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Science	and	technology	revolutionize
our	lives,	but	memory,	tradition	and
myth	frame	our	response.

- Arthur M. Schlesinger



- Levi Strauss

One of the secrets of life is that all that is

really worth doing is what we do for others.

“

”
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Editor's Notes 
Let me start with some great news - GAVS won a Stevie 
at The American Business Awards! Our AIOps based 

TMTechOps platform Zero Incident Framework  (ZIF) 
won in the 'technical innovation of the year 
category.

For this edition, Bill Aimetti, Senior Advisor at GAVS 
has written 'Core Tenets of High Performance'. He 
says, "First, you may ask “What is the right attitude?” I 
define it by challenging oneself each and every day to 
learn more, work diligently as a team member to help 
the company to achieve its goals, and to identify new 
ideas to make a difference within the company. Do not 
leave this up to the bosses!"

Vasudevan Gopalan has written 'A perspective on 
DevOps'. He writes of the keys to DevOps and its 
outcomes.

Roman Kruglov has written 'Achieving service desk 
zero'. He says, "Change Happens, Change is good, but 
change is not a light switch you can simply turn on. It 
does not happen overnight; there must be enough 
resources and time for the process to take place." 

In Nirupama Govindaraj's article 'User experience 
engineering in ZIF', she says, "Sometimes, the toughest 
part of a new project is to get started. But there are few 
common things that everyone should do to get started 
which will hopefully result in efficient use of time, and a 
better result." Read on...

There is so much to be said about the role of leadership 
and why high performers choose to leave. I have written 
about keeping those high performers close to you no 
matter what. I do believe they carry huge weights when it 
comes to workplace morale and everything else at the 
workplace, and if that gets missed or taken for granted, we 
lose them. From extra-long work schedules to near dismal 
colleagues to mediocrity, they might be going thru a lot, as 
Leaders they are our first responsibility, even before those 
tantalizing gross margins.

Lastly, I decided to bring you an article by James Clear - 
'Inversion: The crucial thinking skill nobody ever 
taught you', sourced from his website 
https://jamesclear.com/inversion. I found that a very 
interesting read, and I thought I must share it with you. I 
liked the idea of inversion so much and so agree when he 
says "inversion is a rare and crucial skill...". 

Happy reading.

Bindu Vijayan
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GAVS wins a Stevie 
at the American 

Business Awards

GAVS won a Stevie at the 17th Annual American Business 
Awards®, in the category ‘Technical Innovation of 
the Year’, for our AIOps based TechOps platform, Zero 

TM Incident Framework 

The 17th Annual American Business Awards® was 
celebrated and presented during a gala event on June 11, 
at the Marriott Marquis Hotel in New York. The 
presentations were broadcast via Livestream.

“Innovation integrated with customer delight is the drive 
at GAVS. Fail fast and try first are philosophies we thrive 
on. The culture of innovation blended with a futuristic 
platform like ZIF sets a key path for GAVS’ success in the 
IT Operations field.” – Balaji Uppili, Chief Customer 
Success Officer, GAVS Technologies

“We at GAVS were able to detect not only the potential of 
AI in the space of IT operations, but also the key 
ingredients required to make AI deliver successfully, 
much earlier than the others in this industry. In 2014, we 
came out with few intelligent BOTs that could predict 
failures in the systems. Sensing the need of a good 
quality and quantity of data for more accurate 
predictions, we added few more components like 
‘Discover’ and ‘Monitor’ into the Zero Incident 

TMFramework  to make the framework self-sufficient. This 
recognition validates our thought leadership and drives 
us further and faster to deliver what others think as 
impossible I.e. Zero incidents.” – Chandra 
Mouleswaran S, Senior Vice President, Customer 
Success, GAVS Technologies.

"It's a testament to everything that we've been 
dreaming….we often quote at GAVS tht ‘nothing splendid 
has been achieved by people who do not believe that 
something within them is much larger and better than 
circumstances outside’, so I think this is the testament to 
what we've always thought, that we have something 
which is exciting - this whole concept of zero incident 
framework which uses predictive analytics and artificial 
intelligence to try and provide a computer infrastructure 
which is error free…” Sumit Ganguli, CEO, GAVS 
Technologies.

Please watch the videos here:

https://www.youtube.com/watch?v=N6eMO
9JemOk

https://www.youtube.com/watch?v=GggffS
GZPKw
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Core Tenets of High 
Performance

William Aimetti
Senior Advisor at GAVS

Over the years, we all experience many different positions 
in our careers. Some of us start right out of our University 
and others from a former employer but in all cases, with 
the right attitude and an evolving skill set, our 
performance can be recognized and consequently, our 
value increases as well as our responsibilities and 
compensation.

First, you may ask “What is the right attitude?” I define it 
by challenging oneself each and every day to learn more, 
work diligently as a team member to help the company to 
achieve its goals, and to identify new ideas to make a 
difference within the company. Do not leave this up to the 
bosses! They can articulate the strategy but the tactics to 
achieve the goals must come from the worker bees. 
Throughout our careers, all of us must consistently 
approach our jobs with great energy and a burning 
ambition to seek out new ways to either grow revenues, 
increase customer satisfaction, become more cost 
effective, and to strengthen our risk profile. When 
addressing each of these tenets, approach them as if you 
were operating your own company. A corporate culture 
that allows its employees to challenge directions and 
ideas, values the opinions of others and recognizes that 
every idea warrants consideration. Of course, when 
challenging, it must be done in a respectful and gentle 
manner so as not to alienate others within the company. 
This is a fine line and one must learn to navigate through 
these waters. Let’s now look at the tenets individually.

