The company has to do what survival demands. It has to adapt to the
requirements of the market, and it has to de it sconer rather than
later. But mere survival {s a so-80 aspiration. Aanybody can survive
in some way or other, even the skid-row bum. The trick is to survive
gallantly, to feel the surging impulse of commercial mastery; not just
to experience the sweet srocll of success, but to ﬁave the visceral
feel of entrepreneurial greatness.

Ne organization can achieve greataess without.a vigorous leader

- who is driven onward by hilown,-pul_waﬁng‘wiui to succeed, He has to
have a vision of grandeur, a viiion that can pi-o&ac@ eager followers
in vast sumbers. In busineéo, the followers are the‘gustémers. To
produce these custo,mé:s, the entire corporation must be vievéed as
‘a cugtomér-creatiug and eustomernsatisfying organism. Management
must think of iteelf not as producing products but as providing custemer-
ereating value satisfactions. It must push this idea (and everything it

means and requires) into every nook and cramny of the organization. It
has to do this continuously and with the kind of flair that excites and

stimulates the people in it. Otherwise, the company will be merely a

series of pigeonholed parts, with no consolidating sense of purpose

- of divection.

In short, the organization must learn to think of itself not as
producing goods or services but as buying customers, as doing the
things that will make people WANT to do business with it, and the
chief executive himself bas the inescapable responsibility for creating

this environment, this viewpoint, this attitude, this aspiration. He



himself must sot the company's style, its direction, and its goals.
This means he has to know precisely where he himself wants to go,
and te make sure the whole organization is enthusiastically aware of
where that ie. Thie is a first requisite of leadership, for unless he

knows where he is going, any road will take him there.

If any road ie okay, the chief executive might as well pack his

" attachd case and go fishing, or golfing i{ that ie the case. If an
erganization does not know or care where it is going, it does not need
to advertise that fact with a ceremonial flgurchead. Everybody will

notice it soon enough.



