
What is challenging about decision-
making and problem-solving? 
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Reason #1

Difficult to 
pinpoint the real 

problem
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Reason #2

Difficult to overcome intuition and cognitive biases

https://datafloq.com/read/there-still-place-for-gut-instinct-with-big-data/1891
https://datafloq.com/read/there-still-place-for-gut-instinct-with-big-data/1891
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What 
heuristics 

can interfere 
with our 

decisions?

http://www.creativitypost.com/images/uploads/science/iStock_000016035651Small.jpg


Heuristics:

Mental shortcuts



Awareness
Practice

Persistence

https://gallery.yopriceville.com/var/albums/Free-Clipart-Pictures/Grass-Grounds-Coverings-PNG-Clipart/Meadow_Ground_Cover_Transparent_PNG_Clip_Art_Image.png?m=1458471106
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Anchoring and adjustment effect:

Occurs when an initial estimate leads you to 
adjust your estimate



How long is the 
Mississippi River?  
Is it more or less 

than 5,000 miles?

5,000? 4,800?
5,000? 5,100?

4,900?5,100?

4,800?
5,500?

https://warriorexpeditions.org/expeditions/warrior-paddle/mississippi-river/msr-map/
http://propcafe.net/wp-content/uploads/2014/08/PropCafe_Property_Insight_Header.jpg


2,600? 2,400?
2,500? 2,500?

2,200?2,300?

2,800?
2900?

How long is the 
Mississippi River?  
Is it more or less 

than 2,500 miles?

https://warriorexpeditions.org/expeditions/warrior-paddle/mississippi-river/msr-map/
http://propcafe.net/wp-content/uploads/2014/08/PropCafe_Property_Insight_Header.jpg
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Availability heuristic:

Occurs when we use information that is 
readily available in memory instead of 

searching for more information



http://inkmaggot.tumblr.com/post/107345249227/a-couple-more-illustrations-to-go-along-with
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Representative heuristic:

Occurs when we use past experiences and 
mental representations to make decisions 

about new situations



I went to an ivy league school, and I worked in 
Washington D.C. for a few years. I work 24/7, 

and I don’t take no for an answer.



Manager!



What biases 
can interfere 

with our 
decisions?

http://ignorelimits.com/list-of-cognitive-biases/


Bias:

The tendency to make irrational or illogical 
judgments
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Confirmation bias:

Occurs when we attend to information that 
supports our existing beliefs, but ignore 

information that conflicts with our beliefs



http://i.kinja-img.com/gawker-media/image/upload/s--Ao92mdPG--/18x3pcgd6phaxjpg.jpg
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Escalation of commitment:

Occurs when we continue with the same 
course of action even though we don’t know 

that it will pay off in the future



https://c1.staticflickr.com/6/5549/10971400056_3a8d7be9d3_b.jpg
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Overconfidence bias:

Occurs when we are too confident in 
ourselves



College students 
made better 

predictions and relied 
on probabilities and 

previous stock 
performance

Stock analysts made 
worse predictions and 

relied on personal 
experience and 

industry knowledge
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Fundamental attribution error:

Occurs when we attribute others’ behaviors 
to internal causes rather than external causes



https://3.bp.blogspot.com/-jBXfDPj8BRU/To3Xptex6-I/AAAAAAAACqU/KVGqVSH2O04/s1600/clock_running.jpg


Internal Attribution

http://cdn.playbuzz.com/cdn/ea715d6c-3f2b-4133-bbb8-4a7d27429b2a/2c2056e3-ab37-4b18-b9a8-d9612c457040.jpg


External Attribution
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Self-serving bias:

Occurs when we attribute our successes to 
internal causes and failures to external 

causes



Success

Personal 
Attributions



Failure

Situational 
Attributions

https://breezometer.com/website2016/wp-content/uploads/2016/02/Blame.jpg


I’m so smart! The class was 
too hard!

http://www.indiewire.com/wp-content/uploads/2015/01/f-report-card.jpg
https://tctechcrunch2011.files.wordpress.com/2015/12/reportcard.jpg


Expand the way you think about other 
people and events in your work 

environment.

http://www.zurb.com/blog/system/images/1459/original/brain-divided.png?1416955086


How can we 
define the 
problem?