Revenue Growth

What can I do to help in this regard? Foremost, it is 
important to understand the pain points of your 
existing and potential customers as well as their 
corporate objectives. Identify the problems that they 
are faced with as opposed to first developing solutions 
in search of a problem. You must walk in the shoes of 
the customer to better understand their business and 
their challenges and then suggest to them possible 
solutions. This is different than selling them your 
existing products and has the potential of introducing 
new products that can differentiate you from others 
that compete in your space. This approach, through 
innovation, can endear your firm to the client and 
produce new sources of revenue. 07



Customer Satisfaction

First and foremost, you must recognize that as 
employees we earn our compensation because we 
have satisfied clients and without them, there is no 
paycheck. Initiatives such as Six Sigma, CMMI, ITIL, 
Balanced Business Scorecards, and Service Level 
Agreements are all important frameworks that aid us 
to perform at a higher level and should be followed 
diligently to perform our duties right the first time 
and to avoid rework. It is also most important to listen 
to the voice of the customer instead of pontificating 
that our way is the best way. The client always knows 
their client’s needs and frustrations much better than 
us.

Cost Effectiveness

Quite simply, spend the company money as if it is 
your money. As individual consumers within our 
households, we normally evaluate the products before 
buying, we talk to others regarding their experience, 
we look for alternatives, we get multiple bids, and we 
negotiate all prices when applicable. These 
fundamentals should and must carry over to our 
corporate spending as well. Likewise, before we make 
an investment, we conduct our research and likewise, 
before making an investment for your company the 
proper due diligence must be conducted and internal 
policies followed to the letter.

Risk Management
 
Risk is prevalent in all that we do and it is our 
responsibility to understand the risks and to have 
processes and technology solutions in place to identify 
and mitigate them before they occur. Types of Risk 
include financial risk, operational risk, reputational 
risk, security risk and privacy. Each one of these can 
wipe out a company no matter their past performance. 
Having the proper testing algorithms in place is 
paramount but unfortunately, people are not robots 
and at times they take shortcuts and policies are not 
always followed. That is why procedures that have 
automated or manual checks and balances are most 
important. Having top notch Risk Management, 
Audit, and Compliance Departments staffed by 
subject matter experts is without question most 
important but having intelligent and properly trained 
and diligent workers throughout an organization is 
paramount. Risk Management is unquestionably on 
the top of mind for all CEO’s. By better knowing our 
customers, we can help them mitigate their risk and 
create opportunities for our firm. 
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In conclusion, we cannot rely on LUCK to reach our 
personal and corporate goals. As we know, “Luck is the 
intersection of Preparation and Opportunity” so we must 
continuously learn and grow so that we, our customers, 
and our corporation prospers and in that way everybody 
wins. It is also very important to remember each and 
every day that “Yesterday is a cancelled check, tomorrow 
is a promissory note, and today is the only day we may 
have, so spend it wisely”.

About the Author:

William B. Aimetti is a Senior Advisor at GAVS.  

Bill Aimetti is an acknowledged leader in the BFS industry as 
well as in Capital Markets. He is a Regent at Seton Hall 
University and has been Advisor to international IT 
companies. He has an extensive background in developing 
people, increasing corporate efficiencies, lowering operating 
costs, increasing product offerings, lowering risk profile while 
stimulating overall growth and quality.



Please register for the upcoming webinar from GAVS,
‘Significance of Customer Experience in Digital Transformation’

on Jul 25, 2019 8:00 AM PDT

Host: Kerrie Hoffman, Strategic Advisor

 Sri Chaganty, CTO, GAVS Technologies Inc.Presenter:

With digital interactions, as demand for personalized, seamless and enjoyable 
experiences become increasingly important, delivering a good customer experience, for 
both internal and external customers is becoming the new competitive battleground.  
Integrating customer experience into digital transformation of an organization is 
increasingly becoming essential. This calls for an accurate analysis of the service 
degradation as it occurs and relate it to the specific root cause in real time, create 
Dynamic Demand Profiling, which relates the end user response experienced to every 
component of the IT stack involved in the delivery, end to end and hop by hop.

The webinar hosted by our Strategic Advisor, Kerrie Hoffman, 
and presented by our CTO, Sri Chaganty, will focus on the 
significance of customer experience in Digital Transformation 
and the need for enabling a 'zero outage ITOps' leveraging 
artificial intelligence and machine learning.

Register here - 
https://attendee.gotowebinar.com/regi
ster/3620288669401841667
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A perspective on 
DevOps

Vasudevan Gopalan

Do you know?

Aren’t these numbers mind-boggling? Welcome to the 
World of DevOps!

