Dedications

Jan Zimmerman:

In Memoriam

Sam Hutchison, 9

Milton Feinberg, 91

In the game, every moment — they rocked!
Doug Sahlin:

For Roxanne: my soulmate and the love of my life.
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ing tweet!) Finding exemplary companies for case studies — and clearing
hundreds of copyrights — required endless calls and e-mails, for which these
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and computer support.



As always, my family, friends, and cats earn extra hugs for their constant
encouragement. I'm lucky to have friends who accept that [ could not always
be there for them as much as they are there for me. The garden, the house,
the car, and the cats, alas, are not so forgiving. Special thanks to my cli-
ents, who teach me so much and give me the opportunity to practice what I
preach.

I'd also like to thank Rebecca Senninger, project editor at Wiley, for her flex-
ibility and patience with a challenging book, copy editor Rebecca Whitney,
and technical editor Michelle Oxman. Together, they have made this book
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