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This book supports a course at Gloucestershire County Council.  It does not include all 

the materials for the course. 

 

The course is administered by: 

 

 

 

Park Lodge, 60 London Road 

Horsham, West Sussex, RH12 1AY 

 

Tel: 01403 212400   

www.wdr.co.uk 

 
  

file:///C:/Users/Alan/Documents/Business%20Data/Training%20companies/WDR/Gloucestershire_CC/Creativity%20and%20Problem%20Solving/www.wdr.co.uk
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Creativity and Problem Solving 
A one-day workshop  

for Gloucestershire County Council 
 
You want to create new sources of customer satisfaction.  You want to improve user 

outcomes for the services you provide.  And you absolutely must cut costs. 

 

Time to innovate. 

 

You know you’ve got a problem when you want to do something, but you don’t know 

what to do.  Creativity consists in going out to find the solution that nobody has found 

yet.  And innovation is the process of translating new solutions into new sources of 

customer satisfaction. 

 

In this workshop, you will have the opportunity to develop innovative solutions to real 

problems.  You will not just learn a wealth of techniques for generating, evaluating, 

developing and promoting new ideas; you will also learn how innovation can become 

part of your leadership portfolio, and how to foster innovation within the culture of the 

council.  And you will leave with potential solutions to the problem you’ve brought to 

the workshop. 

 

You’ll also have an enjoyable and invigorating mental workout. 

 

 

Who is this course for? 
 

This course is suitable for leaders, senior managers and anybody with responsibility for 

implementing innovative solutions within the council.  A key focus of the workshop is 

improving user outcomes and cutting costs. 
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Creativity and Problem Solving 
A one-day workshop 

for Gloucestershire County Council 

 

Objectives 
 

By the end of this course, you will be able to: 

 

 relate problem solving and creativity to innovation and change 

 analyse problems and decide where to start 

 identify the key characteristics of creativity 

 identify blocks to creative thinking 

 develop a creative attitude 

 transform problems into opportunities 

 generate fresh ideas for yourself 

 exploit unexpected solutions 

 get the best ideas out of your team 

 transform unrealistic ideas into new ideas 

 compare and evaluate possible solutions objectively 

 move successfully from solution development to implementation 

 turn ideas into actions and implement effectively 

 sell ideas to stakeholders and achieve their buy-in 

 stimulate new ways of thinking within the business so as to create a constant 

stream of fresh and original ideas 

 recognize and build a culture that fosters creativity and innovation 

The course is designed for between eight and twelve delegates.  You will have the 

opportunity to work on a real problem during the workshop, and develop a feasible 

solution with your colleagues.  You will be asked to complete two pre-workshop 

questionnaires. 
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The virtue of stuckness 
 

You know you’ve got a problem when you’re stuck. 

 
Stuckness is a key feature of any problem.  You want to do something, but you don’t 

know what to do.  Stuckness must involve those two elements: the desire and the 

resistance. 

 

It’s not always done to be stuck.   In business cultures that value decisive action, who’d 

want to seem weak or incompetent?  Better to do something – anything – rather than 

admit that you don’t know what to do. 

 

Yet stuckness is a crucial part of problem-solving.   Indeed, it’s the defining characteristic 

of having a problem.   Listen to Herbert Simon and Allen Sewell, gurus in the field: 

 

 

A person is confronted with a problem when he wants something and does not know 

immediately what series of actions he can perform to get it. 

 

 

It’s a familiar situation (and not, one need hardly add, just for men). 

 

Robert Pirsig discusses stuckness in his bestseller, Zen and the Art of 

Motorcycle Maintenance.   In Chapter 24, Pirsig addresses the 

problem of removing a stuck screw from a side-cover assembly.   

The manual gives you no help; if you’re inexperienced, what you’ll 

probably do is apply a screwdriver really hard and succeed only in 

tearing the slot of the screw.   Bad news. 

 

 

The book’s no good to you now.  Neither is scientific reason.  You don’t need any 

scientific experiments to find out what’s wrong.  It’s obvious what’s wrong.  What you 

need is an hypothesis for how you’re going to get that slotless screw out of there... 

 
 

There’s a significant point here.   If having a problem means being stuck, then a solution 

must mean doing something.    
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We tend to think of solutions as answers – in particular, the correct answers that we 

need to pass examinations.   But real solutions, in the real world, are courses of action.   

The clue is in the word ‘solve’; from the Latin solvere, meaning ‘to loosen’.   (Pirsig’s 

screw is becoming a useful metaphor.)  We often talk about ‘looking for a solution’.   

But if a solution is a course of action, we can’t find it; we can only do it.    

 

Problem-solving, in essence, is the business of unsticking our thinking. 

 

Stuckness carries a lot of emotional baggage, as Pirsig makes clear. 

 

 

This is the zero moment of consciousness.  Stuck.  No answer.  Honked.  Kaput.  It’s a 

miserable experience emotionally.  You’re losing time.  You’re incompetent.  You don’t 

know what you’re doing.  You should be ashamed of yourself.   