http://blog.cetrain.isu.edu/hs-fs/hub/178693/file-2577341293-gif/define-problem.gif?t=1481646435075
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Wrong 
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1. Frame the problem accurately

Option 
1

Option 
2

Option 
3

Option 
4

Option 
6

Option 
7

Option 
8

Option 
5



2. Identify the problem scope

https://img.clipartfest.com/833c20b19ba3a4ff835dec30b98f1b99_project-scope-clip-art-project-scope-clipart_1200-911.jpeg


Problem scope:  

Outlines the boundaries of the problem



Use affinity 
diagrams to 
categorize 

ideas 

http://www.six-sigma-material.com/images/AffinityDiagram.GIF
http://www.six-sigma-material.com/images/AffinityDiagram.GIF
http://www.six-sigma-material.com/images/AffinityDiagram.GIF
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3. Use systems thinking



System:  

A complex unit made up of interrelated parts





EXIT

We assume this is 
the problem.



ENTER EXIT

We assume this is 
the problem.

But this is the real 
problem.

https://image.freepik.com/free-vector/business-communication_23-2147505926.jpg


https://image.freepik.com/free-vector/law-icons_23-2147508814.jpg


4. Practice inquiry skills

• Ask questions
• Collect new 

information 
• Challenge 

assumptions
• Identify intended and 

unintended 
consequences

http://beyouatyourbest.com/wp-content/uploads/2013/04/team-development-main.jpg
http://beyouatyourbest.com/wp-content/uploads/2013/04/team-development-main.jpg
http://beyouatyourbest.com/wp-content/uploads/2013/04/team-development-main.jpg
http://beyouatyourbest.com/wp-content/uploads/2013/04/team-development-main.jpg


Who are stakeholders, and how do 
they contribute to the process?

https://www.nationalelfservice.net/cms/wp-content/uploads/2014/03/Resource-allocation.jpg
https://www.nationalelfservice.net/cms/wp-content/uploads/2014/03/Resource-allocation.jpg
https://www.nationalelfservice.net/cms/wp-content/uploads/2014/03/Resource-allocation.jpg
https://www.nationalelfservice.net/cms/wp-content/uploads/2014/03/Resource-allocation.jpg


1. Conduct stakeholder analysis

https://requirementstechniques.files.wordpress.com/2015/03/stakeholders3.png


Stakeholders:  

Individuals who have an interest in the 
organization



Identify goals Gauge support

https://requirementstechniques.files.wordpress.com/2015/03/stakeholders3.png


4. Identify responsible parties

2. Determine 
stakeholder 
participation 









How can we 
generate 

alternative 
solutions to the 

problem?

http://www.everydayinterviewtips.com/wp-content/uploads/2015/07/85373833-dizain-problem-solving-strategies.jpg
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1. Conduct a benchmarking study

https://www.clinks.com.br/wp-content/uploads/2016/06/ferramenta-de-benchmark-rede-display.png


Benchmarking:  

To evaluate something by comparison



https://static.vecteezy.com/system/resources/previews/000/119/419/original/free-farm-vector.png


http://www.thecanvus.com/wp-content/uploads/2011/09/small-business-cloud-applications.png


Do not expect other 
organizations’ solutions 

to work for your 
organization’s problem!!



2. Facilitate 
brainstorming 

sessions

http://i.imgur.com/NmETLXU.jpg


Brainstorming:  

A group technique for generating ideas 
whereby individuals share their ideas 

without judgment



• Focus on quantity 
over quality

• Do not judge new 
ideas

• Use a facilitator to 
guide the discussion 
and record ideas

https://s3.amazonaws.com/cms-assets.tutsplus.com/uploads/users/23/syllabuses/1076/image/brainstorming-techniques-to-generate-innovative-ideas.png
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3. Facilitate 
brainwriting 

sessions

http://babettetenhaken.com/wp-content/uploads/2013/06/Picture1.jpg


Brainwriting:  

A group technique for generating ideas 
whereby individuals write their ideas 

privately



3. Facilitate 
brainwriting 

sessions

http://babettetenhaken.com/wp-content/uploads/2013/06/Picture1.jpg


http://brolik.com/blog/wp-content/uploads/2016/11/whatWhy.jpg
http://brolik.com/blog/wp-content/uploads/2016/11/whatWhy.jpg


How can we evaluate alternatives 
and choose a solution?