So what is DevOps? Some well known definitions given 
below

In my simple words

Relationship between Agile and DevOps

10

Amazon does more than 7000 deployments per day, 
i.e. deployment per every 11.7 sec

While Agile helps in bridging the gap between 
Business and Development teams, DevOps helps in 
doing this for Development and Operations teams

While Agile refers to an iterative approach which 
focuses on collaboration, customer feedback, and 
small, rapid releases, DevOps is the practice of 
bringing development and operations teams together. 
DevOps central concept is to manage end-to-end 
engineering processes (Concept to Cash)

Google does ~500 million test cases execution and ~4 
million builds per day



DevOps Pipeline
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Keys to DevOps Conclusion
DevOps has not just become part of new ways of working, 
but also the foundation block for any successful Digital 
Transformation journey.
By the way, if you are someone interested in reading 
novels �, I would recommend you the book titled “The 
Phoenix Project” by Gene Kim, Kevin Bahr, George 
Spafford. It takes us through the journey of a mid-size 
company - typical IT challenges faced, how it adopts 
DevOps to integrate IT into its business, and eventually 
how this catapults the company to become the Industry 
Leader.

DevOps outcomes

Plan small / fail fast / deliver quickly
Embrace Automation in every possible aspect – Build, 
Test, Infra Provisioning, Deployment
Culture of Focusing on People and Welcoming Change
Measure everything, show the Improvement
Collaboration and Communication

Improved deployment frequency
Faster time to market
Lower failure rate of new releases
Faster mean time to recovery
Better employee engagement and motivation

References

DevOps – an Agile Perspective (at scale)” – by Brad 
Appleton

About the Author:

Vasudevan Gopalan (Vasu) is a Digital Transformation Leader with 
rich experience in Engineering, Delivery, Transition, Program and 
Client Relationship Management with multiple tier-1 IT 
organizations, with focus in the BFSI domain
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Achieving Service 
Desk Zero

Roman Kruglov

The shift in technology to cloud-based solutions is causing 
technology to be less platform-centric. Mobile devices are 
replacing traditional PCs and the use of mobile apps, 
rather than applications in a client-server environment is 
going up. With this shift our users are becoming more 
technology savvy and independent, they are looking 
outside of the traditional helpdesk tools and process to 
accomplish what they need, we must be able to adjust to 
this change to keep users happy. Digital transformation is 
happening everywhere; we have automation at home; we 
have smart TVs, phones, and watches. The end user 
expectation in the enterprise for technology to simply 
work as it does at home is what’s driving the need for 
change in how we approach the support. There is no 
longer a fine line between consumer technology and 
enterprise technology. 

Change Happens, Change is good, but change is not a 
light switch you can simply turn on. It does not happen 
overnight; there must be enough resources and time for 
the process to take place. You also need proper tools to 
help implement this type of change. While change is 
happening, communication will play a key role. You must 
make sure that the service desk has enough people 
because no amount of automation and processes will help 
if you are not staffed properly. We must find a way to 
provide support via all different channels, including social 
media. Knowledge management is also essential to 
empower users as well as it will save time for your service 
desk team from opening un-needed tickets. 

Automation and self-service are the key ways to empower 
users. Look at the big pictures if 15% of all your tickets are 
password reset, then a self-assisted password reset tool 
will eliminate most if not all those tickets eventually. 
Analyze service desk trends and look at the ways to 
automate anything that’s a repeatable task. The idea 
behind self-service and empowering your users is not to 
push responsibility back onto the end user but to improve 
their experience and productivity by giving them the 
ability to resolve their problems quickly and without 
traditional IT process. The next big trend in service desk 
automation is Chat-bots that can truly understand a 
service request and have a proper workflow configured to 
execute that requests, which results in the user getting 
instant help and service desk being free to work on the 
real issues. 
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Customer Satisfaction and user feedback: It is important 
that we ask for user feedback via surveys, but it is even 
more important that we act on that feedback, by following 
up in person about their experience with the service desk. 
Keep your surveys short 1-3 questions not to overwhelm 
the user and provide an option for comments. Only by 
knowing, can we improve and move forward, achieving 
greatness. 

Service Desk Zero is like a finely tuned racecar, that 
requires continues improvement and maintenance, but 
delivers the results. Results that both satisfy the users and 
makes the job of service desk easier.

AI-powered chat-bots and automated self-service are 
going to be the driving force in transforming your service 
desk to the next stage and reducing your operations costs 
while increasing user satisfaction. 

Automation can also help with skill-based routing, so the 
incidents and problems go to the right team or person and 
reduce the bouncing between the teams which still 
happens quite often and does not reflect well on the 
Service Desk or IT department as a whole. Automation is 
there to save time and saving time is saving money, as 
well as reducing a chance for a user error that happens 
during manual entry.

Concentrate on user happiness: Companies that place 
user happiness at the center of the service desk tend to be 
more successful and have better employee retention. One 
of the most important steps in keeping the user happy is 
communication. Let them know you are working on their 
problem, send them constant updates on the status of the 
tickets, and follow up when the problem/issue is resolved. 
Think about your own positive experiences, when you 
travel or when you go to a store and note what customer 
service did to make you happy, then think about how you 
can implement that in your company.

About the Author:

Roman Kruglov was born in Moscow but has lived in New York City 
where he is constantly shooting pictures when not working as Service 
Desk Manager with over 22 years of experience Implementing, 
managing and delivering IT services to drive company growth and 
technical innovation.

His love for photography came at an early age. He says, “ I 
remember the dark room and watching the pictures magically come 
to life.”  He says he tries to photograph every day and his camera 
goes with him everywhere he goes. The inspiration for his photos 
come from seeing them develop on the screen much like they used to 
develop in the darkroom and then being able to share those 
developed pictures.