 

 

Now, emotions are important parts of Nature’s problem-solving equipment.   They’re 

well named: they provoke motion.   Anger, sadness, disgust, fear: all of these primitive 

responses shut down the higher reaches of the brain so that we can act without thinking.    

 

Emotions have their uses.   They help us survive life-threatening situations.   Applied to 

the everyday problems of business life, however, they can be wildly inappropriate.   We 

may want to decapitate our manager when he makes unreasonable demands, or rush 

screaming from an unproductive meeting; but those options are not (usually) available. 
 

So if we want to unstick our thinking, the first thing to do is lower the emotional 

arousal.    

Walk away; buy time; discharge the emotion physically by taking exercise, having a good 

cry, or relaxing.  (There’s almost certainly no need for binge eating or drinking – or for 

drugs.) 

 

Back to that damaged screw.   The only way out of stuckness is to find something to do.   

The much-vaunted scientific method – seeking to separate ourselves and all our 

unconscious biases from the problem – may tell us more about a problem, but not 

necessary how to move forward.   Looking at the facts will only get us part of the way.     

 

We have to get involved with the problem.   We have to enter a relationship with it.   

Pirsig uses the word ‘quality’ as shorthand for this relationship.  ‘Quality’, for Pirsig, is 
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“the feeling for the work”.   It’s the criterion by which we choose which facts to think 

about.    

 

 

When traditional rationality divides the world into subjects and objects it shuts out 

Quality, and when you’re really stuck, it’s Quality, not any subjects or objects, that tells 

you where you ought to go. 

   

 

Finding new ways of relating to problems is what my new book, How to Solve Almost Any 

Problem, is all about.    I look at how we solve problems intuitively, often with great 

success; and at some of the limitations of intuitive problem-solving (biases and all).   

 

I also look at problem ownership.   Problems without owners, after all, tend to become 

problems without solutions.   But owning a problem isn’t a simple matter; there’s a 

difference between taking responsibility for a problem and committing to solving it.    

 

And I look at the structure of a problem: where we are, where we want to be, how we 

might get there, and what might be constraining us.   

 

Put all this together, and we can create a matrix consisting of four types of problem:  

Puzzles, Headaches, Plans and Dreams.   Different techniques for generating solutions 

apply to each. 

 
Rationality and intuition, we discover, work best when they work together.   If we allow 

our minds to be guided by this marriage of reason and imagination, we start to think 

differently: trying out ideas, modifying them as we review the outcome, and working 

towards new – and perhaps better – solutions.    

 

We’re always part of the problem.   A problem is as it is because we see it that way; and 

we can always look at it differently.   A decision to act is always an encounter with 

uncertainty: our actions have consequences and we can never know exactly what they’ll 

be.    

 

In this dynamic relationship between reality and our perception of it, stuckness occupies 

a privileged position.   It opens up a space in our mind; a space into which new ways of 

thinking can enter.   Robert Pirsig suggests that, if we let them, our minds will naturally 

free themselves from stuckness.    
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It’s this understanding of Quality as revealed by stuckness which so often makes self-

taught mechanics so superior to institute-trained men who have learned how to handle 

everything except a new situation. 

 

 

As the son of a self-taught mechanic, I find that sentiment wise and moving.   The rest of 

us might sometimes need help escaping from stuckness.   I wrote my book to offer 

some of that help. 

 

“Stuckness,” concludes Pirsig,  “shouldn’t be avoided.  It’s the psychic predecessor of all 

real understanding.” 

 

So next time you find yourself stuck, enjoy it.   Use it.   Find the mental space that it 

opens up and try out some new ways of thinking.   You might be surprised at the 

results. 

 

 

Alan Barker’s book, ‘How to Solve Almost Any Problem’, is published by Pearson at £10.99. 
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Thinking about solutions 
 

 

 
Solutions are what we do to escape stuckness.  

 

We often say that we want to ‘fix’ a problem.  But to solve a problem is actually to unfix 

our thinking: to make our thinking more fluid and versatile. 

 

The word ‘solve’ itself contains the clue to this idea.  It comes from the Latin solvere, 

meaning ‘to loosen’.  

 

To solve a problem is to do something.  In this sense, then, a solution is the very 

opposite of a ‘fix’. 

 

Solution: 

 

a course of action that changes a situation. 

 

 

 An effective solution is a course of action that gets the result we’re looking for.   

 

 An efficient solution is one that produces no unwanted side-effects.   

 

Not every solution can be entirely effective or efficient; but, if being stuck is not an 

option, then doing something must be our aim. 

 

We often talk about ‘looking for a solution’, ‘searching for the answer’. But if a solution 

to a problem is a course of action, we can’t find it; we can only do it.   
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What’s my style?  

 

On the next page, mark all the phrases in each box that best describe your approach to 

dealing with problems. 

Mark your totals in the boxes on this page. 

 

 

1: my score 2: my score 

3: my score 4: my score 
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1 

 Investigates thoroughly before deciding 

 Works precisely and slowly 

 Looks for causes of problems 

 Relies on and uses facts to back arguments 

 Asks: ‘What...?’ and ‘Why...?’ 

