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»

The Center for Vocatxona; Education’s mission is t¢/in-
crease the ability of diverse agencies, instifutions, and
gamzatlons to _solve_educational-problenss™ rem
“Tndividual career plaﬁmng, preparatlon, and progression.
The Center fulfills its mission by: ¥

o Generating knowledge through research
P . . Y .
Developing educationa: programs and products

Evaluating individual program needs z':nd ou.tcon'mcs

Installing'ed ucationahprograms and product;S '

Operating information sysfenis and services

Conducting leadershlp development and trammg
.programs
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WORK EP.}TRY AND JOB ADJUSTIC!ENT
PROBLEMS
_(WEJAP) o .

work Entry Problems axe those which affect
getting a job and adapting to the work situation.
Job Adjustment Problems are those which interfere
with the workers successful performance of the
tasks on the job. The following is a summary of
Work Entry and Job Adjustment Problem cate-
gories:

I. CAREER PLANNING AND TRAINING
PROBLEMS

A. Educational preparation

B. Job goals and expectations

C. Job ghanges .
D. Geographit mobility

1I. JOB GETTING PROBLEMS

A. Job seeking

B. Interviewing-and test-taking

Job placement . —
. Prior work experience e

Job layoffsand rejections

. Prejudice

. Comnmunication

omEYn

11I. ON THEJOB ADJUSTMENT PROBLEMS

A. Prejudice

8. Communication

C. Automation and changing technology

D. New roles

E. Work rules and standards

F. Work habits

G. Alienation
. Getting along with the boss and other
workers .

IV. OFFTHEJOB ADJUSTMENT PROBLEMS

N ’ /\ Family and personat situational adjust-~
. s ment .
-B. Attitudes and values . . .
. C. Self-image T 5

¢ STUDENT
OUTLINE

~COPING IN THE
WORLD OF WORK:

PRACTICE AND

PROBLEM SOLVING

[y
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"STUDENT OUTLINE

~

COPING IN THRE WORLD OF WORK:
PRACTICE IN PROBLEM SOLVING

Use'the follawing information to solve Work

Entry and Job Adjustment Problems.

P

STEP 1:

DIAGNOSING THE PROBLEM

Have you detected a problem? The sooner you
do this, the better because you can then dis-
finguish between a potential or fully developed
problem.

4
Can you identify the category of the work
adjustment problem? This may not always be
possible, but it is helpful. (See next page.)

Have you determined the causes und symptoms?
1t it produced an effect, it is called a cause. 1f
there are signs of a problem, and this is one of
the signs, it'is called a symptom.

. Have you sought sources of information (people

and places) for problem identification? The
sources must have accessibility (you axe able
to get to the sources) and value (the source has
the information you want).

e
- .
Y

v e

STEP 2: GENERATIMG SOLUTIONS

A. Have you listed as many solutions to the prob-
lem as possible? The more the better, since
you are brainstonmning here.

B. Have you determineq the goals for the *‘best”
solution? Be sure thcse goals are realistic.

A % .
STEP 3: EVALUATING SOLUTIONS -
A. Have you found the sources of information

(people and places) needed to evaluate the
possible solutions? You shuld evaluate rolu-
tions in terms of workability (can you carry out
the solution?) and usefulness (what is the degree 2
to which your solution will solve the problem?).

STEFP 4: CHOOSING THE SOLUTION
A, lave you selected your colution based upon its
workability and usefuiness?

STEP 5: TESTING THE SOLUTION
A. Does your solution work? Check to see if it
meets your goals,

B. If your solution didn’t work, recycle (return to
the step where you believe the procedure has
tailed and proceed through the remaining steps
of the process). *
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To The Students Using This Guide

<

The student guide you have been glven was desxgned to supplement the instructional unit
“Coping in the World of Work: Practice in Problem Solving” that you and:the other students in
your class have Just begun. This guide is not meant to be read from cover to cover but simply used
as yqur instructor directs. That is, your instructor JWwill have you read 3 page o1 two at a time or

bers in your guide are not numbered consecutively. }That i is, the first page is numbered vi, the
sezond is number 13 and so forth. These pages all appear in their proper order in theTnstructorss
Handbook only. It was felt that since your instructor would need to refer you to spe ific page
numbers, he or she would need to have them numbered exactly the way they appear in the Instruc-
tor's Hanabook In this way, we had hoped to eliminate any confusion occurring as the result of .
havmg the same pages numbered differently in your Student Gulde than the way they are numbered
¢in the Instructor s Handbook. ;

his unit has been designed simply and entirely with you in mind. We, the authors, realize
that many of you have had some types of work experience at this point in your life. However, we
also know that you will encounter a wide range of problems in getting and adjusting to a job as you
leave school and enter the world of work. These problems involve such things as your educational

of problems (see pages 13-20)._What we are trying to he., you with is your abilities to deal (cope)
with these problems in vou n way. We have prov1ded you with a five-step problem 'Tvmg ap-
proach (see page v1) that will help you deal with your problems now and in the future. This’ ap-

easy-to-remember form. \ .
The exercises you will go through in this course are meant to give you practice and experience
in dealing with work entry and job adjustment problems. We would like you to learn as much as
possible abou. these problems and how to sclve them and, hopefully, have some fun while you are
doing it. The games and exercises you will participate in are designed to help you learn and enjoy
vourself . while you are learning. Use this Student Guyide and the other parts of this unit to your best
ability ; you are the person who will receive the most from this unit if you use it wisely. Good luck
and have fun! "

Robert E. Campbell
George A. (Budd) Wynn
Robert M. Ransom °

follow along whife he or she reads a particular sectlon with you. You will notlce that the page num- -

2

XS

preparation, job placement, prejudice, communication, attitudes and values, and other similar kinds"

proach is really a “‘common sense” way of lookiny at prohlems; we have sxmply tried to put it in an

\

%.
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. OUTLINE
WORK ENTRY AND JOB ADJUSTMENT PROBLEMS (WEJAP)

Work entry problems are those which affect getting a job and adapting to the work situation.
Job adjustment problems are those which interfere with the worker's successfpl performance of {nhe
tasks on the job. The following is a summary of work entry and job adjustment problem categories:

CAREER PLANNING AND TRAINING PROBLEMS

/
/ ; _ A. Educational prepration

/ T B.' Job goals and expectations ' ) §
;,/ A ~ Cx Job changes ' T | | - i , | ' i
e D. Geographic mobility - ' T
4 IL.' JOBGETTING PROBLEMS < . - » "
A. Job seeking ’ N ' ' . .
B- Inte;rviéwing and test-taking _ ' /
C Jébplacement’ N ~ -
D. Prior work experience ' ‘ / o /’ '
E. Joblayoffs and rejections . |
F. Prejudice ; ‘
G. Communication ) . ' m%
III. ON THE JOB ADJUSTMENT PROBLEMS '1
A. Prejudice
B Co;nm'mication ) . ;
C. Automation and changing techno!ogy_ Y . 3
D.. Newrcles

13 . .