Roman’s work has been published in Dodho Magazine, Popular 
Photography June 2014, Bloomberg, Popular Science, Business 
Insider and a book called "How to Photograph Everything."
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User Experience 
Engineering in ZIF

Nirupama Govindaraj

Do we really think we need to apply engineering into 
user experience? Why Not?

User Experience Engineering is more than Usability 
Engineering. We often confuse ourselves thinking that an 
easy to use intuitive application is good user experience. 
No! Its just good usability. Usability engineering is just a 
layer that influence User’s experience, but User 
Experience Engineering is a bigger picture which 
comprises of Visual Design, Interaction Design, 
Information Architecture and Content Strategy.

In this article, I have written about the Design Thinking 
process, building mood board, Design System and the 
best practices.

The Design Thinking Process: How to get Started?
Sometimes, the toughest part of a new project is to get 
started. But there are few common things that everyone 
should do to get started which will hopefully result in 
efficient use of time, and a better result.

UI Concept
The first stage of Design Thinking Process is to gain 
understanding of a problem you are trying to solve. This 
can be done by interacting with the experts to find out 
more about the area of concern through observing, 
engaging with people to understand their experiences. 
In this stage, a substantial amount of information is 
collected for use in the next step and to develop the best 
possible understanding of the users, their needs, and the 
problems that underlie the development of your product.

User Research
We need to start thinking about our users. We need to 
look at all the requirements and list out the questions and 
the clarifications we have and hand it over to the Users. 
We will get more ideas from the users, which will help to 
build the product better.

UI Concept

Design
System

User Personas /

User Research

Prototype

Wireframe

Mood board
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So, how to do it? 
The first thing we need to do is evaluate the project and 
we should pick the mood board style which will best suit 
our product. There are many ways in presenting a mood 
board. We need to select the Refined template mood 
board where we can have different elements for colours, 
buttons, icons etc.

Based on the theme, we need to further collect 
screenshots, photos, colour swatches, and we should not 
only investigate the things which are pretty and but also 
collect the bits and pieces which might help to accomplish 
the goals for our product.

So now, you may think what’s the benefit of 
creating this Mood board?

Wireframes 
The logical place to start the actual design process 
is with a rough wireframe. 

Wireframes are the visual representation or a skeleton of 
any project structure. It will define the bones and the 
elements that will work in our layout and will let us know 
the placement of the content in our prototype.

We need to be clear about our project targets and develop 
them through wireframing by using simple elements. 

We need to start the wireframing with paper and pencil 
which makes a lot of sense. It will help the concepts to 
flow easily and It will be easy to make the changes after 
we discuss with team.

User persona
“Personas are fictional characters created to represent the 
different user types that might use a site, brand, or 
product in a similar way.” Wikipedia

In simple, Personas are composed on the basis of the data 
that you are interviewing, testing and analysing typical 
users. The main purpose of making them is to define the 
most common need of our customers.

A User Profile / Persona describes the goals, expectations 
and motivations of real people.

Sample Template of a Persona
Bio: It should be a short paragraph to describe user 
journey.

Goals:

Mood boards:
As designers, we aim to optimize and speed up our 
process. The idea from Atomic Design is to allow UX 
designers, UI designers and front-end developers to work 
in parallel instead of a waterfall process.

A mood board is one of the visual deliverables in the 
design process. It is a collage that generally consists of 
images, text, and objects that describes the feelings we 
obtain through the digital products aside from the actual 
layout of pages.

Frustrations

We need to know why they come to our site. 
What are they looking for? 
What makes them nervous?
What are their pain points?

Create Mock-ups faster, based on the client needs. By 
preparing this mood board, it will help to create a 
visual guide with a clear vision, and it will also be very 
easy to jump into visual design once this is finalized.
Client participation is very important in all projects. 
So, mood boards will make it clear to them that we are 
listening and considering their inputs.
Mood boards are so much fun, they will reduce the 
frustration and there won’t be any limitations in the 
layout for the elements we select.

The Goals the user hopes to achieve
A Task that needs to be completed
Experience to be felt
Value to be achieved

The frustrations the user wants to avoid.
The obstacles that prevent the user from reaching his 
goals
The Product or service that currently does not exist.
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Are Design Systems Synonymous to Style Guides?
Style Guides mainly focus on Style which includes Styles, 
colours, fonts and logos and brand attributes.  Design 
system is more than just visual presentation which 
focuses on
ecosystem.

Conclusion:
The main objective of each UX design process is the 
equivalent – make incredible UX for your clients. To be 
successful in the current digital market, we should 
concentrate on the User Experience.

So, in a nutshell, UX design should consider the Why, 
What and How of Product Use.

The Why involves the user’s motivations for adopting a 
product, what addresses the things that people can do 
with a product and its functionality, and finally, the How 
relates to the design of functionality in a pleasant way 
which overall will form the meaningful User experience. 

A Design System is a set of Components guided by clear 
standards, that can be assembled together to build any 
number of products in different combinations. So, in 
short, its reusable, scalable, shared among teams, and it 
follows certain standards.

Are you sure it’s called a “Design system”?

It has many names. Brad Frost calls it “Atomic Design”. 
AirBNB Calls it “Design Language”. So, the Industry is 
still finding out a name which can also be called as Pattern 
library, User Interface library etc.

