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Designed as quick?reference notes for entsy trainees, or new managers.

1. What Is Problem Solving?

Aspect Description
Definition A systematic process for identifying, analyzing, and resolving obstacles that hinder an
organization’s goals.
Goal Turn a negative situation into a positive outcome (e.g., increased profit, smoother

operations, higher customer satisfaction).

Scope Ranges from day?to?day operational glitches to strategic, long?term challenges.

2. Why Problem Solving Matters in Management

Reason Business Impact
Decision quality Better decisions reduce waste and improve performance.
Competitive advantage Fast, effective solutions outpace rivals.
Employee empowerment Involving staff builds ownership and morale.
Risk mitigation Early detection prevents crises.

Innovation Solving problems often creates new products or processes.

3. Core Problem?Solving Process (7?Step Model)

1. Identify the Problem

o Observe symptoms ? ask “What is really happening?”
o Use data (sales reports, KPIs, customer feedback).

2. Define the Problem Clearly

o Write a concise problem statement (who, what, when, where, why).
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o Example: “Customer?order fulfillment time exceeds 48?hours for 30?% of orders in the
Midwest region (Q2 ZOZM an ag ement

3. Gather Relevant Information

o Collect quantitative data (metrics, logs) and qualitative input (interviews, surveys).
o Verify data accuracy; eliminate noise.

4. Analyze the Root Causes

o Tools: 5 Whys, Fishbone (Ishikawa) Diagram, Pareto Chart, Cause?and?Effect
Matrix.
o Distinguish between symptoms and underlying causes.

5. Generate Alternative Solutions

o Brainstorm without judgment.
o Apply creativity techniques: SCAMPER, mind?mapping, reverse thinking.
o Aim for 5?10 viable options.

6. Evaluate & Select the Best Solution

o Criteria: cost, time, risk, alignment with strategy, stakeholder impact.
o Use decision matrices, cost?benefit analysis, or SWOT for each alternative.

7. Implement, Monitor, & Adjust

o Develop an action plan (tasks, owners, deadlines, resources).
o Set KPIs to track progress.
o Review results; iterate if the problem persists.

4. Key Analytical Tools & Techniques

Tool When to Use What It Produces

_ ) Strengths, Weaknesses, Opportunities,
SWOT Analysis Strategic problems )
Threats matrix

Identifying dominant ) .
Pareto (80/20) Chart fact Visual of top contributors to a problem
actors
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Tool When to Use What It Produces

compleMiaxag ement
Fishbone Diagram P Structured list of possible causes

issues

Quick root?cause _
5 Whys Sequence of “Why?” leading to core cause

digging

Flowchart / Process _ )
Y . Operational bottlenecks Visual of steps, handoffs, and delays
apping

o . Choosing among ] . o
Decision Matrix _ Ranked options based on weighted criteria
alternatives

Cost?Benefit Analysis  Financial justification Net value of each solution

5. Decision?Making Styles in Management

Style Characteristics Typical Use

**Anal
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