Q«
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Work rules and standards

Work habits

e

G. _Alineation

.

"H.  Getting along with the boss_ and other workers

IV. OFF THE JOB ADJUSTMENT PROBLEMS

A.  Family and personal situational adjustment
B.  Attitudes and values :

. C. Self-image . .

-

e
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WORK ENTRY AND JOB ADJUSTMENT PROBLEM (WEJAP) CATEGORIFS

£

The following are definitions and exam»les of problem categories.

CAREER PLANNING AND TRAINING PROBLEMS

A. - Educational Preparation

A comprehensive general education and training in marketable skills are necessary to get
and hold a job. A weak genera] education might cause the worker to have more prob-
lems than necessary with elementary reading and mathematlcs at work. Specialjzed job
skills-training is necessary to help prepare the worker who is new tothe labor market L
to be more efficient and effective in getting a job and more aware of the sécial as well
as technical skxlls needed to hold a job. ¢

Example: Elizabeth warits to be supewwt%r She is highly skilled, but she &annot
. spedk or write clearly, and so finds it d;fﬁcult to express herself in social

situations. i

B. Job Goals and Job Expectaéions

(Anticipated Job Characterlstics)

A worker hes visions of ideal job conditions which he would like to find on his job.
Usually, however, he expects to see less than these ideal conditions. Prablems may re-
sult from job dissatisfaction#if there are graat dxscrepancles ‘between job expecciaiions,
what the worker actually e\:pects to find on his job, and idéai job aspirations, what he
hopes to find on his job.

Example: Joyce was hired as a file clerk but has been used only as a receptionist,
a position for which she is not prepared. -

C. Job Changes 3
(
When a worker changes jobs, is it fora Hetter job? Unfortunately, many workers change
jobs withc ut gaining enythmg They simply move into a different job at the same level,
with similat pay, and responsibilities. Although this form of horizontal mobility is
. sometimes attempted for personal reasons, freqquently it is an example of job hopping,
moving from job to job without plan or purpose. A worker may fail to move to a better
job (upward vertical mobility), or even move to a worse job, because he doesn’t have
clear ideas of what he wants from a job or of what his job market has to offer.

?

I

[
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S : Example: 'red has had three similar jobs in a year. He knows what he doesn’t like
P lf, *about his jobs,’ but he’s not sure what kmd of job will satisfy him.’
T X }f D. Geographic Mobllxty ‘ ;

. If a worker cannbt find employment near his place of residence or near other places he
P consxders important (school, shopping center, recreation area), he may find commutmg
' pro lems added o his problems on the job. A worker-may also face dxffxcultxes when
e ed by an e-npgoyer to transfer to an unfamllxar area. Some workers are tied.to re-
giondl employmeént conditions and they find it hard to:adapt to the employment con-

*e ditions of other. }egmm
N Example: I:ﬁi’is a skilled fruit farm worker, but since he moved to the city, he has not ’
. been able to find a job.

II. JOBGETTING PRO[BLEMS

Job -Seeking

! .
Finding a jOb is m itself a complex problem, involving checking out many sources of infor-
mation, wexghmg 1all the advantages and-disadvantages of diverse jobs, dec:dmg on one
job, and evaluatmg the correctness of that decision while employed on ‘the job. If we

— seek employment carelessly, we probably will face our problems on the job in a similarly
careless manner.

Example: Bernice wants to be a welfare worker but does not know where to apply.

B. Interviewing and Test-Taking

-~ - «

>

The interview is a major hurdle for the prospective employee. An interviewee who is
.unfamiliar with the techniques available to present himself most favorably, or who lacks
_ experience with taking tests, could encounter many difficulties at this early stuge of the
\ employment process. The interview procedure has been criticized for containing biases
‘ and for being unreliable. Research has also found that the major hiring decisions are of-
ten made at the beginning of the interview and are based on a questionnaire filled out
by the applicant beforehand. Nonetheless, it is in the applicani’s best interest to prepare
carefullv for the tests and interview, and to use tiese to his advantage
Ay
Example: In agplying for a job, Marie was asked to take a typing test. She became
very nervous and made many errors.
¢
C. Job Placement
Typically high schools do not have piacement offices and youth are left to their own
initiatives. For many this is very difficult as they have had little work background and
thus few leads. Some high schools are more aggressive and provide help ranging from a
referral to personally introducing the applicant to his/her interviewer. Also, state

- e - — e

16 11 -




employment offices provide some screening of apphcants and do drrect scme mdmduals‘ )
to various training programs. The extent to which these institutions facilitate the work
entry oi stlr_dents often determines- therr suczess or farlure in fmdmg a jOb vE

. pm .
- -

Example: Denise went to see her high school counselor for help in finding ajob for
which she was well-suited. She djscovered that there was no job placemerit
service in her school 'and she would have todo it on her own. She was very
disappointed as she had no-idea-where to begin to look.

- Prior Work Experience - ) \

4

Isit fmr toaska uew worker to by experienced? A company-wanis the most ,effrcrent_
labor force it can get. A new worker needs to get a job before he is experienced in order
to become expevienced. Are the goals of the new worker and of the company incom-
patible,:or can they be reconciled? Some occupational research has shown that new
!'workers may not be less efficient or less capable than expenenced workers New work-.
érs'mdy, find that there'are other ways to gain experience: Some of the alternatwe op-
portumhes to get experience, which may be easier to get iato and-may offer more general
experience, axe cooperative organizations, work-study f programs, volanteer progranis, .'
junior achievement ahd other youth organizations, and part-time or séasonal work. Thus,
the simple but frustrating problem of which comes first, experience or getting hri‘ed may _
be solvable in many ways.

4

o

Example: Margie applied fora job as a pnnter but was turned down since she did not
have prior work experience. .

Job Layoffs and Rejections

» T

If job applicants receive many réjections, they may%ecome discouraged, skeptical of
hiring practices, and pessimistic about job opportunities and their own abilities. This
may result in the applicant becoming more tense during interviews, which will make it
even more difficult for him to get hired] Ultimately, the job applicant may become ,
rustrated and give up seekiag work, sccepting unemployment instead. Job layoffs may.

ilarly affect the.worker.” If he is chosen to be laid off, he may become skeptical of
the company’s policies regard:ng wolkers and uncertain about his own abilitiesasa
worker. . - '

He now feels a great !ack of confidence in himself and fears further rejec-

E)-cample: Cornelius has interviewed for twenty jobs but gldn’t get any of them.
tions. -

-

Prejudice

Because prejudicial attitudes of one person or group toward another because of age, sex.
race, religion, or handicap are pervasive in society, they can cause problems in getting a
job. Discriminations in hiring are direct prnblems which have indirect effects on career

- axpirations and apphcant morale. .
Q .
17 °
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Examplke’."'*Amfapplied far a job as a forklift operator.., Even though she scored high
enough on the mechanical skills examination to begin on-the-job training,
the supérvisor, Mr. Sands, would not hire her. He told her that he would
not hire a woman for a “man’s job.”