Design / Prototype
So once the Layout is finalized, the next step will be to 
work on the final graphics.

To build a high-quality design, we need to start building 
the high-fidelity designs with the ideas we got from the 
Mood board and the low fidelity wireframes.

What tools to use?
To explore on various ideas, basic pencil drawing is 
enough but for high fidelity designs, the tools that can be 
used are Adobe XD or Sketch. We need to move all the 
Wireframes to Adobe XD and bring that to your team or 
real users, do some tests, and test how they react and 
what feedback we get and create a new design based on 
their feedback and take it to the user again.

As per the Design Process, UI and UX needs to agree with 
each other. UI is about beauty, UX sometimes has a 
different approach. So, we need to be very strict with 
colours, fonts, padding etc. 

So here the Design System plays a very important role, 
and it also needs human effort to maintain that, and to be 
updated daily to bring all the UI consistently.

What is a Design System and why we need to 
create a Design System?

About the Author:

Nirupama is an UX Architect. She has around 16 years of 
experience in UI/UX industry, she focuses on creating 
meaningful experiences through designs.

She says, “I care more about the details of UI design by 
creating effective and intuitive interfaces.”
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From India to the World, Upanishads to the Civil Rights Movement

Sumit Ganguli, CEO, GAVS Technologies, addressed Industry Leaders on April 26,
at the Consulate General of India, New York.

Sumit spoke about how the Upanishads, the Gita and Indian mythologies 
influenced philosophers/writers, whose work later inspired the Civil Rights 
Movement.

The welcome speech was delivered by Mr. Shatrughna Sinha, Deputy Consul 
General, Dr. Arvind Panagaria, Former Vice Chairman, NITI AYOG, Professor of 
Indian Political Economy, Columbia University, delivered the keynote address and 
the other speakers included Mr. Rudra Chatterjee, President, ICC, Mr. Neil 
Bjorkman, VP, Legislative Affairs, USISPF, and Mr. Rajiv Khanna, President, India 
- America Chamber of Commerce.

Sumit Ganguli, CEO, GAVS Technologies, addressed Industry Leaders on April 26, 
at the Consulate General of India, New York.

Watch the video here: https://www.youtube.com/watch?v=2GIDxIDqAhM
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Keep Them Close to 
You

Bindu Vijayan

I have seen Talent Acquisition teams worry over resumes 
that smack of job-hopping; these candidates are super 
smart and efficient, and everyone wants to hire them but 
when you see how often they have changed jobs, one isn’t 
too sure if they are going to be a good hire.

Three to five years in the system allows one to establish 
her work ethics, professionalism, showcase her 
capabilities, prove her worth, and then? ‘Does my leader 
make the time to plan my career growth when I have 
made use of all the available opportunities, or would she 
see me as someone who is ready to be overlooked, 
complacent and forgotten?’ is the question often on 
employees’ minds, and the reason for people to change 
jobs often. If the give and take isn’t fair, one ends up 
wrestling with the incessant noise in one’s head ‘change, 
change, do another role, another challenge’. For someone 
who has given her best to a company, it is very easy to 
pick up on that voice and act; passionate workers need to 
keep doing meaty work to thrive.

Some, especially the high performers have this need to 
feed their internal mission constantly, they should be able 
to translate their work into part of their 'purpose' which 
calls for increased, stable engagement. Otherwise the 
company loses a gamut of skill-sets accrued by her that 
might be quite institutional to the specific employee and 
her role.

Look at it this way – Managers who grow your flame the 
most by valuing you, offering you true learning 
experiences and challenges, viable options and meaty 
responsibilities are considered to be the genuine seniors 
who value accomplishments as against those with dated 
notions evaluated on your tenure on the job.
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In the featured article by Peter, it is so true when he says, 
"One of the keys to being an effective leader with 
credibility is being authentic and 
straightforward. Teams will forgive many 
mistakes if they believe their leader is shooting 
straight with them and is well intended." These 
traits set the positive climate within the team, the idea is 
to encourage everyone to respect each other’s special 
skills and help each other grow. It calls for a lot of honesty 
and commitment and the spine to weed out bad apples 
before the team morale breaks down. Being transparent 
and sharing information is key to inclusion. When team 
members do not know enough about the work that is 
going on in their function, or when an employee has got 
no clue what the others in his team is working on, nor any 
information on what the function head is planning leads 
to a sense of distrust.

Value them – have you heard about the times when it 
takes the head-honcho to notice and appreciate someone 
before his / her Manager sits up and notice it? And then 
they forget about it in the long run These are day to day 
situations within the intrinsic circles of corporate life that 
can’t be ignored – Statistics; A Gallup study of 2015 
indicates that one in two employees left their job 
to break from their Managers for various reasons, 
at some time in their career…

Active listening – Lack of engagement happens when 
employees feel they are not being heard, and that can 
erode their commitment. The lethargy that is often seen 
during Appraisal times; the sense of frustration towards a 
Manager for their indifference to the team’s personal 
aspirations and goals and repeated lukewarm responses 
to ‘get it done with’ are ticking bombs in the system. 
Active listening can result in improvements, increased 
participation and ownership, the best recipe for high 
productivity. When employees feel they are not being 
heard, the result is a general lack of commitment, 
engagement, and productivity and the dreaded employee 
turnover. 

