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Part III:  
Beyond decoding … 
what we can do
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Chapter Thirteen:  
Changing our mindset 

Congratulations! You’ve read the book and now, as millen-
nials might say, we’ve “tricked out” our suite of solutions 
to the workplace realities we face. Why have we been so 
forthcoming, since others outside Deloitte will most likely 
read this book? Because for our common well-being, every 
employer needs to get with the program. We simply need 
to treat our talent much more as an investment and much 
less as a cost to be minimized.

So we’ve decoded what’s in it for all of us … now let’s put 
an end to codes and actively communicate with each other 
transparently and as colleagues. Putting the 3 R’s and 3 
C’s into practice will help us deal with the 3 dilemmas and 
bridge the 3 divides while leading us to a more hopeful and 
successful workplace.

What we can do (to get to the next level of success) 

It’s all about a mindset change among all the generations 
in the workplace. For leaders and managers, this mindset 
change entails: 

•	Communicating how we can best work together.
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•	Adopting a mass career customization mindset on  
a widespread basis.

•	Focusing on internal mobility to improve retention.

–	 Furthering learning programs designed to improve  
the quality of feedback.

–	 Continuing to focus on providing multiple opportunities 
over a career.

•	Investing in figuring out new ways to work so mature 
workers can be utilized and millennials will be motivated 
and engaged.

•	Accepting the fact that:

–	 The conditions that created us as senior business people 
are largely gone, never to return.

–	 Business success will come to those whose imagination 
and determination neither allow them to jump to 
conclusions nor wait until it is too late to change.

For millennials in the workplace the change in mindset means 
becoming accustomed to: 

•	Necessary control systems required by the oversight 
bodies and sheer size of large organizations. 

•	Less flexibility than they’d like and more flexibility than 
many bosses are comfortable with. 

•	Reluctant reception of their ideas about how to do 
things differently.

•	Working more hours than they’d like, but less than  
others think they should. 
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• Tension between repetitive work because “that’s how 
we make money” and the need to continually develop.

At the end of the day you’ve just spent  
a lot of time making excuses for people.  
Let’s get back to work and stop the 
complaining about life … it is what it is.

As the saying goes, “Life is what happens to you while you’re 
busy making other plans.” And life has created a set of facts 
that are not optional even for our heckler. We’ve talked about 
why we are where we are and touched on some useful tools 
for successfully dealing with reality. What’s missing are general 
principles that will help leaders change their mindsets and lead 
effectively in these challenging times. Let’s call these principles 
the 6 Be’s1: 

1. Be compassionate … understand the challenges  
of others and do something about them. 

2. Be optimistic … expect the best in all things, even 
when the good in a situation is heavily disguised. 

3. Be credible … demonstrate that you know how your 
business makes money and build a reputation of being 
data-based and balanced in the advice you offer and in 
the initiatives you support. 
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4.	Be confident … confident in the face of resistance to 
more flexible ways of working, and confident in the 
face of colleagues who don’t just jump up and shake 
your hand when the results of your initiatives point out 
what they haven’t been doing. 

5.	Be creative … remember that our job is to be educators 
and to help others have an imagination.

6.	 Be glad … because the work of finding ways to con-
structively communicate in the workplace is critical in 
a world where technology and hyper-competitiveness 
have combined to put intense pressure on people to be 
on call all the time, 24/7. 

These principles are all about enlightened self-interest, sus-
tainability of our business enterprise, and healthy returns to 
the business over the long term. They’re about building an 
organization with a real chance to prosper in good times as 
well as bad.

Every day we are building a legacy for ourselves as well as our 
people. In fact, our future partners are already working side by 
side with us as we construct this legacy. Let’s partner with all 
of our people regardless of generation to build a future that 
will benefit all of us.

From now on let’s liven up our leadership meetings with dis-
cussions about how we can partner with our people and build 
a business that high-talent people want to be a part of for a 
very long time to come. 
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Notes

Introduction

1	These dates that define generations are flexible, with experts differing in 

minor ways as to where the generational dividing lines should be drawn. For 

example, some researchers subdivide the millennials into those born between 

1980 and 1995 and those born from 1996 to the present. For the sake of 

clarity I chose not to make such a subdivision in this book. As we gather 

more facts about this large generation and observe the youngest (those born 

after 1995) as they mature, researchers may well agree that this subdivision 

is necessary. However, for the purposes of this book this subdivision is 

unnecessary. 