A
-

[y

) K
. G. Communication ==

A worker must be able to make inquiries about job positions and express himself intelli<”
gently during a personal interview. If the worker is not able to handle these types of
communication, he may also be unable to get the job he wants.
ol SR
EXample Roger could not discuss his reasons for wantmg the sales posmon "I‘hls made
. - the personnel clerk question his ability to be an aggresswe salesman. She
’ noted this on his interview sheet and subsequently he did not get the job.

1L ON THE~J OB ADJUSTMENT PROBLEMS

s

A. Pre[l]dlce L2 “ry e.:,
¢ ’ . . ‘s.,_"

Because prejudicial attitudes of one person or group toward another because of age, ;ex,
race, rellglon or handicap are pervasive in society, they can cause problems on-the-job.
Discriminations in promotions are problems which affect employee morale and career

~

~  aspiratio
asp ns . |
Example:  Freds boss, Archie, who openly admits that he thinks blacks ure , re-
fuses to give Fred, who is black, the promotion to a more challenging job.

~ B.  Communication

A worker must learn the jargon (special ianguage) of his job so that he may understand
instructions and be able to discuss his work clearly with his co-workers. If a worker
cannot express his thoughts, ask questions about instructions, and describe his problems,

he may not be able to resolve his problem. ,

~
n

Example:  Louise slang in the oifice. Her co-workers and the customers cannot
, - alway understand her.

O,

W

C. ” Automation and Changing&chnology ' \

Job technology is not flxed New products and machines are constantly b:ing mtroduced
and work procedures are always being modified. While job skills are important assets,
equally important is the ability to adapt to change, to be able to update old;skills to fit
new situations. > . -
Example:  Frank has worked at his job for ten years. Recently, a machine was built
to do Frark’s job, and Frank, who failed to learn how to operate the
machine, was laid off.




D. New Roles ' ' .
’f-he pérson entering the job market is leaving behind the schogl environment and em-
| ) barking.on a full-time career of woykers’ responsibilities and obligations. Peer group .
relatlon;b\&ome more’important because of-the new emphasis on cooperative work :
effort. The loyalty expected by the comipany from its workers is very different from’

the old school pride; and the worker’s concentrated dependence upon the company for [

¥ :
income, status, and hfetxme security, is a-change from his rg‘e as a student, when he B X_ :
looked to many different sources (e.g., parents, school, student clubs) for the different ‘

kinds of support. Paying taxes, providing fot a family, and buying a house are among
the new obljgations associated “vith the rolg,of worker.

Example: Bob hates ﬁis work, but he has many financial obligaticns, and so he works
L. for the money. He never knows whether he-should quit-or continue to just
e, .' hangon. Lo - . /
——- S A w—Work—Rules and Standards o,
O N 7 ) ) )
Nearly,all compames ‘have written or unwritten codes that describe company policy é
about tye proper way q) perform work tasks. These rules ard.standards are often
nec and are based on wise safety and management. factors; sometftnes they seem
foolish and unnecessary u,nposntlon of authority. -In either case, they may be annoying

to. the worker who may attempt to violate these codes an%\thereby cause senous problems.

Example: Jack likes to smoke on the job. However the smoke irritates Jack’s co-
workers in the small office, and the ashes and butts are a fire hazard.

- ~

F.. Work Habits \ B

The category involves the manner in which a worker performs his job tasks. It includes «
organizing work efficiently, being neat, being punctial, and caring for equipment and o
materials. A careless worker can cause problems for himself and for others who have to

work with him. 2 . : ~

Example:  Phil doesn’t keep his work in order and so he can’t find anything when he
wants it.

£
G. Alienation

A worker may feel powerless or lost in a large organization where he is only a little sog.

. He may be unwilling to accept the rules of society regarding work and “correct work
attitudes.” This may lead to the worker seeing himself as isolated and without power in
a meanmgless job.

Example: John respects art, phnl/osophy, and scierice. He doesn’t see how his repetitious

job on the assembly finein a big company can be of any value to socnety He P Y
feels frustrated and alienated. -

- / i9
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Getting Alpng with the Boss and Otger Workers

Social relatlons with colleagues on the job age important because these relatlons affect
how smoothly the oup works together and how efficiently the tasks are accomphshed

_ Besides gettmg ong with co-workers, an employee must be able to take instructions.

from sup rvisghs without feeling offended and pass instructions on to subordinates with-
qut offen them. .

-

Example: Judy’s boss always checks up on her. This makes her very nervous.

OFF-THEJOB ADJ USTMENT PROBLEMS

A

—

Family and Personal Situational Adjustment

Personal problems, home life, and other social relations off the job may cause problems
on the iob or inflate those problems which already exist on the job. The reverse is also
true, problems on the job can affect the wo;ker’s personal life off the job.

i

Example: Betty's mother has been very smk lately, causmg Betty tQ;mss many days
of work. : 2 . . 3

<

Attitudes and Yalues

4
v

This catch-all category includes factors affecting work attitudes, such as maturity, sense
of responsibility, .nd personality. It also includes the ways in which the employee’s ‘
values affect his relations with co-workers and management and his perception of work
within his philosophy of life. Problems may arise when attitudes and values are in con-

" flict with che employers or with- those of co-workers. Yy

-

Example. Sue has become careless about her work because she has not been given the
degree of responsibility on her job that she thinks she deserves.

Self-Image -

This concerns how we perceive ourselves. If we have a low opinion of ourselves (low
self-esteem), we tend to over-criticize our mistakes and underestimate our abilities.
This may make us less effective workers, reluctant to take,on new responsibilities and
constantly afraid of losing our present positions. Conversely, over confidence can lead
to too high a self-regard (high self-esteem), which is not supported by our real abilities,
and we may ‘‘bite off more than we can chew.”

