put one 
more layer of lacquer on that sucker?” 

Their answer is usually, ”What’s a customer?“ 
As a project manager, you have to be able to take 

these people who think they are just playing with 
Legos and get them to do things on  schedule and on  
budget. You have to make certain they understand the 
business purpose for what they’re developing. The  role 
of the project manager has to be to articulate business 
requirements to the developers in a way that gets 
them jazzed-like reminding them that they‘re doing 
something good for the company, or whoever the target 
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EOPLE THAN IT DOES 

customer is in the end. LVhen it comes to managing 
softlvare, I've found that it has a lot more to do ivith the 
people than it does \vith the processes. 

GElTlNG TOO CLOSE 
Our ultimate constraint \\-as a \vindow of opportunity. 
\\-iiicii \vas rapidiy closing. Our one competitor \vas 
getting ready to release. \?'e had some money, but n-e 
still had to do lvhat's referred to in the industry as a 
"death inarch" tov-ards our deadline. 

I nas  the development manager. orn-hat is effectively 
the project manager-and I made the absolute nwrst 
mistakc a manager can make. As development manager. 
yourjob is to delegate. but I couldn't keep my hands out 
of the coding. 

Originally. I d idn t  think that UT had the 
manpmver to separate the functions of management 
and development. 111 hindsight. \ve should have. I \vas 
working on a number of lo\v-level subsystems. and 
other developers couldn't get started on their work 
until mine \vas flushed out. I \\.as supposed to bc 
managing these people. and here I had put myself on 
the critical path. 

I r  \\'as just 2 crazy time. I lost 20 pmnds.  l f y  team 
kept asking. "\l.'hat happened to our dcvelopment 
manager?'. I ivould go into m y  office before it was light. 
and I would leave after it n-as dark. Instead of meeting 
with them to talk, I was "instant messaging" my leads 
to get status reports, because I was busy cranking out 
all of this code. 

A HIGH PRICE FOR SUCCESS 
We launched in  October 2001, and it was a big success. 
But I had to take a hard took at myself and ask, "At what 
personal cost? " 

I had previously thought of the developers as 
the guys who got wrapped up in creating rather than 
efficiently tailoring a product to the needs of the 
customer. Now I was faced with the truth: I had become 
one of the Lego people, obliviously adding layer after 
layer of blocks. Don't get me nrong--n.c software 
people do it because we love it, we ha\e a passion for 
it. Rut I had let m!self become overtaken by just one 
aspect of the project rather than the a hole. I \vas losing 

WITH PROCESSES. /a 
\I eight. never seeing daylight. having virtually no 
person-to-person contact n ith my team ... 

It was a great experience. but I lvouldn't do it again. 
I had to figure out the hard way that software itself is 
not the answer: project management is the ansxver. It's 
all the p e ~ y l e .  processes. and  technologies norhing 
wgether Rather than being one of the Lego people, I 
kncn I needed to figure out exactly lion to moti\ate 
them so that together MY could create products that 
make good business seiisc 0 

L,. .s 

When tailoring a COTS sofmare product, you should 
recruit developers \vho have an in-depth understanding 
of the intricacies of thc product. 

Establishing open communication \vith your customer 
is not only intended to understand customer requirements 
but also to coni-e>- challenges you face on the project. 

1:s. L>?<5 

' I wrote my first piece of software w h e n  I 
was 11.' says COLBY AFRICA. "When 
I was  15. I wrote my first production 
software. which w a s  promptly rewritten 
by a 13-year-old. who  went  on to work 
at the media lab at MIT. T h e  lesson 

there is that someone is always smarter and younger 
than you are." 
In spite of h i s  prodigious gifts. Africa never intended to 
become a software developer A t  Microsoft from 1994 
through 1999, he rose through the r a n k s  to become a 
product manager-making time to write a little software 
on the side Today. h e  works for Robbins-Giola. a project 
management consulting firm in Washington. D C , and is 
too busy assisting project teams around t h e  country to 
write any software code even if  he wanted to 

- 1  have a bunch  of developers who work for me now," h e  
says. "Whenever 1 want  to get my f ix  of software. I have 
them show m e  something cool they're working on." 
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I HAVE NOTED DURING MY CAREER THAT THERE IS A NEVER-ENDING 

AMOUNT OF RULES AND RESTRICTIONS FORCED UPON PROJECT 

MANAGERS UNDER THE GUISE OF HELPING THEM “BE SUCCESSFUL’ 

MANY REGULATIONS ARE ADDED, BUT FEW (IF ANY) ARE REMOVED. 

IN MANAGING THEIR PROJECTS. IT APPEARS TO BE A ONE-WAY STREET; 



in cleaning came 

*we need a simpler system." Those were just the positive 
points of our system. Planning 

capita1 management 

3) Engineering, Procurement, and Construction 

Since we were in t Legal and Corporate Req 
Ps used to define and 

had an opportunity to 
As our leadership team reviewed this proposed 

change, they realized how much "stuff" had been 



we could recreate what we had removed. In our 
opinion, the risk of negatively impacting our projects 
\vas small. We were excited to find out the project 
management community was delighted with these 
reductions and felt empoivered by them. It gave them 
mor? flexibility to rnanagt. their projects and develop 
their own personal management style. 

