matter at least as much as new products.
The third value is

tionships.”

1

“trust and personal responsibilit

There’s a lot in that statement, too. Interes

feedback from employees on this value has focused onrel
among people at IBM. But we’re also talking about th
relationships with suppliers, with investors, with govi
with communities.

We published the values in their final form—along
elaboration on them and some direct employee posting
jam—in November 2003. Over the next ten days, more
people downloaded the online document. The res ,
flooded in, both in the form of postings on the intranet a
than a thousand e-mails sent directly to me, telling us in
~ language just where IBM’s operations fell mwo: of, b
these ideals. Some of the comments were painful to rea
they exhibited something every leader should Sm_oMEm
! complacent about the company’s future. >u

by and large, extremely thoughtful.

,E,mux
were,

LEADING CHANGE WHEN BUSINES,

Managing <m_:mmumw§_

p EXPERIMENTED before with jam sessions—relatively c:mnq.cn.E_,mn_
ke discussions around broad topics—both on the corporate intranet
man._ov\mmmm-ﬂo-ﬁmom off-site brainstorming sessions. But the 72-hour Values-
WHM _ﬂmﬂ in July 2003, was the most ambitious, focusing as it did on the very

IBM. .
:mﬁw_‘mmm“ﬂwzmﬁﬂm M_Mm_‘” You wouldn’t be able to orchestrate a forum like a:_m,
the <N&m_ equivalent of an msnas.mmao:w_ _.m_.: session w:_o:m jazz B_Wm_-
cians. In the words of CEO Sam Palmisano, “It just took off.” But, much like a
musical jam, the dialogue was informed by a number of themes:

Forum 1. Company Values

Do company values exist? If so, what is involved in establishing them? Most
companies today have values statements. But what would a company look
and act like that truly lived its beliefs? Is it important for IBM to agree on a set
of lasting values that drive everything it does?

Forum 2. A First Draft

What values are essential to what IBM needs to become? Consider this list:
1. Commitment to the customer. 2. Excellence through innovation. 3. Integrity
that earns trust. How might these values change the way we act or the deci-
sions we make? Is there some important aspect or nuance that is missing?

Forum 3. A Company’s Impact

If our company disappeared tonight, how different would the world be

tomorrow? Is there something about our company that makes a unique con-
tribution to the world?

Forum 4. The Gold Standard

When is IBM at its best? When have you been proudest to be an IBMer? What
happened, and what was uniquely meaningful about it? And what do we need
to do—or change—to be the gold standard going forward?

What did you do with this feedback?

We collected and collated it. Then I printed all of it out—the stack of
W,Mumw swm about three feet high—and took it home to read over one
ol €n 4 On Monday H.noHEmm. I'walked into our executive commit-

Meeting and threw it on the table. I'said, “You guys ought to read
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