Genuine care for employees – Here’s an excerpt from 
the ‘2017 Retention Report’, a study by Work Institute; 
“The top five reasons employees quit include career 
development (22 percent), work/life balance (12 percent), 
management behavior (11 percent), compensation and 
benefits (9 percent), and well-being (9 percent)”.

The truth is employees’ lives (and families) are 
influenced by Leadership, and that’s a huge 
responsibility. To my mind, the caring starts from right 
hire based on the principles and values that the company 
is rooted on, and truly enabling employees to bring out 
their best and celebrating them. An employee might bring 
in big or small initiatives, it doesn’t matter how directly 
relevant it might be to gross margins, EBITDA and all the 
other corporate compulsions; valuing and celebrating 
employees have them feel included. It is largely true when 
it is said ‘the way we treat people at work affects the way 
they go home and treat the family’. Wouldn’t it be 
really cool if Management schools teach to lead 
rather than only teaching how to manage.

A client visiting GAVS once said ‘you can tell what the 
company is about when you walk into the building’, he 
was talking about the positive vibes he got here, but that 
can be true in other senses as well; high performers want 
to keep moving thru responsibilities to thrive and their 
passion and drive is apparent. 

Good performers want Managers with a vision for their 
roles and to help them succeed. And these job hoppers are 
people who want to set free to act on their ideas. When it 
takes the team’s energy to meet the goals and the 
company mission, the true performers expect 
transparency and inclusion. Poor Managers manage 
rather than lead, they are unable to show any path to 
growth, they can’t spot what you are good at to offer you 
success in that path. Sadly, their strategies are for 
themselves and don’t include their teams or subordinates.

Very often, in informal chats and coffees with industry 
peers, I have heard that their employers run the business 
as if they don’t see the human aspect in or from their 
business results, and it sounds like it is a call between job 
security and wanting more participation in the company.

With the rapid advancement of technology, we are going 
to find changes with employee productivity; as workplaces 
get increasingly automated, businesses are going to need 
skills like creativity, collaboration abilities, good 
communication and such, which means more 
independent thinking and acting. These are people who 
demand more than just a job and pay from an 
organization or a Leader, they want more inclusion and 
opportunities to participate; you want to keep them close 
to you. The constant search for new talent will most often 
result in that revolving door effect that organizations so 
easily fall prey.

Transparency - Employees whose Managers are 
transparent, honest, open, communicative, and sincere to 
their responsibility to team-members are well engaged.

20



Mentorship roles – Those mid-career professionals 
with the right attitude, skills, leadership qualities, critical 
thinking and so on may be given mentorship roles / 
managerial development roles to coach the less 
experienced employees. Opening up mentee roles for the 
mid-career professionals is also equally important as it is 
giving them an opportunity to gain knowledge. I think this 
will definitely serve as a way to support employees and 
build a culture of strong support within where everybody 
helps and supports everybody. A structured program for 
mentoring or towards succession planning would work 
positively for all, and it would ensure that people who 
have been in the system for long are well immersed in the 
system while the newer employees have the opportunity 
to learn successful and positive work habits.

Sometimes relocation can be the change that will bring 
the needed zing back into their career. A change of 
location works even if they are going to be doing the same 
job. I have seen this happening here at GAVS, people who 
have been in the system long are given the opportunity to 
work overseas, and that renews their enthusiasm for work 
and deepens their commitment. Its like a breath of fresh 
air, it sure works well.

To conclude, an annual appraisal and employee 
assessment is most times not enough to retain employees 
or keep them happy and motivated. To me it looks like 
appreciation by seniors and others instill a deep sense of 
accomplishment in people. How about Managers writing 
monthly letters within the organization appreciating team 
members and their efforts. Genuine understanding of 
each team member results in a better relationship as 
against insisting on maintaining hierarchies and not 
collaborating with the teams. Everyone feels good when 
they understand there is more to their work than just 
collecting their checks every month, and it takes a mature, 
sensitive and a good person to nurture great teams.

"If there are people in your organization who feel 
they are not free to suggest ideas, you lose." - Ed 
Catmull

I have seen a lot of conflicts and inner struggles within 
Managers when they try to portray their company values 
but didn’t seem ready for it within themselves. Very often 
organizations claim they are not hierarchical, but the 
same Managers are uncomfortable when the millennials 
come up and talk to them as their equals or do not follow 
the ‘right way to sit’, ‘the right way to stand’ etc. etc. I 
personally find that a little tough to understand because if 
you consider somebody your equal, then he/she is just 
that. We would all do better with titles like Mentors and 
Coaches rather than Supervisors and Managers, and allow 
the system to really grow a set of smart and involved 
people rather than a race of people trying to grab jobs and 
positions. 

Personally, I feel as Managers we should make it a point 
to send people home ‘fulfilled’ , treat them how you would 
have everyone treat you. Too many times Managers write 
off forced exits as ‘that’s how you run a business, that’s 
what happens in a business’, but there have been very 
innovative ways that companies have resolved such issues 
– One company who went thru a crisis where their 
supplies from China to one of their factories was put on 
hold, that caused the entire factory to go out of work. But, 
instead of sending people off like how it happens so often, 
the CEO of the company came up with a solution where 
every employee was asked to go on a month’s vacation. 
The outcome? People felt safe with a step like that, they 
understood that they wouldn’t be let off easily, and 
everyone knew that when they went on a month’s 
vacation, it was to save someone’s job! When people 
are happy they do amazing things, they need to 
be shown that everyone matters…

Lateral opportunities – More statistics – When 
Salesforce came up with the 1-1-1 model of giving, the 
program offered an opportunity for the employee to spend 
time on her interest / any interest. The program included 
time off for volunteering, pro-bono volunteering to aid 
several causes. And here’s the terrific result to that; more 
than 27,000 salesforce employees participated in this 
volunteer program, they put in 1.4 million work hours 
towards things close to their hearts! That’s the best 
engagement strategy I have come across. 