Still basking in the glow of this successful 
reduction, our leadership team decided to tackle our 
capability assessment tools-another closet to clean 
out! We asked for two volunteers to review and propose 
reductions. Each one of these tools had 16 sections and 
anyvhere from eight to 16 components in each section. 
Within txvo months the individuals returned with their 
proposal and beamed that they had combined the 
tools (GREAT), reduced the total number of sections 
from 32 to 16 (not great. but OK). and each section 
now had 15-31) subcomponents (UGH). Thus,  the 
closet was still full but had been rearranged. U'e forgot 
how to clean out the closet again. The  team rejected 
their proposal! I volunteered to try and streamline 
these tools by reapplying the process we'd used with 
the TSs and SOPs. In the end we asreed on one tool. 
four sections, and 6-10 sub-points in each section. 
The closet was cleaned out! 

After six years. the four standards and SOPS and 
the capability tool hare stood the test of time, and our 
pro-ject management success measures have improved. 
The streamlining process enabled us to: 

Reduce the effort. costs and time required to 
maintain these standards and SOPs. 
F ~ C L I S  the project managers on what is truly 
important, and allow them the creativity to 
develop their olvn style. 

It is management's responsibility to understand, 
revieu. and periodically edit the requirements it places 
on its project managers as criteria and times change. 
This is especially true since in the past we tended to 
add requirements that may or  may not have added 
value. Thus, we were just building an extra closet to 
house our new stuff, versus cleaning out the original 
one to solve the problem. 

Management needs to listen to its practitioners 
to determine how they can help the system. 
Statements like "do more with 1 ~ ~ 5 ' '  arc interesricn 0' 
but management needs to be accountable to determine 
what rules and regulations are truly necessary 

successful projects. 

1) 

7 )  

c,, ,L,L -r.q.-r+ r,L&L -- IIILInabL13 r * -  L- ~t adccc>>iui -. - - - - . L '  arid Jciiver 

LKS.;O\S 

The  natural tendency in organizations is to add new 
standard project procedures and guidelines throughout 
the years. without deleting old ones. 

It is management's responsibility to periodically 
review and edit standard project procedures and guide- 
lines, leaving only the minimum core requirements. 
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ear after year the number iim ered around 31) percent, 
and that just seemed loa \Ve knen that if the number was 
too high. the companynould be losing its nimbleness But 
only 50 percent? IVe h e n  n e  could do better than that. 

We tried everything n e  could think of to bring this 
number up. Sothing worked. \{'as this a physical law 
of organizational behavior, akin to the speed of light, 
IX hich uould never be bettered? \Ye \yere not yet ready 
to throv in the towel. We had to get out of the box. 
\i'av out. 

MASSAGING THE PROBLEM 

I stood LIP in front of the meeting one morning. "Ok ... 
litre's the deal. If this company can exceed 75 percent 
on the board and hold it for two \veeks, \vc will bring 
in t\vo masseuses on Friday. IT'e will set them up in a 
conference room, and everyone in the company will get 
a massagc. Thereafter. el-ery two Iveeks that n.e are above 

3 percent. we will do the same thing." ,Iluch discussion 
follo\~ed-mostly the "are-you-serious?" kind. 

It took 24 hours. The next day the company went 
from 50 to 77 percent. Folks were on the edge of their 
chairs as we worked the board each daj-. and at the 
end of the two weeks the metric \vas solidly abovr 
,> percent. \{'e looked for sandbagging. but it \vasn.t 
there. The quality of the actions had not changed. The 
company \vas keeping its agreements. 

Good to our \vord, \ve set up the tn-o masseuses. 
and everyone had a 10-minute slot. 

Was it disruptive to our schedule? To some extent. 
\Vas it expensive? Yes ... both the cost of the masseuses, 
and the lost time added up. Il.'as it Ivorth it? .4bsolutely. 
The value in increased efficiency more than paid 
the bill. I t  also provided a morale boost by providing 
an honoring benefit: "YOLI arc xvorking hard. here's 
your r e\va rd . '' 

-- 

-- 

1 hc massages continued IX ith the company making 
the mark about three of four times. After the first 
\ear the ne\vness nore off, and the motivational effect 
lessened. After a year and a half it was time for a change. 
and the massages ended. Rut the 75 percent agreement 
result was there to stay. A cultural shift had happened- 
and a new habit was created-that lasted for years. 

THE PRACTICE EVOLVES 

O w r  the years the morning meeting has become a 
primary generator of company culture. Through it ne\v 
traditions have been born. Iegendar!- discussions have 
been held and critical values debated. As n-ith many 
\vorthy things. over the years it too has changed. In its 
c ~ ~ r r c n t  form in a 110-person Starsys, it is a twice-a-week 
meeting. \{'e no longer track the actions; that became 
impractical at  about -5 people. In its place. once a 
n w k ,  each company department makes a 10-minute 
presentation on any topic they choose. To keep these 
n-orthnhile. a show-of-hands vote is taken immediately 
afterlvards: was that a great use of time, a good use 
of time, or a poor use of time? The highest scoring 
department every quarter gets to take their department 
out to dinner. 

The one thing that has not changed through the 
years is the practice of "help sessions." These were 
suggested by an employee almcst 12 years ago. At 
the end of the morning meeting. team members can 
request the help of anyone else there and can meet xvith 
them for a couple of minutes. M'itli everyone in one 
place at  one time. it is a great ivay to make unscheduled 
links that help keep a team communicating. For those 
five minutes. the room is filled nith small standing ad- 
hoc meetings that kick off the day. 