Example. Willy decided to take a job as a low-paying laborer, even though he is a
qualified carpenter, because he fears failure.
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THE PARTS OF THE-PROBLEM

AN

- - LECTURETTE-

¥

3
-

N - “We have talked about the 1mportance and value of dxagnosmg job- regated problems and we
, have’ explored the many and varied types of job adjustment and work entry problems which

" can develop when you leave school and begin working. At “this time, we wiil begin to delve
more deeply into these problems. There are two faetors which, combmed, produce job adjust-
ment problems: A cause is defined as something that produces an

eft’ect

causes and symptoms.
A symptom is defined as a sign that mdxcates the exlstence of a problematic situation.
For example, if you go to a doctor when ycu are very sick, you usually tell him/her what

symptoms or signs

this information, as well as from tests and hisher medical experience, the doctor will make a

f sickness you have, such as fever, nausea, headache and So forth. From

diagnosis as to what may be the causes which have produc-3 the effect of sickness.
In order to determine whether something is a symptom, ask yourself the question “Does

the worker show signs of a problem, and is this one of the signs?” If you can answer ‘“‘yes”

to this question, you have identified a symptom. In order to determiae whether something

is a cause, try asking yourself thlS questxon “Did this prodl.ce an effect?” I you can answer

“yes” to this question, you have identified a cause. In the example of Pat and Bobby in

°
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the previous exercise, Pat was dble to correctly defme the causes 3 and symptoms, _diagnose the

»

N

_...—__._ PN

lems that come along. AVOID READING ANY ADDITIONAL INFORMATION OR ELE- v

- Just as problems fit together into drfferent categories, so do causes and symptoms. g

problem, and solve it whrle Bobby failed even to recognjze the causes and symptoms of the -

problem. - . - T ) o S ’ y
o B o . e I A - '

In the group exercises which fol[ow, keep in mmd that you must answer the questzons /
based only, on the information contained in the -examples and assume that these are the only ?

elements of information involved in the problem. This doesn’t happen in real-life skuations

but our intent is to familiarize you with the general process so you can deal ‘with any prob- <

MENTS INTO THE PROBLEM.

< °
Symptoms will not always be connected with causes, but usually there is a connection

based on the information given in the story. ?

The categories of causes are the same as the Work Entry and Job Adjustment Problems
(WEJAP) categories in the Introduction. Lets now take some time to look at the categories’
of symptoms and some examples of each.. ‘ \

In real-life situations, four things can happen: (1)'some parts of the prohlem can be
both symptoms and causes at the same time, and we will label these “both”; (2) there can _
be causes not connected to each other which produde the same symptom(s); (3) there can
be more than one symptom produced by the séme cause; and (4) there can be rrrelevant l
.information which is neither cause nor symptom and has nothing to do }vith the problem.
If there are multiple causes or multiple symptoms (in our examples), don’t let that bother
you—that’s usually the case in real life; if something is both cause and symptom, it simply
becomes a link in the chain of causes and symptoms. Finally, use the two questions on

-«

causes and symptoms to help you sort it all out.

40
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We have worked through one basic example on_pages 4547 with-you; now we would-

n like to haw{e you’try one on your own, with the help of the_other members-of your group.

" Good luck! :
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Lo o CATEGORIES OF SYMPTOMS

b " DEFINITION: A symptom is the sign produ;:ed by a job adjustment problem.

. 1. SOMATIC SYMPTOMS (THESE ARE PHYSICAL SYMP’I‘OMS RELATING TO OR A,FFEC’I‘
: ING THE BODJ Examgles

a. headaches .
\
- h. stomach c\gamps and nausea

c.  bodily tension i Lo \

Foao 3 a ) con ~
d ~backaches - ,;' . s
. —

2. PSYCHOLOGICAL SYMPTOMS (THESE ARE EMOTIONAL SY MPTOMS RFFECTING

THE INDIVIDUAL WORKER) - Examples: - \
» - . \ | ‘ \ ) " ’
X a. anxiety N \\ g ’ -
b. anger X \ |
c. fear ’ N \
d. lack of trust ’4 ' \\ .
3. PE P;FORMANBE SYMPTOMS (THESE ARE SYMPTOMS RELATING 70 A WORKER'S
; Tt ABILITY TO CARRY OUT OR ACCOMPLISH WORK) - EXamples: T
a. disorganization 3 - K S -
. T b. .carelessness . oL \\\ ’
c. sloppiness " ) . \
d. abronteeism \\ |
e. inability to meet deadlines ( \ .
g f. tardiness’ A \ A .
. ° 492 -
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4- QSE“EFLGONCEFI‘—SYMPI‘(mE ARE SYMP’I‘OMS RELATING TO A WORKFR'S

o g

¢ __VIEW OR DSSCRIPTION.OF HIMSELF) - Examples: — * - - -

_a. fearof failure

b.« lack of confidence”

c. fe.eling of inadeguacy N
ON-THE-JOB PERSONAL RELATIdNSHIP SYMPTOMS (THESE ARE SYMPTOMS RE.
LATING TO A WORKER'S ABILITY TO GET ALONG WITH CO-WORKERS) - Examples:

o

a. ° short temper '

b. tendency to start arguments N _
c. unfriendly attitude T

d. ignoring instructions B *
e: failure to communicate

f. lack of cooperation

OFF-THEJOB PERSONAL RELATIONSHIP SYMPTbMS (THESE ARE SYMPTOMS RE-
LATING TO A WORKER'’S ABILITY'TO GET ALONG WITH PERSONS OQUTSIDF. OF
WORK, e.g., WIFE, MOTHER, etc.) - Examples:

a.  short temper : C N

b. lack of time for social activities B

c. * lack of time to spend with one’s children




ROLE-PLAYING SITUATION

Kimisa young draftsperson at Bullders Associates. Kim'’s boss has been standing around the

desk alot lately and watching him/her. Kim feels that it is strange since the boss has never behaved

" Tike this before As a result, Kim is very nervous in his/her work and realizes that his/her nervous-
ness mlght represent a symptom of a job problem. Kim needs to know whether there is some cause
for the boss behavior in order to detarmine whether he/she actually has a job problem or has merely
misinterpreted the boss’ behavior, . : - .-

u(

In order to clarify this situation, Krm could talk to the boss or perhaps his/her co-worhers

The boss, hoy.'ever, is out of the ofﬁce for the rest.of the day, and Kim is so worried that even work-

ing becomes difficult until he/she knows why~ the boss is acting this way.

The following sources of mfgrmatlon are now available to Klm

Allan . — ayoung draftsman .
Linda — a drgftswarnan

Bob — asenior draftsman: - .

Cindy — the boss’ secretary

Jean — aperson who works in the company personnel office

-l
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e - ] LECTURETTE NO. 2

Smce we have a list of szszble sources Kim can use forproblem 1dentmcatlon let us nowx
look at each one in terms of its worth for identifyirg hxs/her problem. In other words, what ore

source can do that-the others cannot. . :

L2

When we are looking at’a particular source (be it a person or a place), we can evaluate it
from two standpoints: accessibility and value. -

(1) Access:bnhtz For example!, you have\a problem that needs to be identified and you know
" that your old school instructor would know the answer, but he is out of town for the rest of-the
week-and you need to have the problem identified in the_next day or so. Obviously, this is a gocd
source, but not accessible for your needs. ’

There are physical and dttltudmal aspects of accessnblllty We are familiar with the condition
that someone is not physically accessible: the boss is out of town his secretary is cut to lunch, the
boss’ assistant is in conference, and wherg are you? You arein a jam, ho?dmg the bag, because you

need information now and cannot get it.