Adding a lateral challenge / responsibility might be a good 
way to engage employees who are bored and getting 
restless in their current job and who might welcome 
additional responsibilities. Sometimes with small sized 
companies, the opportunities for growth don’t come up 
that often. Bringing new aspects to employment can 
renew their enthusiasm and help them handle their 
regular jobs better. Intellectual stimulation, that 
sense of purpose, and the need to do more thru a 
job can be provided by employers. 

About the Author:

“When I am not handling responsibilities at GAVS, I am a 
doting mother and a grand mother, a voracious reader, a poet 
and a traveler.  Sometimes life is about risking everything for a 
dream no one can see but you.."
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The Crucial 
Thinking Skill 

Nobody Ever Taught 
You

James Clear

The ancient Stoic philosophers like Marcus Aurelius, 
Seneca, and Epictetus regularly conducted an exercise 
known as a premeditatio malorum, which translates to a 
“premeditation of evils.”

The goal of this exercise was to envision the negative 
things that could happen in life. For example, the Stoics 
would imagine what it would be like to lose their job and 
become homeless or to suffer an injury and become 
paralyzed or to have their reputation ruined and lose their 
status in society.

The Stoics believed that by imagining the worst case 
scenario ahead of time, they could overcome their fears of 
negative experiences and make better plans to prevent 
them. While most people were focused on how they could 
achieve success, the Stoics also considered how they 
would manage failure. What would things look like if 
everything went wrong tomorrow? And what does this tell 
us about how we should prepare today?

This way of thinking, in which you consider the opposite 
of what you want, is known as inversion. When I first 
learned of it, I didn't realize how powerful it could be. As I 
have studied it more, I have begun to realize that 
inversion is a rare and crucial skill that nearly all great 
thinkers use to their advantage.

How to Solve Problems by Reversing Them
The German mathematician Carl Jacobi made a number 
of important contributions to different scientific fields 
during his career. In particular, he was known for his 
ability to solve hard problems by following a strategy of 
man muss immer umkehren or, loosely translated, 
“invert, always invert.” 

Jacobi believed that one of the best ways to clarify your 
thinking was to restate math problems in inverse form. 
He would write down the opposite of the problem he was 
trying to solve and found that the solution often came to 
him more easily.

Inversion forces you to consider aspects of a situation that 
are often hidden at first glance. What if the opposite was 
true? What if I focused on a different side of this 
situation? Instead of asking how to do something, ask how 
to not do it.

As author Josh Kaufman writes, “By studying the opposite 
of what you want, you can identify important elements 
that aren't immediately obvious.”

How Great Thinkers Shatter the Status Quo
Great thinkers, icons, and innovators think forwards and 
backwards. They consider the opposite side of things. 
Occasionally, they drive their brain in reverse.

Art provides a good example.
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Here are some more ways to utilize inversion in work and 
life:

Inversion is often at the core of great art. At any given 
time there is a status quo in society and the artists and 
innovators who stand out are often the ones who overturn 
the standard in a compelling way.

Great art breaks the previous rules. It is an inversion of 
what came before. In a way, the secret to unconventional 
thinking is just inverting the status quo.
This strategy works equally well for other creative 
pursuits like writing. Many great headlines and titles use 
the power of inversion to up-end common assumptions. 
As a personal example, two of my more popular articles, 
“ ” and “Forget About Setting Goals Motivation is 
Overvalued”, take common notions and turn them on 
their head.

Success is Overvalued. Avoiding Failure Matters 
More.
This type of inverse logic can be extended to many areas 
of life. For example, ambitious young people are often 
focused on how to achieve success. But billionaire investor 
Charlie Munger encourages them to consider the inverse 
of success instead.

“What do you want to avoid?” he asks. “Such an easy 
answer: sloth and unreliability. If you’re unreliable it 
doesn’t matter what your virtues are. You’re going to 
crater immediately. Doing what you have faithfully 
engaged to do should be an automatic part of your 
conduct. You want to avoid sloth and unreliability.” 

Avoiding mistakes is an under-appreciated way to 
improve. In most jobs, you can enjoy some degree of 
success simply by being proactive and reliable—even if 
you are not particularly smart, fast, or talented in a given 
area. Sometimes it is more important to consider why 
people fail in life than why they succeed.

The Benefits of Thinking Forwards and 
Backwards
Inversion can be particularly useful in the workplace.

Leaders can ask themselves, “What would someone do 
each day if they were a terrible manager?” Good leaders 
would likely avoid those things.

Similarly, if innovation is a core piece of your business 
model you can ask, “How could we make this company 
less innovative?” Eliminating those barriers and obstacles 
might help creative ideas arise more quickly.