The question that is constantly raised, both from 
within the company and from outside. is: "Is it worth 
it?" You can do some simple math and scare yourself 
Lvith the cost of those meetings. But at  the end of the 
day, it's like the ad says, "The value of getting everybody 
together in one room at onc time, twice a n.eek. 
to collaborate on how to better accomplish our 
goals-priceless!" 0 
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time steeling myself for deafin 
sions. The first thing I neede s to call even kiUed. The model was not that big at 45 pounds 

someone to blame. 
Surprisingly, when I explained what had happened, 

apologized, and offered restitution, everyone was quite 
reasonable. The power company guys thought it was 
funny (total repair bill only about $600) and when the 
stable owner found out what 
even refused compensation. 

We had taken pride in t 
we were quick to piit prototypes in the air when devel- 
oping innovative aircr 

just too impatient xo get into the air, particularly with 
a potentially lethal flight vehicle. Because of this and 
other similar experiences, we ended up with what I 
consider a very good rule: no work on the aircraft 
day before a pfanned flight test. By bringing patie 
into the fli&t test pro 
think what we were d d look for stupid plans 
actions before we went to the field. 

To sum it up, it is good to rap 
the air and learn the real 

famed engineer of the old Lockheed Sk 
was a champion of this appro 
time for patience in the test world to allow one to think 
everything through, to create a plan for predictable 
events, and to make sure nothing obvious has been 
overlooked. Finding that balance is critical to being a 
good project manager. 

in testing unique designs in flight as soon as possible, 
particularly with sub-scale models. I still suppon that. 

However, like in all of life, there is a balance. Here, 
we found that we had gone too far to the side 
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A L R A  IS A \  F 2RTti- 

observing satellite 
developed to help us study 
the quality of the air we breathe. It will look at the 
state of the ozone and the atmospheric composition in 
regards to the Earths changing climate. 

I headed to California on July 5, 2004. The plan 
was that the satellite would launch on the tenth, but 
we had a few problems getting it off. This was the 
fifty-ninth launch of my career. and it was also a little 
different than most of my previous launches. Most of 
the time it’s weather that postpones a launch; there 
aren’t usually that many technical issues this late in the 
game. This time. however, we had several problems, 
equally split between the launch vehicle and the space- 
craft. I remember a member of the crew asking me, “Is 
this normal?“ And in my experience, it wasn‘t. 

A WRENCH IN THE FY-ORKS 

We had three significant spacecraft issues during 
the launch campaign. These problems, together with 
the launch vehicle problems, ended up postponing 
the launch five days. During that time, the mission 
management team met 11 times at all hours of the day 
and night to try to sort things out. I myself held four 
special reviews. 



The first problem was that some tools had been 
misplaced during final spacecraft closeout, which could 
present a problem if they were left on the spacecraft 
during launch. A wrench was lost and then found. 
Then we realized that we had also lost a flashlight. 

The first step to solving this problem was inter- 
viewing everyone who had been involved with getting the 
spacecraft ready for launch. This was a massive effort, 
even extending to people overseas. Then we were able 
to make a timeline of activity based on photographic 
evidence, which were time-tagged and fairly easy to 
review. Through these measures, we were able to limit 
the possibility of the flashlight’s whereabouts to an area 
that made up about 10 percent of the spacecraft. 

THE LIKELY STORY 

We were able to determine that the flashlight had last 
been seen on a processing table. Something called 
”scrim,” which is a plastic covering that is taken off the 
fairing during its installation on the launch vehicle, had 
been put on the table. The flashlight was also on the 
table, and it was probably swept off with the trash. We 
even checked the dump, but the search was futile. 

Based on all the evidence and interviews, we were 
able to put together a story that convinced us that the 
flashlight was not on  the spacecraft. What was really 
frustrating, however, is that all of this investigation 
could have been avoided. I found out that there was 
someone along the way who had noticed immediately 
that the flashlight had been misplaced. It was a week 
before they finally came forward, and by that time, the 
trail was cold. The person didn’t speak up, because 
he was initially afraid to report it. I realized that 
there needs to be a clear message sent on this type of 
thing: No one is going to get in trouble for calling our 
attention to potential problems. It’s the kind of behavior 
that we need to encourage. 

SHAKE. BUT NO RATTLE 

The second problem had to do with a transistor failure 
in another program. A nickel-plated transistor can had 
been improperly cleaned, and this created the possi- 
bility of particles being generated inside the can. As 

long as they were smaller than about two thousandths 
of an inch, we wouldn’t have a problem. But particles 
were reported to be larger than that. 

The screening technique for this type of problem is 
to vibrate the transistor and listen for particles rattling 
around. This process is able to detect particles down to 
one thousandth of an  inch. But the parts reported as 
having particles larger than two thousandths of an inch 
had passed this test. One of the team members said that 
the noise should sound like “an acorn in a coffee cup” if 
it were that large, but there was no noise. 

Aura satellite-artist’s concqt. 

I asked to push back the launch date in order to 
figure out the problem. It wasn’t a popular decision, 
but I felt it was a necessary one. I was able to facilitate 
a discussion between our parts and materials engineers 
and those from the program that had the problem. It 
turns out that there had been a miscommunication. 
The  “particles” were actually very quiet flakes. That’s 
why all the parts passed testing based on an acoustic 
response-the flakes didn’t make much noise. 

We then did a thorough risk assessment for every 
application of this part in both the spacecraft and the 
instruments. Thanks to redundancy, we convinced 
ourselves we were OK. Had we just gone ahead with the 
launch, it would have been successful. But we wouldn’t 
have known why it was successful. I felt we needed to 
take the extra time to figure it out. 

