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About me...

* 40+ years Iin IT, 20 years in service management
 CPDE, ITIL Expert (v3), XLA Master, Certified USM Coach
* Former ITSM Academy Instructor

John Worthington, Principal
john@MyServiceMonitor.com

M: (201) 826-1374
linkedin.com/in/johnmworthington

« USM is owned by a non-profit organization: the SURVUZ Foundation.
The content of USM is managed by the USM Management Group,
chaired by the SURVUZ Foundation.

* For more information: www.USM-portal.com
« © COPYRIGHT SURVUZ Foundation, 2021.

. e survuz
*. USM - FOUNDATION

*

{ My goal is to help
customers with the
Il cndless, uphill roll that is
continual improvement.

JOHN WORTHINGTON
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About The SURVUZ Foundation...

« Jan van Bon, Chair and Chief Architect

« USM is owned by a non-profit organization: the SURVUZ Foundation. Jan van Bon
The content of USM is managed by the USM Management Group, janv@nbon.nl
chaired by the SURVUZ Foundation. ml 653396570

* For more information: www.USM-portal.com
e © COPYRIGHT SURVUZ Foundation, 2021.

ﬁi"» SURVUZ
’E’SM FOUNDATION
Note:

Universal Service Management, or the Universal Service Management Body of Knowledge (USMBOK'™) are in no way related to
the Unified Service Management method (USM method), or its acronym USM.



http://www.usm-portal.com/
https://www.linkedin.com/in/jvbon/

Agenda

* Enterprise Service Management and the Big Re-Think

* The Unified Service Management method (USM method)
 Giving new life to old thinking

 Conclusion
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Service Management
Evolution



Where Are We Now?

(@nd where have we been?)
The New AAS Economy: Why The
Goods- “As A Service” Sector Is Booming Service-
Dominant Logic — * Dominant Logic
We are all service providers © i
Today’s economy is dominated by
services Cloud, ‘ .‘
Service is the fundamental basis Xaas ’

for all value exchange
Managing services is crucial for

successful organizations  N-Tier,
Web
Technology

v

PCs,
Mainframes, Client-Server ‘
monoliths > ‘
MyServiceMonitor
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Where Are We Now?

(@and where have we been?)

The nature of work is changing
» Digital disruption, work-from-home

.‘

 Decentralized, autonomous Radical
organizations Enterprises

Customer/Business-
Driven Roles

Service-Driven R
Roles
Technology People
Traditional
Technology/System-

Hierarchies Driven Roles g ‘

MyServiceMonitor . :
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« Rapidly evolving roles

Matrix
Organizations

A




Where Are We Now?

(@and where have we been?)

Complexity is accelerating
» Multiple practice frameworks

 |TILv4 Process to Practice ITIL 4
(34 Practices)

.‘

v

Process
; l

People Technology

QT COBITos NIST

RS ITILv3
(28 Processes)

ITILv2
(12 Processes)

ITILv1
(40+ Books)

MyServiceMonitor
% ified Service Management
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Where Are We Now?

(@and where have we been?)

The Customer is King

« Customer Experience drives digital
success XLAS

v

« Every interaction is important

SLAS

Response
Time ‘

MyServiceMonitor . :
% www.MyServiceMonitor.com
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ESM and the Big Re-Think

* Everyone’s a service provider

* The nature of work has changed forever
« Complexity continues to explode

* The Customer is King

Two decades of applying best practice frameworks while
business and technology have continued to accelerate
has resulted in a complexity that is unmanageable.

MyServiceMonitor
i
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ESM and the Big Re-Think

The shift to enterprise service management and the
desire to achieve customer-driven levels of maturity will
continue to be stifled unless this complexity is
addressed.

Customers need a way to continue to leverage existing
and emerging best practice frameworks, but they must
also simplity service management in order to meet the
needs of the digital future.

MyServiceMonitor

www.MyServiceMonitor.com
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ESM and
the Big Re-Think

TH WK “..In a turbulent world, there’s
AGAIN another set of cognitive skills
‘U that might matter more: the
ADAM - : )
GRANT ability to rethink and unlearn.

eMonitor.com




The Unified Service
Management method



Unified Service Management

A method to establish a service management system
with 5 processes and 8 standard workflows that can
apply to ANY team or service organization.

