Session 1
Detailed Summary and Quiz

Session 1: Problem Solving and Decision Making

Aim and Objectives:

The aim of this session is to equip learners with the ability to make effective decisions in solving complex workplace problems.
By the end of the module, learners will be able to:
· Analyse complex workplace problems.
· Apply decision-making techniques.
· Plan how to implement solutions.

What is a Problem?

A problem is defined as a situation where there is a gap between the current state and a desired state. It may also be described as a deviation from the norm or standard. Problems vary in complexity and significance.

What is Decision Making?

Decision making involves selecting between two or more options. It is a critical step in the problem-solving process and relies on judgment, experience, and relevant data.

Team-Based Problem Solving:

Problem solving is most effective when done in teams. Collaboration brings different perspectives, facilitates effective communication, and helps generate better solutions.




Key Skills in Problem Solving:
· Knowledge of organisational policy, procedures, and objectives.
· Skills in identifying, analysing, and addressing problems.
· Judgement to guide choices at each stage.

Diagnosing Problems:

The first step is recognising a problem exists.
This can be done by:
· Monitoring performance.
· Listening to team members.
· Observing behaviours.
· Establishing the root causes of issues.

Response Options:
Once identified, problems can be:
· Ignored (do nothing).
· Monitored (watch and review later).
· Contained (limited impact).
· Solved (finding and implementing a solution).

Initial Analysis:

This step includes gathering data, defining the problem’s scope and impact, and anticipating potential consequences.
It is essential for understanding how serious the problem is and what actions are appropriate.




Continuous Improvement and Problem Solving:

Problem solving underpins continuous improvement efforts. Ongoing improvements help organisations remain competitive. The concept of **Kaizen**, introduced by Imai (1986), promotes continuous, incremental changes for better outcomes.

Creative Problem Solving:

Creative problem solving gives specific benefits for different groups:
· Organisation: Enhanced services, reduced costs, better quality, and improved market share.
· Teams: Improved collaboration, morale, and shared knowledge.
· Individuals: Greater confidence, effectiveness, and clearer understanding of goals.

Types of Problems:
· Deviation Problems: Result from a shift from the norm.
· Potential Problems: May arise in the future if not managed.
· Improvement Problems: Areas that could be made better.

Problem Categories:
· Strategic Problems
Long-term, wide-reaching consequences.
· Operational Problems
Medium to short-term, typically involving resource management.
· Administrative Problems
Short-term issues with defined solutions based on policy or procedure. 







Multiple Choice Quiz
Read the summary if you don’t know the answer
What is a key element of decision-making?
Monitoring employee morale
Choosing between two or more actions
Improving product design
Team communication
A problem exists when there is:
An increase in product sales
A gap between current and desired states
Only one clear solution
Strong leadership
Who defined 'Kaizen' in the context of continuous improvement?
Kotter
Imai
Maslow
Herzberg
What is NOT a recognised problem category?
Strategic
Operational
Administrative
Tactical
Strategic problems are typically:
Short-term
Policy-based
Long-term with wide consequences
Routine





Problem-solving is best done:
By senior managers alone
Using AI systems
Individually
In teams with good communication
Which is a benefit of ‘creative’ problem solving for individuals?
Reduced team morale
Improved market share
Increased personal effectiveness
Lower production costs
What is the first stage in diagnosing a problem?
Applying a solution
Escalating the issue
Recognising a problem exists
Brainstorming
What does the ‘Initial Analysis’ stage involve?
Hiring new staff
Ignoring the issue
Defining scope and impact
Delegating tasks
Continuous improvement helps organisations by:
Maintaining status quo (keeping everything the same)
Reducing communication
Boosting competitiveness
Avoiding risks
What are 'Deviation problems'?
Problems based on rules
Unexpected changes that deviate from the norm
Innovative changes
Customer complaints





Which of the following is an operational (working) problem?
A 10-year strategy error
Employee misunderstanding a form
Misuse of a department budget
Supplier takeover
The fishbone diagram is used to:
Map out employee roles
Identify root causes
Track project milestones
Communicate decisions
What does ‘judgement’ assist in during problem-solving?
Data entry
Decision-making
Team building
Compliance checking
Who suggested or what type of improvement involves lots of small changes?
Strategic
Kaizen
Operational
Innovative


















Answers

1. Choosing between two or more actions
2. A gap between current and desired states
3. Imai
4. Tactical
5. Long-term with wide consequences
6. In teams with good communication
7. Increased personal effectiveness
8. Recognising a problem exists
9. Defining scope and impact
10. Boosting competitiveness
11. Unexpected changes from the norm
12. Misuse of a department budget
13. Identify root causes
14. Decision-making
15. Kaizen
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