THE MINORITY REPORT 

The last problem occurred during the countdown when 
there was a bit flip in the solid state recorder. We had seen 
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this occur occasionally on Aura’s sister spacecraft, Aqua, 
and it wasn‘t mission-threatening. But then it happened 
again one hour from launch. I asked for a summary of 
the situation. and I was basically told that the spacecraft 
was read! to fly -as is..’ I asked if there was anyone that 
disagreed with that, and I was told reluctantly that there 
was one person. HIS name nas  Michael. 

I got Michael on the net and asked him to explain 
his opinion about the problem and his reservations. 
I t  turned out that he had seen the problem in the test 
program, but no one \vas worried because it hadn‘t set 
off anv alarms. While he was explaining. there nere 
other people on the net that kept saying me needed to go 
ahead with the launch. As the conversation progressed. 
I could feel him getting pressure from the rest of the 
team and begin to change his mind. I again made the 
unpopular decision to delay the launch until the issue 
could be ironed out. 

So after speaking to Michael, I went to find out 
more about the problem. and to talk to my team about 
possible solutions. Since the preblem was cn  both the 
A and B sides of the recorder. and in the same word and 
memorv section on each side. we determined that ifthis 
became a frequently recurring problem, me \vould he 
able to bypass that section of memory and work around 
it. It sounded like a viable option. 

But since Michael was the only one who had been 
concerned about the problem. I wanted to consult 
with him before moving forward. He was working 
the second shift and was asleep. I got him out of bed 
to hear the solution and to see what he thought of it. 
He believed that it was airtight. I really felt like this 
situation was very similar to what had been outlined in 
the CAIB report: U’hen minority opinion isn’t valued. 
people are afraid to speak up, and they end up giving 
in to conformance pressure even though they know 
there’s a problem. So I wanted to make sure that I took 
the time to hear the dissenting opinion. 

1-229 FATIEACE is XF-iAV 4RDELI 

In the end, we launched on July 15,2004. We managed 
to n-ork around each of these issues, mainly because we 
cracked them wide open each time. There‘s a personal 

motto 1i.e adopted from the wine industry. and I take 
it with me to each launch. That motto is “No launch 
before its time.” It’s the job of the management not to 
get caught up in the ”launch fever” that accompanies 
the last feiv hours before liftoff. If there is an issue. no 
matter how small. it needs to be brought to the table 
and dealt with. The problem needs to be investigated. 
the risk needs to be evaluated. and sometimes the best 
decision is to postpone. Better to hold off five days-or if 
necessary, even longer-and be sure of success. than be 
on schcdule ui th  failure looming in the background. 

LESS<>\< 

In dealing with potential problems. it is essential to get 
to the bottom of technical questions and understand 
why things amk not just why they don‘t work. 

It is important to hear, evaluate, and respect minorit\. 
opinion. as \veil as to protect that minority kom the 
conformance pressure of the ma+jorit\: 
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SASA’s FIRS I‘ LE.ADERSHIP DE\.ELC)PJIEYT PROGILW (LDP) 
class \\-as asked to define and complete a project that 
would have a significant impact on the agency. However, 
agreeing on a project took much more time than any of 
us expected. Starting in the midst of the Integrated 
Financial Management rollout. One-NASA implemen- 
tation, and the Columbia Accident Investigation Board 
(CAIB) report release. provided a lot of potential topics 
to choose from. Brainstorming sessions led b!- our 
leadership coaches yielded additional ideas. 

Projects lvere proposed to address n-orkforce 
mobility, aging infrastructure. volunteerism. congres- 
sional communications, internal NASA communi- 
cations. ne\v engineering management models. new 
SASA T V  programming. virtual teaming. and cultural 
issues between the centers. We had one year to complete 
the assignment (while also completing two leadership 
development rotational a-ork assignments. participating 
in six leadership trainings off site. attending briefings by 
most of the agency leadership. and maintaining connec- 
tions with our home centers) and we were encouraged 
to tackle a Big Hairy Audacious Goal (BHAG). 

So how did a group of strangers come to a decision 
on our project, and what nere the results? It’s helpful 
to take a step back and look at h o n  the first question 
was ansnered. as it is illustrative of several key findings 
from our pro.ject. 

- . - I.. 

At our first leadership training off site. n-hich served 
as a get-acquainted meeting, the class of 20 revealed 
our backgrounds and passion for S A S A  to one 
another. \\‘e learned quickly that xve were a group with 
diverse backgrounds, in every sense of the word. It’e 
represented nine of NASA’s 10 centers, and our work 
experience included scientists, research and facilities 
engineers, project managers, procurement specialists. 
lawyers. and senior managers. Our origins included 
small farms and big sities. numerous military and 
second-generation SASA families. and several who 
spent part or all of their childhood outside the U.S. 

A subsequent training session had the class 
complete the Myers-Briggs (MB) personality model. 
Of the 16 possible 1TB personalit!. types. the class 
had members that fell into 12 categories. This further 
illustrated our diversity. but provoked a concern in 
some that the class ma\’ have difficulty working as a 
cohesive team. 

Several multi-hour discussions and much debate 
further revealed these personality differences. Team 
membcrs that registered in the “traditionalist” category 
Ivere poised and ready to hit the ground running 
on a project proposed by a SASA Senior Manager. 
Others that fell into the “visionary” catego? were 
deeply troubled about working on a project that did not 
personally resonate with them. Decision-making conflict 
also zsisted between those x-ho preferred a “planned 
and organized” approach and those who preferred a 
”flexible and spontaneous“ approach. Prooosa!s were 
made to break the class into two teams. each n-ith a 
different project. but these ideas \vere rejected in favor of 
focusing the energy of the entire team on one BHAG. 

