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the board and managers must solve the problems at their root. In many cases the "solution" does nothing to
solve the problem because the manager has not uncovered the root causes of the problem, but rather tried to
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avoid destructive pitfalls and become star performers. Through a parable which chronicles the woe of a
fictitious manager who discovers the "GAPS" approach to performance improvement, "Zap the GAPS!"
provides an example of how to implement this strategy. It illustrates how the formula can, and will, be
successful. GAPS stands for G - go for the shoulds, A - analyse the is, P - pin down the causes and S - select the
right solutions.
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