» Affordable
* Easy to learn & use
« Complimentary to any framework

My, e SuRvVUZ
>L”SM - FOUNDATION

MyServiceMonitor
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The USM Method

* A method that specifies an enterprise service management
architecture

 Promotes standardization and interoperability between service
domains

* Provides a series of service building blocks that are addressed
In the management system of each service organization

MyServiceMonitor
i

www.MyServiceMonitor.com

16



WEE NN . . S S S —y
N

- o e e o e e . .y

Maturity in relation to value creation

Value Creation Maturity Model

Measures the added value in a customer-provider relationship...

MySerwceMomtor _ )
% -y www.MyServiceMonitor.com

Custome

drive

- -

n

ITILv4 g
(34 Practices)
Process Capability/Maturity Model
...measures the degree of perfection
with which a party performs a certain  [TILV3 . Service
action i.e., process) (28 Processes) driven
ITILv2 S
TILyA (12 Processes) . Q
\ (40+ Books)

People

Business

drive;a

Process

Technology

- e s o e e . =
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Maturity in relation
to value-creation

iceMonitor.com

and says,

OPERATIONAL
EXCELLENCE

e

|
Technology

driven

Management hears

SERVICE
EXCELLENCE

———

System
driven

Business
driven

1 Customer
i driven

gt
~

Service
driven g External

N
- focus

e
\.
Internal \.
focus

...but you cannot 'skip’ levels...
...you must consistently achieve
lower levels before

reaching higher Ievels!|




Fragmented, connected & dependent

society

/USM supports an integram

and integrated
management approach...

...which restores and
optimizes the control over
each service team
contribution to the whole
system

MyServiceMonitor
i

 Task outsourcing leads to
fragmentation

* loT and APIs lead to a
connected society

* Ever-growing dependencies
between service teams

www.MyServiceMonitor.com 19



Links in supply chains and networks

4 ™
A singular normalized management system as an acceptable link is the

core concept of the Unified Service Management method, and it is based

\on the concept of an integral and integrated process architecture )

USM improves interoperability across service domains

M R M Sl TS T P, PN P P 7

MyServuceMomtor _ :
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Mawny speoial,i.zcd

The Cha"enge practice frameworks!

“How do you make sure that all service teams cooperate in a
sustainable way?”

INTEGRAL AND INTEGRATED

R SUPPLY CHAINS
B AND NETWORKS?

security

that use
supported facilities

i

[ ESM: ENTERPRISE SERVICE MANAGEMENT

\ FACILITY MANAGEMENT e . " . - I
\ Servitization: “a roviders //
~

s S S S S S S DS DS B D D B DS B D B G D B D B B D G B D B DS G D B D B S D e Bae e e o Em

MyServiceMonitor
% Jnified Service Management
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The Position of USM

Unified
Service
Management

An Introduction to the USM Method

The standard management system for service providers

V3

MyServiceMonitor
i

Frameworks, Standards and
Reference Architectures

USM is a METHOD o bisl 3 ﬁ) ITIL
can leverage sl COBITormmn
aﬁ? =x e Veris
A NY L g «.,xup L(|a<an I:I)T

@\ PRINCE2

IFHESFIA

practice framewoxw NORA

METHODS «

SZTRN
i 11127001
NIz

fl ISO 41000
= e —

(o)
NIST :

*********************************************************************** » FRAMEWORKS NEN 7510

www.MyServiceMonitor.com 22
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Challenges with service definition

ITIL v3, ITIL v4, VeriSM™ | ISO20K, TOGAF...

In fact, the ISO standards have 100 different definitions
of what is a ‘service’! ...

It’s important to understand that the USM method is not
limited to IT services; it applies to any service provider. The
USM Customer-Provider Interaction Model provides a
standard link which can be used within and between service
providers of any kind and any size.

MyServiceMonitor

1 https://usm-portal.com/100-iso-and-iec-definitions-of-service/?lang=en

www.MyServiceMonitor.com
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USM Customer-Provider Interaction
Model

PROVIDER

CUSTOMER

l!ﬂ lg\

 § |

—— ———— T —— — ———————

PPPPPPP

__________________

“A service is a supported facilit

MyServiceMonitor _ X
Ot . www.MyService Monitor.co m
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Building block: Routines

PROVIDER

The management of
these routines can be rrocess | peorL

ROUTINES

considered the core of AN
the USM method.

yServiceMonitor _ ]
i e —— www.MyService Monitor.co m
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Routines and processes

PROCESS

WORK
INSTRUCTION

PRACTICES!