Gradually. one element, common to several of the 
proposed projects. became a unifying factor for 
the class. That element \vas collaboration. and more 
specifically. cross-center collaboration. The appeal 
for studying collaboration was based on its increasing 
criticality in support of the NASA mission. and its 
connection to increasing cooperation and breaking 
down cultural barriers between the centers. 

It’hile the collaboration topic nas related to other 
SASA studies (e.g. One-SASA. Diaz report) v-e discovered 
that no one had directly benchmarked collaborations 
within the agency by trying to unccvrr the elements of 
success and failure. Several adjustments to the emerging 
plan lvere made to satisfj- everyone’s concerns, but \ye 
finally had consensus. the elusive \vin-u-in scenario that 
allmved everyone in the group to ”buy-in..’ 

Using the positive energy of the group as fuel, the 
project moved quickly into high gear. The class estab- 
lished a vision-achieving extraordinary mission success 
in the twenty-first century through powerful collabora- 
tions-and three top-level goals for the project: 
1) Catalog collaboration principles and best practices. 
2)  Infuse collaboration best practices into new and 

existing tools and programs. 
3) Align incentives and structures to support effectiw 

collaboration. 
This vision was documented in a five-page plan 

that \vas used as our marching orders throughout this 
process. The team then established rotational leader- 
ship assignments for the overall project and each of 
the three goals. and established a set of operating 
principles that addressed teamwork, communication. 
and accountability. 



OFF TO THE RACES 
The first order of business was to establish those collab- 
oration best practices that were inherent in successful 
NASA programs and projects, and to identify those 
traits that led to inter-center conflict or otherwise 
inhibited progress. We decided to survey a number 
of NASA collaborations to assess their opinions and 
experiences on  a number of characteristics that could 
influence their effectiveness. 

At the suggestion of Chris Williams, the 
LDP Program Director, we hired an independent 
Social Psychologist trained in the development, 
administration, and data analysis of unbiased surveys 
to help in the process. What a good idea that was! (I 
have to admit that I was hoping to dig through and 
analyze the survey data as I had done in years past as a 
flight test engineer at Dryden.) The consultant helped 
us adapt a list of potential collaboration drivers, brain- 
stormed by the class, into a two-part survey: a question- 
naire requiring a 1-to-7 scale answer indicating the level 
of agreement to a particular statement, and an interview 
to be given by members of the class. The questionnaire 
allowed us to perform statistical analysis, and the inter- 
viewsprovidedopportunitiesfornewideasandunforeseen 
collaboration impediments to be raised. 

Following interview training by our consultant, 
the class was off to the races, canvassing the agency 
for the secrets behind good collaboration by interacting 
with projects with a budget of a few million dollars to 
massive billion-dollar programs. In each collabora- 
tion we targeted survey data collection from a project 
manager, a lead engineer/scientist, and a support worker 
on opposite sides of the collaboration. To ensure that 
we were getting candid responses, we established a 
process to assure people that their interviews would 
remain confidential. In less than two months, we inter- 
viewed Center Directors, Associate Administrators, and 
nearly 100 people from 16 different projects/programs 
across the agency, generating a mountain of data in 
the process. Additionally, a series of collaboration 
topics were evaluated by one of the Advanced Program 
Management classes. 

Although we spent several months selecting our 
project, the class was making significant progress 
toward our goals. Sub-teams were formed to concentrate 
on  data analysis, training modules, integration of best 
practices into existing program management processes, 
systems mapping, and the latter used to identify the 
best leverage points for improving collaborations. The 
group had clearly developed a sense of trust and appre- 
ciation for each other’s abilities over the time we spent 
together as a group. 

Over several weeks, the survey findings were boiled 
down to the most important elements. These findings 
were used as the basis for generating the collabora- 
tion best practices and a set of recommendations for 
improving the environment for collaborations within 
the agency. 

THE RESULTS 
The collaboration best practices (see sidebar, pg. 38) 
can be categorized into three areas: human element, 
project framework, and management involvement. The 
first area, human element, requires an investment 
in people, relationships, and communications. The 
importance of interpersonal communication cannot be 
overstated. The  investment in travel to facilitate face-to- 
face communication is an investment in the success of 
the project. When asked what technology could improve 
collaborations, many respondents answered, ”Star 
Trek transporters” or “faster aircraft” in order to get 
people face-to-face more often. The  pivotal point was 
that it is not about the technology, but rather that 
establishing personal relationships is critical to establish 
trust and a willingness to share knowledge-which 
in turn overcomes rivalries and differences in cultures 
and processes. 

The second area, project framework, calls for 
an up-front investment in establishing common and 
agreed-upon goals, processes, roles and responsibilities, 
funding mechanisms, and establishing buy-in from all 
parties-before the project begins. Whether or not 
roles and responsibilities are clearly defined was found 
to have a strong impact on the success of collaboration. 
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recommendariorls ritxssai-3 foi thcm to achie:.~ ~ h c  
highest standards. A class member also participated in 
the addition of “teamwork-. as a new performance plan 
element for leadership positions. In order to illustrate 
the value of collaborations to the agency’s mission, 
a new NASA Peer Award is also being established. 
A forum on collaboration also ran on NASA TV. Lastly, 
the LDP class is fanning out to brief all NASA centers 
at senior leadership meetings and town hall meetings 
on the best practices for successful collaborations. 

3 iL :-> c -  I,-. 