http://content.lionbridge.com/files/2015/08/evaluating-a-web-localization-proposal_700x335.jpg
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Evaluation Criteria

Practices and 
Lives OB

10

Has Free 
Time

6

Liked by 
Team

6

Attended 
Events

4

Totals

20 18 12 4 54

30 12 18 12 72

40 6 6 8 60

Candidate

Candidate A

Candidate B

Candidate C



• What are the benefits?
• What are the 

challenges?
• Who is responsible for 

implementation?
• How might it impact 

others?
• How much would it 

cost?

http://www.slideteam.net/media/catalog/product/cache/1/image/9df78eab33525d08d6e5fb8d27136e95/b/a/balance_for_pros_and_cons_flat_powerpoint_design_Slide01.jpg


How can we 
implement 

and evaluate 
the best 

solution?

http://www.siaronmedical.com/sites/default/files/solution.jpg
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Implementation

• Involve stakeholders
• Break into smaller steps
• Celebrate wins
• Stop and reevaluate when 

necessary

http://www.icsc.org/uploads/press/ThinkstockPhotos-461149083.jpg
http://s7d2.scene7.com/is/image/Baudville/APPLAUSE


Evaluation

• Involve stakeholders
• Before, during, and after 

implementation
• Continuously and frequently
• Use after action reviews (AARs)

http://online-metrics.com/wp-content/uploads/2014/06/analyze-website-data.jpg


After-action review:  

A technique that uses reflection and critical 
analysis to learn what went well and what 

could be improved upon



1. What was our objective?

2. What actually happened?

3. Is there a gap?

4. If yes, what might be causing the gap?

5. What should we repeat?

6. What should we do differently?

7. What else is important about this event?



Implement 
and 

Evaluation 
Solution

4
Evaluate 

Alternatives 
and Choose 

Solution

3

Generate 
Alternatives

2

Define 
Problem

1


	What is challenging about decision-making and problem-solving? 
	Slide Number 2
	Slide Number 3
	Slide Number 4
	Slide Number 5
	Slide Number 6
	Slide Number 7
	Decision-Making Biases
	Slide Number 9
	Slide Number 10
	What heuristics can interfere with our decisions?
	Slide Number 12
	Slide Number 13
	Decision-Making Biases
	Slide Number 15
	Slide Number 16
	Slide Number 17
	Decision-Making Biases
	Slide Number 19
	Slide Number 20
	Decision-Making Biases
	Slide Number 22
	Slide Number 23
	Slide Number 24
	What biases can interfere with our decisions?
	Slide Number 26
	Decision-Making Biases
	Slide Number 28
	Slide Number 29
	Slide Number 30
	Decision-Making Biases
	Slide Number 32
	Slide Number 33
	Decision-Making Biases
	Slide Number 35
	Slide Number 36
	Decision-Making Biases
	Slide Number 38
	Slide Number 39
	Slide Number 40
	Slide Number 41
	Decision-Making Biases
	Slide Number 43
	Slide Number 44
	Slide Number 45
	Slide Number 46
	Slide Number 47
	Slide Number 48
	Slide Number 49
	Slide Number 50
	Slide Number 51
	Slide Number 52
	Slide Number 53
	Slide Number 54
	Slide Number 55
	Slide Number 56
	Slide Number 57
	Slide Number 58
	Slide Number 59
	Slide Number 60
	Slide Number 61
	Slide Number 62
	Slide Number 63
	Slide Number 64
	Slide Number 65
	Slide Number 66
	Slide Number 67
	Slide Number 68
	Slide Number 69
	Slide Number 70
	Slide Number 71
	Slide Number 72
	Slide Number 73
	Slide Number 74
	How can we generate alternative solutions to the problem?
	Slide Number 76
	Slide Number 77
	Slide Number 78
	Slide Number 79
	Slide Number 80
	Slide Number 81
	Slide Number 82
	Slide Number 83
	Slide Number 84
	Slide Number 85
	Slide Number 86
	Slide Number 87
	Slide Number 88
	Slide Number 89
	Slide Number 90
	Slide Number 91
	Slide Number 92
	Slide Number 93
	Slide Number 94
	Slide Number 95
	How can we implement and evaluate the best solution?
	Slide Number 97
	Slide Number 98
	Slide Number 99
	Slide Number 100
	Slide Number 101
	Slide Number 102
	Slide Number 103