3 TYPES OF
ROUTINES

3 TYPES OF
RESOURCES

MyServiceMonitor
% Jnified Service Management
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Routines can be derived
from the USM Process

Model via templates

HOW
instruction 1
instruction 2
instruction 3
instruction 4
instruction 5
instruction 6
instruction 7
instruction 8
instruction 9
instruction 10
instruction 11
instruction 12
instruction 13
instruction 14
instruction 15
instruction 16
instruction 17

WHAT WHO
activity 1 servicedesk agent
activity 2 servicedesk manager
activity 3 application administrator
activity 4 systems administrator
activity 5 servicedesk agent
activity 6 change coordinator
activity 7 capacity manager
activity 8 risk manager
activity 9 security manager
activity 10 director
activity 11 servicedesk agent
activity 12 servicedesk manager
activity 13 director
activity 14 enterprise architect
activity 15 configuration administrator
activity 16 operations coordinator
activity 17 work planner
‘ PROCESS
|
PROCEDURE
|
WORK INSTRUCTION

26



Challenges with process definition

Process: a set of ... activities that transform inputs into outputs — muu

...If you accept the notion that a process is a set of related activities, then any set of
related activities, regardless of scope or scale, constitutes a process, and any label

for activity is also a legitimate synonym for process.
© Fred Nickols 2016 - THE DIFFICULT PROCESS OF IDENTIFYING PROCESSES

MyServiceMonitor
7
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Process vs. practice

Process

Practice: a set of organizational resources designed for
performing work or accomplishing an objective — mw

People Technology

In practice, people are particularly inclined to get involved with the specifications of
routines of the type of procedure and work instruction --- and not with processes.

This is how the popular ‘practice’ came into being, quickly applicable, but not derived
from the underlying process model.

As a result, these practices lack structural coherence with other practices within the
organization. The application of large numbers of practices creates a complexity that
soon becomes unmanageable. ’?E;_,;M

MyServiceMonitor
i

www.MyServiceMonitor.com
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Process vs. practice

ITIL° V3 PROCESS MODEL SERVICE STRATEGY

Long Term Business Objectives (@ Demition of Business Service Requirements )

(t Determination of Market Space, IT Policies and Strategies ] ® Senvice Pipeline.

- —_— A
rocess Models with =h | (s = ===
e, .
[. Demand Management J ® Retired Services
EXTERNAL SUPPLI
(O Financial Management )
Who and How
@ Underpinning

Service Metrics Recommendations | Contradis (UC)

CONTINUAL SERVICE IMPROVEMENT

@ Operations Managemen!

- Facilities Management i - ® Senvice Level
L : | » - Service Catalogue Management

- Supplier

- Operations Control . = ]

\

[. Availability Management

PROCESSES

Process (. TscM

Technlcal Me\ncs Metrics

>

)
)
(O Capacity Management ]
)

@ Seven-Step | R
(® it Secuty Hanagemen
® Deming Cycle & CSI Mod

Problem Management ‘

® Access Management
Wi

. ‘ lProcess Metrics
Alerts, Warnings (Integrated Tool) A4 g A } 4\ W
: ¥ SERVICE TRANSITION i 2 A
ORK ~ ‘ A‘ .
nstaoson  mSRREERTE ** (@ Change Management = W&
CMIS
PRACTICES 4 |:‘|‘:: - [. Service Asset and Configuration Man(
3 types of routines (. Knowledge Management \

@ Release and Deployment Management
(o0 ) = e q( ooy o Service Design Package (Warranty)

TECHNOLOGY

3 organization resources

Release)

SCD
(o)
Abbreviations:
(see_ ) (o) ks s ougo g yan s Cat Mg e Sy For rter detis lase con3
CMDB - Configuration Management Database scD Supplier Contract Database GROUP W: www.ilxgroup.com T: +44 (0)1270 611600
AMIS —Availatiliy Management Information System ITSCM — IT Service Continuity Management F: +44 (0)1270 628513 E: sales@ilxgroup.com

ITIL® 15 & Registerod Trade Mark of tho Office of Govemment Commerce n the United Kingdom and ofhor courtries. ILX Group ple. Registered in England & Wales No. 03525870
The swil 1oga™ s 3 Trade Mark of the Offce of Govemment Commerce Registered Office: One London Wall, London, EC2Y 5AB
©ILX Group pic. Designed by Mark Haddad, Matt Bovl 2nd Giyn Davies. |SEN 975-0-9544884-44 Published Nov 2007.