But what about attitudinall accessibility? You may know whom to ask and wha* to ask that
pezson but you do not do it because you feel uncomfortable about approachmg him/her. You are
are afraid to ask the boss, you do not want to start anything with one of your colleagues, or give
the group some*hing to gossip about. You may not ask a colleague for @elp because that persun
is from a different social group, and you do not think that he or she can unders.and your problems.
You may nST o to the union representative because you do not want to get involved with contro-
versial matter. Yo. may avoid asking the hoss’ secretary about the boss’ policies because vou do not
want to seem sneaky. Thus, some sources of information may be physically accessible, but they

&

may seem psychologically inaccessible because of your own attitude regarding those sources.

oin
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(2) Value: How valuable is the information that we can get from a particular source? A co-

worker may have some information for your problem, but the.buss may be able to give you more

. valuable information about it if he is closer to the problem. We should try to go to the best source

that can give us the most valuable information. The value of the information is determined by its
accuracy and utility. We need information that is accurate because false informa;tior; may lead us’
astray a;1d confuse the problem ra*her than clarify it. Information must also be useful for our pur-
poses. It will be of no use to find out that your job is in jeopardy unless you alsofind out why.
Thus, the value of the source depcnds on how correct and useful the mformatnop is. )
"Let us look back at the case of Kim and his/her problem_wi wnth the boss. We have hsted geveral

additional sources which Klm could consider other than the co-workers from whom he/she gathered

. information during the role-playing exercice. Now, we must evaluate the worth of each of these

sourcgs in terms of value and accessibility in order to determine which ones would be the best
sources for Kim to use in diagnosing his/her problem. For this evaluation, we will use an Infor-

-

mation Sources Rating Scale (show transparency). ‘

~ -~

LECTURETTE NO. 3’ . !

) .
., Now that we have identifiéd some information sourées for problem identification, we see
that it is not only 1mportant to have information, but it is also important to know that different
sources can do different things for different people, and different sources can have dlfferent values
for different people. For example, look at the situation-of Kim and the boss.

In order to help Kim understaﬁd the boss’ behavior, the best source of information would be
the boss. If Kim could halve talked to .he hoss, the information that he/she received would have “
had a different valixe than the opinions received from the co-workers. For example, Kim could
have stopped gathering mformatlor\ after talking with the boss and probably would have had a
better understanding of.all-the du‘ferent elements mvolved in the problem. Also he/she would not

have had to consider whether th~ information received was valid or not.

- 823 i




Other considerations one should consider or possible reasons for selecting informnat’ “n sources

. follow:
1.

Attitude: Both yours and that of the information source. You may not like your
co-worker or he/she may not like or,get along with you, an\d“this attitude couid affect
the information gwen or the way lt is received.

Peer Pressure: You may not want to get mformatxon from one of the older co—workers
or bosses because of what your friends may say. ~
The Ability to Communicate with Someone: Thinking that you are not educated enough
you are unwillfng to talk to the “big man.”

R]e'lection' You are afraid to ask questions for fear of bein.g rejected.

Perception of Roles (how you see it): You don’t want to ask the stock boy any questxons

3

_because you do not think he is high enough in the chain of command and, thereiore, you

do not believe he knows what he is talking about

'I‘rust and Politics: You are uncertam who will tell you the truth and who will gam from

giving you certain informatioh.

83
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CASE STUDY: MARY MARTIN

-3

-

Mary is a new employee who has recently graduated from high school and this is her first job.
Mary has been worklng with this company for about a nonth and a half and has fecently heard
rumors about a possible layoff. Mary has been talking {0 a number of her co-wor\k\s aad has heard
the old rumor about “last hlred first fired” and this has disturbed her a great deal. She has also read
in the newspaper that a number of similar companies have been laying off a number of their workers.
She is worned about all of this because she is plannmg to buy a new car'and some other expensive
items. Obviously, she is somewhat concerned and upset because of the rumors and the possibility
of being laid off. . v . - '

Recently she hada dlscussmn with her floor supervisor but nothmg concrete was revéaled. The
foliowing weekend she overheard her next-door neighbor, who works in adifferent department of
the same company, discussing with her husband the possibility of her_being laid off. At any réate,
Mary went ahead and decided to look at a new car. While she was tallflng to the salesperson, she

happened to mention the possibility of being laid off. The salesperson told her not to worry about

these kinds of rumors because you hear them all the time. ) -

Next Monday, Mary went to her company’s credit union to apply for a loan to buy her new
car. \Qhen she.explained her concern with the poslbmty of a layoff to the secretary, the secretary
suggested that Mery go to Ed Armstrong in the personne! offlce By now, Mary had consice red going
to the district manager's office located downtown, but due to her working hours, she could ot get
downtown before the main office closed. . '
Chwiously Mag is quite preoccupieri with her concekns and needs some help. Putting yourself

.in Mary’s place, what w'c{u‘ld you q_o\?

L4
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(Step I of the Five-Step Froblem Solving Approach)

DI:(GNOSING THE PROBLEM

¥

- -

Steps: 1.
eps §
2 Generatmg Solutlons
. . A\
o 3. Evaluatmg Solutxons
i . '
- / 4. ° Choosing Solutions } - . \
5. Teéting the Solutioni f

A

We have now worked through afl-the important parts (sui)-st,eps) of DIAGNOS'ING T}'E

PQOBLEM The parts of sub-parts inéluded —

N

Part (A)
Part (B):
Part ( C)

.
i

Part (D):

o~

to geng/ate a list and describe some pro&}ns commonly known as JOb adJustment
problems encountered in the transjtion from schoel4o work; R

to detect situation or events that show Job adjustment problems developmg or de-
veloped, to assure proper problem dlagnosxs,

to identify the causes and symptbms of a job adjustment problemnto assute proper
problem diagnosis; and

‘o seck the proper kind and amount of information for further problem 1dent1f° ica-

tion. o

-

All of these parts (sub~steps) are used to helg you prgperly dlagnose any job adjustment prob- '

lems. Now that you kave properly diagnosed what the p/toblem is You will move on to step 2 of

the fivestep approach.

k.
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“LIKE IT OR NOT, HERE IT IS!”
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. You are a newly hired clerk in a department store. You have a headache, but it is time for your ) ,
’ half howr lunch break so things should worlk out. Three customers approach you at the same . :
time; two of them seem to be in a hurry. Your cash register has not been working proper]y

You have your salesbook, pad pencil, and telephone to use. How. would you handle the situa- 5
tion? , . VAR DA

- - - i od

e : o

~

- - NOTE The basic problem here is to decide what to do about the customers, using the formation
-you have in the story as well as any other material éu feel important in solvirg the
‘problem. The job adjustment problem in the story nvolves both riew roles4s we)l as prior

‘ . work experience. Other categories may also apply but: these are the two};;nnmple cate- :

N gories. o o3

o . {

2. You have been in the secretarial’pooi of the Brown and Williams Corporation for the past nine
months. During this time you have been assigned to a number.of executives for brief periods
of time and your sh~rthand and typmg ability have become very well known. Mozre and more

: frequently the higher level pnvate secretaries and executives ask for you by name. Fmaliy, you

). . are assigned to two offices and can be buzzed from either office. Unfortunat\e}y, you cannot

contact the offices so all communications go only one way. Nevertheless, you do your job
very efficiently and are happy with your work. Just after you begin your second year with the
company you learn you will be promoted to become a private secretary to Mr. Barnes,

.. one of the most active executives in the company. In this position, you will have the oppor-

tunity to meet the many people who see Mr. Barnes each day. You will answer the telephone
and have two-way communication with your supervisor.