And every marketing department wants to attract new 
business, but it might be useful to ask, “What would 
alienate our core customer?” A different point of view can 
reveal surprising insights.

You can learn just as much from identifying what doesn't 
work as you can from spotting what does. What are the 
mistakes, errors, and flubs that you want to avoid? 
Inversion is not about finding good advice, but rather 
about finding anti-advice. It teaches you what to avoid 
and shows you what you have been missing.

Project Management
One of my favorite applications of inversion is known as a 
Failure Premortem. It is like a Premeditation of Evils for 
the modern day company.

It works like this:
Imagine the most important goal or project you are 
working on right now. Now fast forward six months and 
assume the project or goal has failed.
Tell the story of how it happened. What went wrong? 
What mistakes did you make? How did it fail?

This strategy is sometimes called the “kill the company” 
exercise in organizations because the goal is to spell out 
the exact ways the company could fail. Just like a 
Premeditation of Evils, the idea is to identify challenges 
and points of failure so you can develop a plan to prevent 
them ahead of time.

Productivity
Most people want to get more done in less time. Applying 
inversion to productivity you could ask, “What if I wanted 
to decrease my focus? How do I end up distracted?” The 
answer to that question may help you discover 
interruptions you can eliminate to free up more time and 
energy each day.

This strategy is not only effective, but often safer than 
chasing success. For example, some people take drugs or 
mental stimulants in an effort to increase their 
productivity. These methods might work, but you also run 
the risk of possible side effects.

Meanwhile, there is very little danger is leaving your 
phone in another room, blocking social media websites, or 
unplugging your television. Both strategies deal with the 
same problem, but inversion allows you to attack it from a 
different angle and with less risk.

This insight reveals a more general principle: Blindly 
chasing success can have severe consequences, but 
preventing failure usually carries very little risk.

Decluttering
Marie Kondo, author of the blockbuster best-seller The 
Life-Changing Magic of Tidying Up, uses inversion to help 
people declutter their homes. Her famous line is, “We 
should be choosing what we want to keep, not what we 
want to get rid of.”

In other words, the default should be to give anything 
away that does not “spark joy” in your life. This shift in 
mindset inverts decluttering by focusing on what you 
want to keep rather than what you want to discard.
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Inversion can be particularly useful for challenging your 
own beliefs. It forces you to treat your decisions like a 
court of law. In court, the jury has to listen to both sides of 
the argument before making up their mind. Inversion 
helps you do something similar. What if the evidence 
disconfirmed what you believe? What if you tried to 
destroy the views that you cherish? Inversion prevents 
you from making up your mind after your first conclusion. 
It is a way to counteract the gravitational pull of 
confirmation bias.

Inversion is an essential skill for leading a logical and 
rational life. It allows you to step outside your normal 
patterns of thought and see situations from a different 
angle. Whatever problem you are facing, always consider 
the opposite side of things.

Footnotes

Source

Relationships
What behaviors might ruin a marriage? Lack of trust. Not 
respecting the other person. Not letting each person have 
time to be an individual. Spending all of your time on your 
kids and not investing in your relationship together. Not 
having open communication about money and spending 
habits. Inverting a good marriage can show you how to 
avoid a bad one.

Personal Finance
Everyone wants to make more money. But what if you 
inverted the problem? How could you destroy your 
financial health?

Spending more than you earn is a proven path to financial 
failure. It doesn’t matter how much money you have, the 
math will never work out for you over time. Similarly, 
accumulating debt is a hair-on-fire emergency to be 
resolved as quickly as possible. And gradually creeping 
into unchecked shopping and spending habits can lead to 
self-inflicted financial stress.

Before you worry too much about how to make more 
money make sure you have figured out how to not lose 
money. If you can manage to avoid these problems, you'll 
be far ahead of many folks and save yourself a lot of pain 
and anguish along the way.

Consider the Opposite
Inversion is counterintuitive. It is not obvious to spend 
time thinking about the opposite of what you want.

And yet inversion is a key tool of many great thinkers. 
Stoic practitioners visualize negative outcomes. 
Groundbreaking artists invert the status quo. Effective 
leaders avoid the mistakes that prevent success just as 
much as they chase the skills that accelerate it.

Hat tip to Ryan Holiday. I learned about the 
“premeditatio malorum” in his article, Practice the 
Stoic Art of Negative Visualization. His books on 
Stoicism are great as well. I recommend starting with 
The Obstacle is the Way.
Inversion is different than working backward or 
“beginning with the end in mind.” Those strategies 
keep the same goal and approach it from a different 
direction. Meanwhile, inversion asks you to consider 
the opposite of your desired result.
A variety of math textbooks claim that “invert, always 
invert” was one of Jacobi's favorite phrases. The 
oldest source I could find was the Bulletin of the 
American Mathematical Society, Volume 23. 1917.
The First 20 Hours by Josh Kaufman.
10 years later, Cobain lives on in his music, TODAY. 
Also, see For The Record: Quick News On Gwen 
Stefani, Pharrell Williams, Ciara, ‘Dimebag' Darrell, 
Nirvana, Shins & More, MTV.
Sandford 1995, p. 181
USC Law Commencement Speech by Charlie Munger. 
May 2007.
The term “Failure Premortem” was coined by 
psychologist Gary Klein in 2007.

https://jamesclear.com/inversion
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Laughter is the sound of the soul dancing.
“ ”
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