MyServiceMonitor

M UninédBarice MansgaimaHt www.MyServiceMonitor.com 20



Process vs. practice

BPM swim lanes
with more of the

Same...

how
TECHNOLOGY

3 organization resources

N
WORK
INSTRUCTION
PRACTICES

3 types of routines

MyServiceMonitor
ﬁ Unified Service Management

" Organizationai Role

: {within Business Competency) |

Pool |

fo  Activity Marker
:SequenceFluw 5‘ b 9

:EndEvent

Retailer

0
Retailer Production
Order Rejection [

Receive Task ——&7)] B

>

<

Accourt Manager

d

=
o
-
=
(=]
=
3
(i

Woe

Logistics
Planner

Production Orde)
. . [ Generated?
VES
- /]

Order
sferred

i

Warehouse

WP~ PRA

Accountant

Who
Who

" send

ociation Flow

Pool (Black Box) Wiation Flow +--» Message Flow

- Pool [l > Parallel Gatevay
fition Objects

- Business Competency Activith ® Exclusive Gateway

] (@) send Task

Organizational Role 5 Manual Ta3

feiness Okjeds

Production Order [~]

Source: www.LEADingPractice.com

Task
termediate Event)

Flow

(@LEADINg Practice Cross-Enterprise Standards: Process

www.MyServiceMonitor.com
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The USM process design criteria

1.

O3 1O

A process describes WHAT
must hagpen consecutively,
not WHO or HOW.

A process can be interpreted
with a
A process can be

Processes are not dependent
on practical conditions ()

Processes have a customer-
relevant and unique

A process can be divided into
, but that does
not change the process.

MyServiceMonitor

ﬂl Unified Service Management

NEWSLETTER

> In Control with USM

>
USM . _
o The USM Newsletter will keep you posted on topics of
The standard Management Syste interest for a sustainable Enterprise Service
for E: prise Service Mansg

Management strategy

By Jan van Bon

Published weekly
Reduce your organization's complexity with the US 6,0

6,013 subscribers

Demystifying the term PROCESS: 10
requirements Sy

https://www.linkedin.com/pulse/de
mystifying-term-process-jan-van-
bon/

www.MyServiceMonitor.com 31



The USM Process Model
for service delivery

Non-Redundant - each activity

Integrated, non-redundant occurs only once

process model with 5 Customer-focused - all processes

g;’gfegsxz fkr]lfosv 2'?%2'5 have a customer-relevant output

serve as templates for all Integral & Integrated - the

daily routines in any processes together comprise all

service providers' practice. patterns for interaction with a
customer

MyServiceMonitor
i

www.MyServiceMonitor.com 32



The USM Workflows

5 workflows can be triggered by external demand (REACTIVE)

~ N\ Wish RFC
C1>L’.’.—‘.’.—-.-—._'1$2*3%4$5*6-%>1$2*3*4—’5»6-_’7$8$9-_>.‘.

RFC

(2)—> 1+ 2 -3 - 4 -5 -6 == g . 5 .3 -4 -5 -6 7809

request

) request
/7 Incident .
‘\‘}/‘ .’.’.‘.%1*2»3*4*5*6_—..

(5 Mm% 4 . 2 -3 -4 -5 -6

3 WORKFLOWS ARE TRIGGERED BY INTERNAL DEMAND (PROACTIVE)

Risk Wish RFC Senvice
<1..2..3~.4».5—> N N N N N 1 > 2 > 3 » 4 » 5 » p M=, q . 2 . 3 4 - 5

Risk, J—

RFC TN
1*2+3*4~>5—}1—>2—b3~b4»5—>6%}1*2»3—»4«-5—»6—»7—»8%9#6»7 ‘;\7//3

Risk,

1 - 2 -3 + 4 -5 —%=. 4 . 2 .3 -4 -5 -6 — 67 8

MyServiceMonitor
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Routines can be derived