R R L

The third day of your new job produces a variety of probléms. A “Mr. Jones” calls for your
boss (at least that is what you think he said his name was) and yolut put him through just as a
youig man walks into your office and momentarily distracts you. Unfortunately, “Mr. Jones”
. was actually “Mr. Johnson” whom your boss was trying to avoid. Mr. Barnes becomes

very upset and tells you about it over the intercom, warning you that you had better

screen incoming calls more thoroughly in the future. You then remember the impatient )
young man ywaiting. to?ee,,Mx Barnes, but you cannot remember his name and whether -
you even asked him “his | ‘purpose for seeing Mr Barnes. What can you do to avoid these ’
- situations in the future? §

NOTE: There are two problems here. The first one is a lack of experience in handling communica-
tions from someone else to your boss and from your boss to other people (two-way com-
munication). The second problem is your lack of organization. The first obviously
involves the job adjustment category of communication while the second involves work
habits.




3. You are a gas station attendant and the only person on duty when # customer drives in and
tells you his car continually stalls whenever he eomes to a complete stop. He says he was just
barely able to make it to your station before the car seemed to quit entirely. You know how
to start working on his problem but when you go to the tool box, you find it locked. Your
boss has the key, but he is out of town. There is another station across the street but the
customer does not like to do business with that compary. As you are trying to decide what
to do, three more cars pull in to get gas. W_l)at happens now?

NOTE: The problem here is one of time. The mechanical work must be attended to as well as
service to the other customers. The problem categories here are work habits as well as
work rules and standards.

4.  You have been working as & nurse’s aide at General Hospital for about a yéar and have been
quite happy with your job. Your immediate supervisor, Mr~, Vermillion, has been pleased with
your conscientious attitude but a little disappointed with your increasingly frequent absences.

Your nine-year old son gets home from school about 3:30 in the afternoon just about the same
time you must be at the hospital. Occasionally, your son has been picked up for loiterirg and
returned home by the police. You work until 11:30 p.m. and must continue your employment
in order to support yourself and your son. You are afraid of trouble with the juvenile authori-
ties, are concerned for the boy’s welfare, and are worred about your own absenteeism. What
can you do? '

NOTE. The problem here is sitpational. The scheduling of your hours to allow you to do an ade-
quate job as well as supervising your son’s activities is most important. The probiem cate-
gories involved here are attitudes and values, work habits, work rules and standards, and

_family and personal situational adjustment.
£




OUTLINE

(Step 2 of the Five-Step Problem Solving Approachi

STEPS: 1. Diagnosing the Problem

2. GENERATING SOLUTIONS

3. Evaluatigg Solutions
fi. Choosing Solutions ~
, 5. Testi‘ng the Solution

You have now worked through the two importanf phases of GENERATING SOLUTIONS:

Part (A):  generating an extensive number of alternative solutions to a work entfy or job
adjustment problem; and

Part (B): establishing goals for the most desirable solution to a job adjustment problem.

105
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LECTURETTE

‘EVALUATING SOLUTIONS

°

- In the next exercise, you will be evaluating and choosing solutions for a given problem. You 1
will receive a case study and three possible solutions for solving the problem presented in the.case
study. A number of information sources have been placed around the room. At each statnon you
v will be able to choose certain pieces of paper containing mformatxon . Some mformatnon will apply
to your problem and your solutlons and some will not. Your group is to read your problem thor-

oughly and decide upon the sources of information that may b&helpful in evaluating your three\ E "

solutions. Using the blank lines between each 901ut10n, list the ‘possible “sources,” assign-group
members to various stations. After readmg the information, the membets will return to the group.
Decide whxch information is important, and return to the group with that information (you may
take the paper containing the information back to the group). Keep i m mind that some information

will apply to your problem and some will not. You must select and evaluate the information to the

best of your abi!ity - / !
When you have returned to your group, you will evaluate fogether each solution using the - ,f i
information obtained from the sources and will then rank your first, second, and third choxtes in '
terms of workability and usefulness. Record your ratings orf tbe Workability and Usefulness Rating ,

Scale (WURS) that each of you has. In other words, now that you have generated a number of 4

solutions f~r the problem, we want you to evaluate the worth of each solution. Each solutlon shou!d

be considered seriously regardless of how sxlly it w sound. < !’
In a real situation, after you have generated a number of possible solutions for a partlcular
problem, you will usually find that, sxmply by stopping to consider them, you will be able to
eliminate just about all of the useless ones while retaining two or three that may be the most work

able and useful for you. It is with chese two or three solutions that you will begin evaluation in a |
formal or systematic way. a :

J
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‘ As you no doubt have noticed, two new terms have been introduced that are qulte 1mportant
when consxdenng the evaluation of solutxons. The first term is workablhtz With your sntuatlon and
' and vour personahty, is it possible for you to carry out the partxcular solution? Some questions may
help you determine workability: Do my work envxronment and emotional makeup allow me to do
what the solu*xon calls for? Do I'have the time? Will the people involved cooperate will I need
- any money" Will the solution involve transportatlon? Is there transportation available? Am I the
: type of person who can carry out the solution? 8

" The other thing to consider when evaluatmg a solution is usefulness. Here, you may want to
: ask yourself: How useful will this solution be for correcting my problem? Will the solution solve

_the whole problem" will it only partially solve the problem, only temporanly keeping the ptoblem

N_‘ ~

" from becoraing worse, for me or someone else? :
You will want to pick the solution that best meets the goals you have set up for changing the
situation. You will be faced with a lot of different kinds of problems both on and off the job,
but the solutions you choose to correct these problems can all be evaluated by considering these two
terms: the workability of the solution, and the usefulness of the solution for solving your prok!em.