4 -_- - 

LVithout knowing it a-priori, our LDP class followed 
many of the important collaboration practlces in 
the conduct of our study. First we spent time 
getting to know each ether, our backgrounds and 
personalities. Second we worked, with some conflict, 
until we achieved buy-in on a common vision and 
goals. h’ext we defined roles and responsibilities and 
a set of operating principles that, in retrospect, the 
team closely followed. Throughout the process. our 
commitment to achieving the project goals for the 
betterment of the agency took priority over any parochial 
concerns or personal agendas. 

It is our hope and our vision that greater attention 
will be given to the nurturing of our collaborations 
across the agencv. Highly effective collaborations are 
a kev building block to fully achieving the vision 
of One-NASA and ultimately succeeding in our 
important mission. 0 





I 

In order to perform research on decision making 
in field settings, Dr. Klein and his colleagues have 
developed new methods of Cognitive Task Analysis. 
Klein Associates has used Cognitive Task Analysis 
methods to study decision making in more than 60 
domains, including firefighting, command and control, 
software troubleshooting, healthcare, and consumer 
purchasing. Dr. Klein has presented workshops on 
Cognitive Task Analysis to more than 300 professionals 
in the U.S. and abroad, and has presented seminars on 
naturalistic decision making to a wide variety of groups 
such as the Smithsonian Associates program. 

As a researcher and stoyteller, you preach about the 
power of stories as learning tools. How can project 
managers harness this power in their work e v q  day? 
To start, we need to stress the importance of intuition- 
following your hunch, trusting your years of experi- 
ence to lead you in the right direction. Intuition, 
in and of itself, is extremely undervalued. Why? 
Because it’s fallible. It’s only a first step; it needs to be 
checked by analysis. But we have lots of tools and 
mechanisms for strengthening our analytical capaci- 
ties, and we don‘t have a similar repertoire for strength- 
ening our intuitions. 

How then, do we use stmies to strengthen and apply our 
intuitions? 
We use stories when we make recognitional decisions. 
Most of our decisions are based on recognition. We 
use stories to map situations and say, “I’ve seen that 
before.” In this way, I can call up incidents that I’ve seen 
myself, or that other people have told me they’ve seen. 
Then I can use the stories to evaluate my intuition. We 
also use stories to make sense of events. We start with 
basic scripts, we build onto them with the knowledge 
we’ve collected, and we turn them into stories. 

Can you g‘ve an example? 
Sure, I have an example in the form of a story: 

A friend of mine was a highly experienced Colonel 
in the Marines. He was part of an exercise at Camp 
Pendleton called “Hunter-Warrior.’‘ Marines-noncom- 
missioned officers-would go out in the field as forward 
observers to look for enemy tanks and equipment. They 
would radio back what they saw so that those tanks and 
other targets could be attacked. 

My friend wasn’t part of the exercise, but he got 
permission to go along. At one point, the unit spotted 

a tank. The non-commissioned officer in charge of the 
unit saw the tank once it was in plain view and sent 
back to headquarters the message, ‘‘I see a tank,” along 
with the grid coordinates. 

My friend was thinking, “Anybody could see the 
tank by now, because it was out in the open.“ So he 
watched it closely as it came down the valley, and then 
took a defensive position. He said to himself, ”There 
is never just one tank. Nobody ever goes out all by 
himself. There has got to be at least one more tank.” 

He kept watching, but he didn‘t seeing another tank 
come down the valley. So he realized that the second 
tank must already be in position. He started looking 
in the shadows to see where the other tank would be 
positioned to support the first one, and he found it. 
He said to himself, “Tanks usually travel in platoons of 
four. If there are two tanks, maybe there is another one 
or two.” He looked deeper into the shadows and found 
the other two. 

Then he thought, “These guys are just sitting 
there, and the position they’ve taken up is a defensive 
position. So, what are they defending?” He decided that 
there might be a command post, and he looked in the 
likely places for a command post. Then it got a little 
windy, and he noticed the glint of an antenna. Instantly, 
he found the command post. 

It was interesting to compare what my friend could 
see versus the non-commissioned officer, because the 
NCO was only reporting the tanks when they came 
into plain view. My friend wasn’t just reporting what 
he was seeing. He was going beyond. He was looking 
for things. 

He was building a story based on his prior experiences. 
Exactly. He was looking for things, because he had a 
storytelling technique that told him what to look for. 
That’s how this story-building activity helped him 
to make sense and to build a better account of this 
situation. Stories can help sharpen our intuitions by 
helping us with sense making, with anticipating a 
result, and with decision making. 

Are there key questions that we ask ourselves when we 
create these stories? 
Sure, for example, “What’s the logic of this story?” Or, 
”How does this story work?” This is an important question, 
because a story works in a couple of different ways. 

One, it works sort of like an efficient experiment. 
When we conduct a standard experiment, we typically 
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That's an interesting question, because the 
that neither of them comes first. You need t 
to tell you which frame is appropriate, but pou need 

where you say, "I know both how it starts and haw it 
ends. Let me work out the middle." 

Canp~una;rcrmpleafarncntrrlsinarlatum * ?  
Sure, and I can use one based on a story fiom ASK. 
You remember there was a story in ASK 13 by Tom 

important, they're not sufficient When I fly in an 
airplane, I don't want my pilots' training to have been 
only hearing stones about how to take off and land. 