Routines and processes i ommess

PROCESS

3 TYPES OF
RESOURCES

MyServiceMonitor

% Jnified Service Management

INSTRUCTION

3 TYPES OF
ROUTINES

Activity Who How Activity Who How
Servicedesk agent RIM 1 Identify risks
1 Sr servicedesk agent RIM 2 Classify \6
__ RIM 3 Determine cause
Aﬁt""w Who How B'RTM 4 Select measure
EHE ; éf::;;:yRFc { 2 RIM 5 Implement measure
CHlI'CHM 3 Plan & agree
Ccf CcH — Activity | Who How
Cif CHj Activity i i RIM 1 Identify risks 7N
CHy CH 3 RIM 2 Classify \7
g gg RIM 3 Determine cause
of 55 CHMBI'RIM 4 Select measure
Offopd| CHM 1 Accept RFC g:m RIM 5 Implement measure
o op CHM 2 Classify M CHM 1 Accept RFC
CHI ;
[o] opd crll [ Activity Who cHMAL.CHM 2 Classify
Of chllcH CHM g: Activity | Who How
o gl; 4 OPS-< A RIM 1 Identify risks 7o\
S oy [ OPS B~ RIM 2 Classify \8
Cl P! OPS §opdll RIM 3 Determine cause
CHM 9 §iop OPS 1 Accept service requests i OP! | RIM 4 Select measure
OPRop5 2 Classify OPS B4 RIM 5 Implement measure
(c): [©) it g:fll OPYI'OPS 1 Accept service requests
CH Activity Who OPY| OPS 2 Classify
CH OPS 1 Accept service requests CHM OPYl| OPS 3 Plan activities
OPS 2 Classify 5 CHMY' CHIN OPS 4 Execute activities
OPS 3 Plan activities CH ‘ OPS 5 Review delivery & feedback
OPS 4 Execute activities RIM [J CHJ OPS 6 Evaluate & close
OPS 5 Review delivery & feedback v iLRM | RIM 6 Review delivery & feedback
OPS 6 Evaluate & close RIM'RIM 7 Evaluate & Close
USM provides standardization at a
ithout sacrificing flexibility at lower
levels (WHO, HOW)
www.MyServiceMonitor.com 34



The USM Process Model
Decision Tree - Workflows

Simplification is possible!

“I can tell you I’'ve been out with several customers and
several sessions, and I've had a big bottle of wine that
Jan is willing to share with us if we can find another way
[not included in the 8 workflows] and we’ve been trying to do
that for the last 3 years and | can’t come up with it...

We’ve come up with a lot of routines, IT, non-IT,
facilities, HR... we tried them all... and it’s always one
of these workflows that guides you in the most
optimal way.”

eroen Bekaert, Dutch Ministry ‘

~MyServiceMonitor
% ified Service Management

www.MyServiceMonitor.com
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Unified Service Management

SERVICE MANAGEMENT

REACTIVE WORKFLOWS PROACTIVE WORKFLOWS

_ CHANGE | RECOVER | OPERATE IMPROVE

USM enables the enterprise to get in control of its service delivery,
with a management system of 5 processes and 8 workflows. It is a

methodical approach that is based on a service management
architecture that establishes a service management system.

www.MyServiceMonitor.com
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Unified Service Management

USM provides a standardized, unified link for sustainable supply
chains in service ecosystems. The process model and standardized
workflows are used by any organizational topology, leveraging any
combination of practice frameworks for all service providers.

any
organizational
topology

TEAM —T(B

TOPOLOGIES

A
Enterprise @ ‘

TTTTTTTTTTTTTT
ond MANUEL PAIS

employee

MyServiceMonitor . :
www.MyServiceMonitor.com
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Unified Service Management

USM provides a standardized, unified link for sustainable supply
chains in service ecosystems. The process model and standardized
workflows are used by any organizational topology, leveraging any
combination of practice frameworks for all service providers.

- 2N - any
) ITIL ﬂQ& e"‘x}?g COBIT=s  combination of
i NIST practice

m— frameworks
IT@)IT r=Y>7001 NEL
— NSz o, e ey -

A4

VeriS

MySerwceMomtor www.MyServiceMonitor.com
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Unified Service Management

USM provides a standardized, unified link for sustainable supply
chains in service ecosystems. The process model and standardized
workflows are used by any organizational topology, leveraging any
combination of practice frameworks for all service providers.

MyServiceMonitor

7

rimary/secondary, = Ky 5
i 4 Classification
facilitating, ARl ol sen_/ ice
internal/external service e Management providers
providers “\r\ | A CRCRORCR |

www.MyServiceMonitor.com
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usm is SITNMMPLE ...