2	An on-target quote attributed to Mark Twain, but the actual source of the 

quote is uncertain. See The Quote Verifier: Who Said What, Where, and 

When, by Ralph Keyes, St. Martin’s Press, 2006.

Chapter 1

1	The discussion about dilemmas owes a great deal to the work of  

Bob Johansen in his excellent book, Get There Early, 2007.

2	The anecdotes throughout this book have come from a variety of sources. 

They are based on my own observations as well as those of colleagues and 

university faculty.

3	U.S. Department of Education, NCES, Integrated Post-Secondary  

Education Data System 2001. 

National Center for Education Statistics (NCES) Fast Facts 2006.
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4	Deloitte/Weekly Reader Research: Accounting and the Next Generation of 

Workers, December 2005.

5	American Institute of Certified Public Accountants (AICPA): The Supply  

of Accounting Graduates and the Demand for Public Accounting  

Recruits, 2005.

6	Information taken from an unpublished research paper entitled Mature 

Workers Ready for the Task written at Deloitte’s request by Lyn Jeffery (IFTF), 

2003.

7	Deloitte/Weekly Reader Research: Accounting and the Next Generation of 

Workers, February 2007.

8	I am in contact with a number of millennials inside and outside of Deloitte. 

Some have put their thoughts down in writing in response to questions  

I have asked them. Any quotations are used with permission and thanks.

9	Ibid.

Chapter 2

1	The material in this chapter has three principal sources: (1) Connecting 

Across the Generations in the Workplace, Talent Market Series, Volume 1, 

January 2006; (2) Retiring the Generation Gap: How Employees Young and 

Old Can Find Common Ground, 2006 (Jennifer Deal’s book); and  

(3) How to Deal with Millennials, 2003 (Claire Raines’ book). 

Chapter 3

1	The seven habits of typical gamers are adapted from the preface of the 

Beck & Wade book (pages xiv-xvii), 2006. This book is recommended 

reading for anyone who wants to gain a meaningful grasp of the real-world 

impact of video games.

2	Deloitte/Institute for the Future: Youth Survey: Job Skills and Career 

Choices, 2003. (Note: The findings of this survey were summarized in the 
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November 2004 Harvard Business Review in an article by Leigh Buchanan 

entitled “The Young and the Restful.”)

3	I am in contact with a number of millennials inside and outside of Deloitte. 

Some have put their thoughts down in writing in response to questions I 

have asked them. Any quotations are used with permission and thanks.

4	Deloitte/Institute for the Future: Youth Survey: Job Skills and Career 

Choices, April 2007.

Chapter 4

1	Deloitte/Weekly Reader Research: Accounting and the Next Generation 

of Workers, February 2007. Please note that a small fraction of survey 

participants did not respond to every question.

Chapter 5

1	Leveraging the New Human Capital, by Sandra Burud and Marie  

Tumolo, 2004, is a significant resource for this chapter. In addition,  

two studies sponsored by the American Business Collaboration for 

Quality Dependent Care (ABC) provided important material. Summaries 

of these two studies can be downloaded from the ABC’s Web site: www.

abcdependentcare.com. The report titles are: Generation and Gender 

in the Workplace (2002) and The New Career Paradigm (2006). The 

Generation and Gender study is also available from the Families  

and Work Institute Web site: www.familiesandwork.org.

Chapter 6

1	These examples are taken from my direct experience or have been 

recounted to me by colleagues. Minor adjustments have been made to 

certain details in the examples to preserve anonymity.
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Chapters 7-11

1	Source material for these chapters is found in Deloitte proprietary  

internal documents.

Chapter 12

1	This chapter is a high-level discussion of MCC. For an in-depth look at this 

cutting-edge initiative, I strongly recommend that you read Mass Career 

Customization, by Cathleen Benko and Anne Weisberg, 2007.  

The material in this chapter is adapted from one of three sources:  

(1) the aforementioned book; (2) the Web site associated with this book:  

www.masscareercustomization.com; or (3) internal collateral materials 

relating to MCC.

Chapter 13

1	The 6 Be’s are taken from my acceptance speech on June 10, 2007,  

at the Work/Life Legacy Award Luncheon in New York City.
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