I want them to have chcsklists. I want them to 
follow procedures, because I know that people forget 
things. But I don't want them to just know procedures, 

got to see that picture sehw, because 50 

heard how everyone did their jo 

sitttdm tlirff they don't ccrrm? 
tire UIOtzd become more +m* configured so that they would do their job. Here is what 

really happened.. ." tfiesesituaiionsbeamre~*? 
We're suckers for stories like that because. we want 

know the inside part of what happed .  He led us 
through it, including the emotional ups and downs. 
We heard how he became discouraged as attempt after 
attempt failed. The story got us to the point where we 

Right. However, some organizations don't want to 
buy into that. They think that the!? can come up with 
procedures so exhaustive that there is never a need to 
go beyond them. 

n an organizational qu 



the organization refused to believe in the power of 
stories. I got this from Kim Vicente, a researcher at the 
University of Toronto. 

There was a crack nuclear power plant in Canada 
where the controllers were really, really good. All 
nuclear power plants are regularly inspected and tested. 
A day came for one of the periodic tests for this control 
room team. 

These guys had always scored really high in the 
past, but they had one flaw: They didn’t always follow 
the procedures. For this, they were always reprimanded. 
They knew what they were doing, and they knew when 
they could do shortcuts, but they were tired of getting 
dinged for not following all of the procedures. Before 
the next test, they all banded together and made a pact. 
They said, “Whatever comes, hell or high water, we are 
going to follow the procedures.” 

So the test comes, and they‘re given a tough 
situation. They’re working on it, and they get into a 
loop. They take action-A, which produces situation-B. 
They respond to situation-B, which gets them to C. 
They follow the procedures, and the procedures get 
them right back where they started at situation-A. They 
just look at each other like, ”This is amazing!” They 
follow the procedural loop around again and again, 
and each time they end up right back at the beginning. 
They are just loving the heck out of this-having a 
great time. 

The controllers finally stop them. In the end, the 
inspectors were so irritated that they wrote them up 
anyway, this time for “malicious procedural compliance.” 

It’s a funny story, but it shows that there are times 
to follow procedures and times not to, times to codify 
information and times when you need the context that 
goes beyond codification. 

So storks help with the practical knowledge that goes 
b e y d  the checklists. What is another storytelling tool 
that can be used in a dynamic workplace? 
Another tool is having people swap their stories in 
Lessons Learned sessions. The idea is that your peers can 
teach you valuable information, and you can teach them. 
Let me tell you another story that shows what I mean: 

We put on a workshop for fire fighters in 
Los Angeles. We were talking to battalion commanders 
and captains about how they could improve decision- 
making through the use of stories. 

I started by saying, “The purpose of this workshop 
is to improve decision-making skills.” One of the fire 
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fighters, a captain, asked, “But will it help with things 
like morale?” I answered that, “No, I don’t see it 
helping with morale.” 

I came back a couple of weeks later when we had 
our next session. The same fire fighter said, “Hey, you 
were wrong about stories not helping morale.” He told 
us the story of how he came to this conclusion. 

Apparently, there was somebody in his company 
who was a real loser. This guy was always messing up, 
and they were constantly at each other’s throats. After 
we finished the last workshop, the captain went back to 
his company. A few days later, the company responded 
to a fire call. This same guy in the company, again, does 
something really stupid. (The routine at this point was 
that the guy did something stupid, the captain goes 
over to him after the incident and yells at him. He asks 
him, “How many times have I told you not to do that?” 
And then he writes him up.) 

But this time, the captain had just come out of the 
workshop. Instead of yelling at the guy, he said “When 
you handled things that way, I was kind of surprised. 
Can you explain your reasoning to me so that I can 
understand what you were you trying to do? What 
was in your mind? Give me your story.” The firefighter 
explained what he was trying to do and why, and the 
captain was amazed because it made sense. Then they 
were able to have a dialogue about how he’d handle 
other situations, and it was the first time they‘d ever had 
a real discussion. 

The captain came back to our workshop and said, 
“I used to think this guy had an attitude problem. Now 
I realize that I was the attitude problem. When I let him 
tell his story before chewing him out, it changed the 
whole dynamic.“ 

That’s part of the power of stories-changing the 
dynamic of situations with knowledge and understanding. 

That is what ASK Magazine is attempting to do for the 
@ld of project management. 
There are some great stories in the magazine. Somehow 
you‘ve been able to create a culture that not only 
collects stories, but you’re also sensitizing people to 
those stories so that they are even experiencing their 
world slightly differently. That’s what you want when 
people come out of a storytelling workshop, or when 
they finish reading the magazine. You are sensitizing 
people to the value of stories, because they are an  
effective vehicle for knowledge. You are helping to build 
the culture of storytelling that we are both a part of. 



FROM THE EDITOR-IN-CHIEF D?: Altxaizdel- Laufer 

A Tale of Two Houses: 
Building on a Foundation of Trust or Mistrust 

THESE STORIES MAKE IT LYERY CLEAR: TRUST . U I @ S G  PROJECT PARTIES IS N O T  JUST 

attitude that is nice to have. It is a must, since lack of trust costs monev-often 

a lot of money Trust helps resolve conflicts before thev arise; trusting relation- 

ships are conducive to full and open exchange of information within the team: 

elaborate surveillance and control svstems must be implemented to compensate 

for lack of trust, often with onlv partial effectiveness. In past issues, we've taken 

a look at projects that succeed because of these factors, but we haven't directly 

focused on how trust and mistrust are built. In this article n7e will see how 

prejudice shapes what we see and how we act. 