E3

Toreview, here is what we want you to do: 5
o 1. While in your group, decide which information station it may be important to go to.
; 2 Goto the various information stations around the room. ™
3. Colleci any and all information you feel inay apply to yeur three solutions.
- 4. Return to your group. ,
- 5. Evaluate your solutions in terms of workability and use:fulness for correcting this
4 ‘ problem. = ' - -

Remember, everyone in 5;63.:1' group“ has good ideas; therefore, do not simply take a vote on how to
ran’k solutions but try to reach an agreement on ranking them. You wxll be much further ahead if

you attempt to reach a corisensus (agreement) on all of your ohoxces Good hunting!
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] | CASESTUDY NO. 1: KURT ADAMS © . )

Kurt ‘Adams has been with Apex Industries for ﬁhe last seven months in a very good position.

. dust. receh} he was transferred to the Atlanta district office as head of the marketing and retailing
division. A!though Kurt has good plans for increasing the efficiency and preductivity of His; depart~

;) ~ ment there, he is beginning to feel uncomfortable in his position, His problem is caused by a
L “ lack of commumcatlan with all hxs staff members except his senior supervisor from whom he has
received complete cooperatlon In order not to offend or alienate the wotkers in his department

he hes hesitated to try the new approaches and better methods of orgamzatlon he feels are
needed.
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C CASE STUDY NO. 2: JOE CHAMBERLAIN -

Joe has Had his job in a bak;ary“for eight or nine i{éars His\dut‘es there are to prepare the
final phase of the baking process and to make sure the ovens are in good workmg order. Although .
he has done well in his iob, he is faced with an overwhelmmg praoblem. _
" His 13-year-old son has been having some sort of trouble at school, and during the past three
months Joe has been called to the phone periodically concerning the boy"s unruly behavior.
On occasion, it has even been necess;lry for Joe to leave his job and go to the sch_ool to get his son.
Obviously, this matter has created trouble at work as well as with his wife and the school. Joe is
a concerned individual, worried both about his job and his child* Qedu,catlon He feels the school
and the teachmg staff are good but he is uneble to understand the problem his son has been hgving.
Joe's supemsor is understanding about the 51tuatlon and believes Joe has a legitimate reason
for bemg away. from his job. However, he realizes that when Joe leaves, a large part of the operation
stops. Lately, Joe has noticed that his supervisor seems dissatisfied with him. He would like to
correct the sltuatlon ‘at-work and at his son’s schqol What should he do?

139

33




~ \\\‘ X .
LN OUTLINE
; : \\ RIS il
(Steps II1 & IV of Five-Step Problem Solving Approach) | .
AN ‘ §
\ v PR . 1:
Diagnosing the Prol;l{m ' . X

.
Generating Solutions 0y

EVALUATING SOLUTIONS ‘ .

a v -3 ~

CHOOSING SOLUTIONS \

Testing the Solutions

%

You have now worked through three important aspects of EVA LIATING AND CHOOSIN'.:

SOLUTIONS: ‘ . L
Part (A):  recognizing the information and sources needed to implement a 'w .

to a job adjustment problem

Part (B): evaluatmg information and sources in terms of workability and usefuiness for

solving a job adjustment problem : \

Part (C):  choosing the most workable and useful solution for solving a job adjustment
problem.

o~
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VALIDATING LECTURETTE * ’ )

In the previous exercises, you have been shown how a problem can be diagnosed. Also, you
have considered a range of possxble solutlons, established goals for asuccessful solutxon, evaluated
your solutions, and chosen one. Now, we want you to thmk gbout what happens if your solution
fails. I your solution has not worked, your problem is still a problem. .

" If,in trymg out your solution, some of the symptoms disappear, the solution may have been
partially successful However, the solution may not have ehmmated the cause of the problem. To
determine whether a solution has succeeded or failed, you must compare the goals you established

-

in Step II with the results of the solution to see whether your goals have been met. .

For exa—ple, if Jeanette’s work area is too cold and she wants the temperature raised 5°, a 5°-
temperature rise +ill be her goal and it will not be reached until the room temperature goes up
exactly 5°. If the temperature goes up only 3°, her problem will be only partially solved. She mayv
decide to accept this partial solution and wear a warmer sweater or she may attempt an alternative
solution in order to reach her goal. In other words validation is the act of comparing the results
produged by a solution with the results desired after the problem was diagnosed.

Another approach is to examine the causes and symptoms of the problem identified in diagnos-
ing the problem. Suppose in Jeanette's case that the cau(s}BTIﬁe problem is a company policy to
keep the temperature at 66°, and her symptoms are sniffling and shivering. She may decide that the

appropriate gaal for her is not to raise the office temperature, but to stop sn'it‘fling and shivazing.

nIn this?nstance, the cause of the problem is company policy and may be beyond her control.

‘A successful solution then will not be to change the room temperature but to wear heavier clothing.

This will probably reduce the symptoms of her problem, sniffling and shivering, and achieve the
criterion Jeanette has set for lier solution. To check for the success of a solution in this case, all
that i5 necessary is to see whether the symptoms have been @duced ot eliminated and/or the
causes corrected.

Later you will find out how to recytle throygh the five-step problem solvmg approach if your
first solution is unsuccessful. Before you . that, however, try the following ex5rcises to see whether
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- you understand how to compax{uhe results-of solutions with pre-estabhshed goals. In each everclse
a worker hasa problem which he/she attempts to solve. You are given “the goals for suc;essful
solutions in the first exercise; they are written into the case study. Your task 1s to compare these

goals with the results of the worker's solution and decide whether the solution succeeded or failed.-

Try to put.yourself in the position of the worker and imagine what you would do to valida%\e the “

solution to the problem. Good luck! Y
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o a trammg program hoplng to change her cnaracter and improve her effectiveness as a saleswoman.

‘Goals

Validation

W - ¢

N . v

~ CASESTUDY'NO.1: BERTHA : R
. )

_ 'Bertha sells Fingeriig Soalx door-to-door. She has many old, familiar customers with whom -
she gets along well. Recently, however, thé company has put pressure on Bertha to increase her
sales to keep up with the other salespeople in the company and in competing companies. Bertha :
does ot like to use the aggressive hard sell approach She is a meek person who would rather let . e
_her customers convnnce themselves about a product. . s

. - <
- .
“ s

. Faced with the problem Gf quickly increasing sales or losing her franchxse Bertha enrolled in .
“Theé coilrse successfully changed Bertha s chavacter. She is now as aggressive and’ hardnosed as any

of her competitors. She has’ trlpled the number of new customers she usually getsin a month

Unfortunabely, she has lost all her old ctiswrners and cannot keep her new ones for long. Her net :
» sales are about the same as they were before she enmlied in-the program. .

/ - 7/
List the goals that a successful solution to this problem shodttachieve. (You may have t‘ewer
than three goals.) -

i \ P
2

«3.

