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Those things that you do so infrequently that you have learn them anew each 
time. -- @AndrewGent
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The brand we hate to love
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We’ve trained users, through years of failure, to believe that online help won’t.
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Source
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“To operationalize the developmental pattern construct, we 

used a semi-parametric, group-based modeling approach that 

identifies distinct patterns of trajectories within a population.”
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People buy drill bits so that they can have company
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I just want to 

get it done

I want to 

know how 

to do it 

again

How 

does it 

work?

They’re 

asking 

me?
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Darwin Information Typing Architecture (DITA): a way to think and write
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9to5 Mac: Apple to retire One to One Apple Store training program Sept. 28th
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How Iterative Testing Decreased Support Calls By 70% on Mozilla's Support Website
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Mathworks college hires go straight to the support desk before getting their 
development assignments
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Gizmodo, August 12, 2012: How To Be a Genius: This Is Apple's Secret Employee 
Training Manual
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They’ve solved the problem in their own ways
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They’ll tell you how they solved their problem and it will scare you 
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