5 processes and
8 standard workflows

MyServiceMonitor
i
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Implementing USM

MyServiceMonitor
i

www.MyServiceMonitor.com
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USM and tooling

TOOLS FOR
COORDINATING THE
SERVICE DELIVERY

Service delivery coordination

(Service desk tool)

Managed Infrastructure Register (MIR)
(CMDB)

WORKFLOW
ADMINISTRATION

MANAGED
INFRASTRUCTURE
REGISTER

v

interfaces with

- - - TOOLS PER TASK DOMAIN TOOLS FOR
Automated execution/mechanization | . *EXECUTIONOF
0 o g ” Building : Security: Procurement ogistics: ACTIVITIES
(knowledge mgt, reporting, monitoring, etc.) | management /' 1CT: L (MECHANIZATION)

* room
reservations
* meter reading

*program- ¥+ yisitor * supplier * fleet

ming tools administration § management management

M * monitorin * * contract .o
administration tool 9 CCTV freight
* rental price . 0ols management management transport
calculator antivirus * remote control * product * mall delivery
software for locks catalogs

GENERIC FUNCTIONS: PPM tools, reporting tools

f—————

Generic (i.e., all task domains)
(templates, documents, forms, etc.)

MyServiceMonitor
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Standardized deployment protocol

 Flexible deployment strategy

. 8 The USM approach is aimed at
G Step by Step |mprovement r!!USM maximizing the self-sufficiency
. [terative ag”e approach ’S of the service organization.

* Focused on learning to apply the method

The USM deployment protocol describes how an organization handles
formalized deployment in an agile, step-by-step approach.

Organizations can adopt or adapt this approach at will or replace it with
their own approach to organizational improvement.

MyServiceMonitor
i
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Ilterative, agile approach

Intake - “we’re going to deploy USM
(somewhere)

Planning — Determine high-level deployment
plan

Prepare - Prepare roadmap and improvement
sprints; perform initial sprint

Improvement Sprints — Limited set of

QUALITY

As-needed support
USM Assessment

Preparation &
Knowledge Transfer

USM Quick Scan

improvements focused on routines (people, Discovery &
process, tools) Agreed scope & 2NINg
objectives \ .
Transition & closure - USM handed off and AN e A,
treated as normal (i.e., routine) work @H ke pnenune
COACHING
MyServiceMonitor -

7
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How to leverage the USM Method

» Use for assessing the management system of a service
provider

* Use for improving the management system of a service
provider (i.e., an organization or team)

» Use for determining outsourcing of tasks
» Use to test against external requirements (i.e., audit)

“Every service organization is capable of managing its
routines and its services (ESM), with a methodical
approach based on no more than 8 standard workflows”

MyServiceMonitor
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Other USM Resources

Reglstered USM Users get access to a range of free USM
resources (i.e., templates, guidance, USM repositorg, ete.

. . - E 2 =
USM Portal - https://usm-portal.com/?lang=en Unified

 Introduction to USM Method — On Amazon or via USM Service
Portal subscription Management

 In Control with USM Newsletter -
https://www.linkedin.com/newsletters/in-control-with-usm-
6909174250037743616/

An Introduction to the USM Method

The standard management system for service providers

V3

MyServiceMonitor _ ]
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How to reach me...

« Email: john@MyServiceMonitor.com Phone: (201) 826-1374

* Rolling Upnhill Blog:
https://myservicemonitor.com/subscribe-to-the-rolling-uphill-blog/

S ervioaionitor Free 30 min Consult:

©

John Worthington

Free 30 min Consult

https://calendly.com/mysvcmon/30min?month=2022-08

o 30 min

B Web conferencing details provided upon
confirmation.

MyServiceMonitor : .
%y www.MyServiceMonitor.com
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NOW is the time 1o Re-Think ESM\

USM is SIMPLE - 5 processes and 8
standard workflows

USM is a METHOD that can leverage
ANY practice framework

USM enables CUSTOMER-DRIVEN
service delivery

USM improves INTEROPERABILITY
across service domains

Key takeaways
... & questions?

“...In a turbulent world, there's
another set of cognitive skills
that might matter more: the
ability to rethink...” &\

!
ADAM
GRANT

www.MyServiceMonitor.com