B

Was Bex:tha’sksfolution co;npletely successful according to your goals? (yes or no)

 §

e

Was Bertha's solution partially successful?’ (yes or no)

< \
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When you decide that a solution to your problem has succeeded then your problem is solved
accordmg to your goals and there is nothing more for you to do about the preblem. However if
you decide that the solution has failed, then you must not stop here, but must recycle through the,
o broBLem solving process to find out \;.'.h?:t went wrong and how to correct the error. You must return
to some earlier step in the problem solving sequence and revise that step in order to come up with
a'solution that will succeed. - o '

You may decide that you selected the wrong solutior because you diagnosed the problem in-
correctly. Then you will return tu Step I to diagnose the problem more carefully. You may decide

that youy goals for a succe&ful solutinrn were unreallstnc a goal you could never reach. Then you

wili return to otep Iito set new goals for a successful solution. You may decide that you made a

mistake in rating and ranking (evaluating) th2 various solutions or that yout did ..ot consider enough
solutions. Then you must return to Step II to generate new solutions or return to Step II to recheck
your method of comparing solutions.
) Therefore, when you compax:e the results of an attempted solution with your goals,and.decide
that the soluticn has failed, you must try to find out why it failed, what you did wroné in the prob-
“lem solving approach. (Refer to Recycling Flowchart on p. 177 of the Studer.t'Guide.)
Next you will deal with ons case study. In this study, a worker has attempted a solution to
a work problem. The results of the worker’s solution, however, indicate that the attempted solu-
tion has' failed. Therefore, the worker must decide what to do next. Your task is to decide to which
step in the prob{2m solving appre.ch the worker should return in order to recyele through the
approach and determine a more effective solution. ~
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. CASE 5TUDY NO. 2: EVA

; : : Eva lives thirty miles from work. There is no mass transportation between her home and the
' County Hospital where she works as a dietician, Eva has been driving to work every day, but she
gets only twelve milgs to the gallon and cannot afford to fill her gas tank three times,a wgek.

N Eva has considered hitch-hiking. However, even though she lives in a safe area with a low

n . crimeurate, Eva feels that if she hitch-hikes sixty miles every Jay, her chances of getting into a

i ' /™ other jobs nearer her home for which Eva is qualified. As a solution is her problem, Eva finally
i . decides to rent her house and tike an apartment near the County Hospital.

The family who rent Eva’s house do not take good care of it and they are riot happy living in
Eva’s hometown. The family and Eva agree to terminate the lease. Now Eva’s house is empty,
yielding no income. Nevertheless, Eva must pay the taxes and basic utilities for the house, as well
as the rent for her apartment.

e

One day, Eva learns.that two nurses who work at the County.Hospital also live in Eva’s home-
town. The nurses say they have formed a car pool in order to cut their driving expenses in half. *
They are willing to have Eva join their group. Eva feels she can’t do that because of a one-year lease
- when she signed on renting her apartment. Eva wishes she had considered joining a car poo! before
deciding to rent the apartment. ' ’

L3

Goals s .
1. Getting to work as inexpensively as possible.

2. Not incurring extra personal expenses becausé of the job.,

*

. Validation
J -
In respect to the above goals, did Eva's solution to her commuting problem succeed?
. {yes or no)

i{ecxcling ' .

, If you think Eva’s solution failed, check the step to which Eva should return in the problem _
solving approach: '

g . ‘ 172 34

dangerous situation will be greatly increased. Eva does not viznt tosell her house and there ave no
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Step 1. Diagnosing the Problem.
Step Il Generating Solutions.
Step II. Establishing Goals.

Steps 111 & IV% Evaluating and Choosing a“Solution.

VExpla‘in briefly why you think Eva should return to this step.
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OUTLINE , .

-(Step 5 of Five-Step Problem Solving Approach)

1. Diagnosing the Problem. ) \‘
2. Generating Solutions. ,

3. Evaluating Solutions.

4. Choosing a Solution. 8-

5. TESTING THE SOLUTION. =

i

Ir; step 5, the last step of the problem solving approach, VALIDATING THE SOLUTION, you
have learned: . :

1. How to decide whether an attemptcd solution has succeeded or failed by cc;mparing
the results of the solution with the goals for a successful solution.

2. If failure occurs, how to determine which part of the five-step process to recycle to in
prder to solve thé problem. .




M= iy iwinisgty

‘ STEPS 1 THROUGH 5

LECTURETTE *

Y

Complete Review and Ayplication

BRI [
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1. ’ Step 1involves correctly iagnosing the problem which means that you must identify the prob-
lem, look at the chain of causes and symptoms, and seek possible information sources.~Why
is thisso important as the first step in-solving a problem? -

2. Step 2involves generating as many possible .olutions as you can. What are some things that

could limit the number of solutions? )
7 . 4 T
Example: If you iack adequate training in a specific skill (the problem), there may be

) >only one or two places that offer the necessary training (the solution).

3. Step 3 involves evaluating solutions in which it is necessary to see whether or not thz solutions
can be carried out and exactly how useful they will be if accomplished. How would you do
this on the job?

4. Step4involves ¢ hoosmg a solution that is likely to solve the problem. If your first three steps
have been done carefully, this fourth step will follow as a direct result of the first three. Some-

times, more than one solution can be chosen. What will help you decide which one to chcose?
L —

Example Ca_s.e__()l_l_rgp_lgm_,ntahnnrusefu!nes, accessibility of material necessary to E
~ T 7777 implement the solution, and so forth ) h

5. Step 5involves testing that the sclution(s) you have chosen are adequate to soive the problem.
How will you check this out?

Example: Direct observation, asking friends or co-work<rss, comparing results with

goals, and so forth. f

In considenng any problem, you can use this approach effectively if you know what each step
means. Toillustrate what we mesan, we would like you to take a look at a case study and see whether
you can take a problem through all five steps. We know each of you will approach the problem dif- .
ferently because each of you is a different individual. We think you will agree, however, that the
important thing is to solve the problem, and one of the fastest and easiest ways is to use thxs five-
step approach you have been practxcmg
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{ CHECKLIST -
| , o
(Steps 1 through §) ‘
1 ; .-, . p - ‘>,~«;_§«-;~
3 ) l / T : - f,.,i,;».,:
" Insolving any given problem remember the foliowing steps: , ; .
g ) 1. Diagnosing the Problem / v / f
M /’ // - "
This includes: / / = . ,
/,' // '
a. - identifying the/problem or prﬁble?r('area 4 ‘
/- . ,
b.  looking for xfauses, symptoms sy
. c. seeking information sources to help define the problem.
Generating Solutions
Try to think of as many solutiofis as possiblé. ] :
Evaluating Sclutions .
1%
Find out which solutions can be carried out and how useful they may be in solving the
problem.
Choosing a Solution |
Select at least one soluticn and take action on it. , | “
Testing the Solution
Determining whether the solution has worked. :
1 ’ P :
. { )
219 .
43. , :
S - L - SN S