Reflecting on this, I remembered a story about my 
friend. T. Rust \!'orthy. \vho \vas i n  the niarkct to buy a 
to\vnhouse. His father \vas an experienced contractor. 
so after receiving a list of references from him, T. Rust 
pinpointed one on t h t  list. He selected a dcveioper and 
quickly struck a deal on a house that was in the process 
of being built. 

T. Rust then met with the architect, \Tho was a 
consultant. to request design changes. He found out 
that changes \vent through a Irngthy process: his 
requests \rere draxvn up by the architect. an estiniatr 
of the cost \vas dra\vn up. approval \vas obtained by 
the chief engineer. and then the approved changcs 
\vei-e sent to the site superintendent. This process 
took forel-er and n a s  conipounded by the fact that the 
architect hadn't been informed about the drvt.laper's 
changes to the original design. 

He asked the developer if he could n.ork directly 
n.ith the chief engineer and sitt, superintendent since his 

changes were small a i d  didn't require major redesign. 
The developer told him that lie used to do things that 
\yay n-hen his busincss x a s  smaller, but he had adopted 
a inore formal process to eliminate misunderstandings 
and disagreements with his customers. Since he kne\v 
T. Rust's father, ho\vcver. he said he nould v-ork with 
hiin that nay. During the completion of the house. t\vo 
major cpisodes helped to establish a relationship of 
trust between the developer and T. Rust. 

Firs:, :he storage r ixm that he had been pi-cmisx- 
~vhich n a s  located in a separate storage buiIding-\vas 
mistakenly sold to another custonier by the sales agent. 
T. Rust simply accepted another- room n%hnut making 
a fuss. Then the site superintendent made a mistake 
n-hile sccuring the water pipes during a routine ieakagc 
test. resulting in water damage to the intcrior \valls. 
Oncc T. Rust had been assured by his father that there 
n-ouid be no permanrnt damage, he didn.t make a big 
deal out that problem either. 



The site superintendent was very grateful to T. Rust. 
Therefore, when it was his turn to make mistakes 
or change his mind, T. Rust was able to deal directly 
with the superintendent in an informal, friendly way. 
However, he made sure that the formal paperwork 
was always completed by the developer's main office. 
As time went on, he developed a trusting relationship 
with the chief engineer as well. This made the formal 
approval process faster and smoother. 

In contrast, my friend's future neighbor, one Miss 
Trust, was going through the same process to buy her 
townhouse. She, however, was having a less satisfying 
experience. Miss Trust and the developer initially got 
off to a bad start, because she had always thought badly 
of developers. She wouldn't do anything without the 
presence of her lawyer. The lengthy process for design 
changes only made her more positive that the devel- 
opers were underhanded. 

Since Miss Trust didn't trust  the contractor, 
she went to the site every day to scour for mistakes. 
(In contrast, T. Rust stopped by only once a week 
and communicated mostly by phone.) When Miss 
Trust found discrepancies between the construction 
and design, she got angry and assumed that she was 
being cheated. 

She found out that T. Rust had been charged 
slightly less for a similar design change and refused to 
believe it was a result of the waived architect fee. On  
another occasion, T. Rust paid less than Miss Trust had 
for a similar scope of work. This was because T. Rust 
elected to have the work charged "cost-plus," allowing 
it to be finished as quickly as possible. Miss Trust on 
the other hand, didn't trust the contractor at all, and 
would never have approved a change without knowing 
the final cost. She signed a lump sum agreement which 
eventually turned out to be more expensive. 

In the end, T. Rust was satisfied and recommended 
the developer to others. Miss Trust served the same 
developer with a lawsuit. 

This story clearly shows that once we accept 
stereotypes, prejudice shapes what we see and how 
we act. Since initial opinions of team members are 
crucial, if possible, you should avoid recruiting team 
members who start the project distrusting you. You 
should build trust incrementally by making state- 
ments of intent that express the desire to trust the 
other party, followed by actions that support and 
comply with these statements. 0 

STORIES ON TRUST 
FROM THE ASK ARCHIVES 
ASK 1 
From Apprenticeship to Management, by Tony O'Neil 

ASK 2 

Reforming a Mindset, by Roy Malone I 
Cross-training Within the Project Team, by Owen Gadeken 

I 

ASK 3 I 

1 Pin the Deputy's Badge on Me, by James Barrowman 
The Big Briefing, by Terry Little 
ASK Talks with Joan Salute 

ASK 4 

Trading on Trust, by Terry Little 

ASK 5 

Our Man in Kauai, by Ray Morgan 

ASK 6 
The One Thing You Need to Know, by Dougal Maclise 

ASK 7 
Hot Meetings, by Mary Chiu 

The Join-up Meeting, by W. Scott Cameron 
A "Sweet 16" of Rules about Teamwork, by 
Dr. Alexander Laufer 
The Idyllic Workplace, by Tony Shoenfelder 

ASK 9 

Customer Responsiveness, by Mary Chiu 
How Do We Work Together?, by Terry Little 

ASK 11 
Give It to Chuck, by Frank Snow 
Speed Merchants: A Conversation with W Scott 
Cameron and Terry Little 

ASK 12 
Grins and Giggles: The Launch Pad to High Performance, 
by Maj. Norman H. Patnode 
Earthly Considerations on Mars, by Tim Flores 

Trusting the Enemy, by Terri Rogers 

Get into Bed, by Jon Bauschlicher 

ASK 16 
The Eye Cannot See Itself, by Dr. Alexander Laufer 

ASK 17 
Passing the Baton: Lessons in Regret, by Terry Little 
Right on Time, Radically, by Ken Lehtonen 
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