 Organizes information carefully 

 Knows how to access appropriate databases for 

relevant facts 

 Looks for differences and distinctions 

 Applies rules to understand information 

 Prefers a lot of detail on which to base decisions 

 Prepares and studies in advance 

 Prefers quantitative information 

 

2 

 Likes control 

 Likes to make firm decisions 

 Dislikes inaction 

 Prefers maximum freedom to manage oneself and 

others 

 Applies clear protocols to implement a solution 

 Low tolerance for feelings, attitudes and advice of 

others 

 Technically proficient 

 Seeks a permanent fix 

 Good at finding faults 

 Does not like to waste time 

 Focussed on the future 

 Asks ‘How do we do this?’ 

 

3 

 Seeks unknown territory and new ideas 

 Self-motivated, restless 

 Trusts the spontaneous insight 

 Interested in analogies and resemblances 

 Insatiably curious 

 Seeks out ambiguity and uncertainty 

 Asks: ‘What else...?’ and ‘What if...?’ 

 Looks for the unanswered questions 

 Enjoys breaking rules 

 Enjoys working at the edge of competence or 

improvising 

 Likes to take risks 

 Easily bored 

 

4 

 Thinks in pictures 

 Seeks patterns in information 

 Asks: ‘Why not...?’  

 Regards failure as an interesting learning opportunity 

 Tends to dream 

 Thinks about the ‘Big Picture’ 

 Seeks inspiration 

 Cultivates ‘style’ 

 Thrives on feedback 

 Looks for the simplest, most elegant solution 

 Likes selling solutions 

 Judges own ideas objectively 
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6 

6 

6 6 

12 12 

12 
12 

6 

6 6 

12 
12 

6 

 

 

  

Stage 1 Stage 2 

Analyst 

Explorer Designer

Engineer 

Engineer 

Rationality 

Intuition 

conclude 

appraise 

discover 

play create 

market 

implement 

organize 
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How the style profile works: horizontal axis 

 

 

The horizontal axis represents the problem-solving process.   
 

 

The left-hand side of the axis represents Stage 1:  

identifying and describing problems.   

 

The right-hand side of the axis represents Stage 2:  

generating solutions.  

 

 

 

 

 

 

 

Two thinking styles relate to each of these stages. 

 

Analyst and Explorer  

are the two styles of Stage 1 problem-solving:  

defining or describing problems. 

 

Engineer and Designer  

are the two styles of Stage 2 problem-solving:  

generating solutions. 

 

 

 

 

 

Higher scores on the left side of the profile indicate that you prefer to investigate.   

Others might see you as overly cautious, indecisive or unwilling to commit to action. 
 

Higher scores on the right of the profile might indicate that you prefer to implement.  

Others might see you as impetuous or impatient, taking action first and asking questions 

later.   
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How the style profile works: vertical axis 

 

The vertical axis represents the way you prefer to look at a problem 
situation.  At the top is rationality; at the bottom is intuition. 

 

 At the top of the axis, you tend to act on your environment.  You see reality as 

something to be encountered, explained and exploited.  You are interested in 

how things are, and how you want them to be.  A gap in a problem is between 

what is and what should be.  

Analyst and Engineer are the problem-solving styles relating to this view. 

 

 

 

 

 At the bottom end of the axis, you tend to act with your environment.  You see 
reality as something to be played with, imagined and moulded.  You’re interested 

in how things might be, and how you could reveal their potential. A gap in a 

problem is between what is and what could be.   

Explorer and Designer are the problem-solving styles relating to this view. 
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Developing your Explorer style: questions to ask 

 Where else can you look for ideas? 

 How can you change your viewpoint? 

 Where is opportunity knocking? 

 What resources are in front of you? 

 What ideas from history can help? 

 Where can you ask: “What if...?” 

 What information may be lurking below the surface? 

 Where does this information fit into a bigger picture? 

 How can you change direction? 

 How could you explore differently? 

 Where haven’t you looked? 

 What hunches have you got?  
 

The Explorer style [Stage 1; intuition] 

 

Explorer is an investigative style.  The essence of this style is searching 

(and researching).  Explorer’s main assumption is that there is always 

more to find out. 

The two key activities in Explorer are discovering and playing. 

The Explorer style is curious.  You’re constantly looking for new information and 

new ways of thinking about information.  Exploring is about discovering more.  You have 

to know what’s around the next corner, beyond the next hilltop.   

The Explorer style improvises.  You’re easily bored; you are much more inclined to 

play than to create a feasible solution.  Forget formulae and accurate calculation; you 

love playing around, seeing what you can do with what you’ve discovered.  You are 

always asking ‘What else?’, and ‘What if...?’.  The Explorer style loves challenging 

assumptions and reversing norms.   

Explorer is risk-friendly.  You like nothing better than the unexpected, the 

unconventional, and the frankly unacceptable.   
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Developing your Analyst style: questions to ask 

 How can you organize this information? 
 Can you break this information down into smaller 

pieces? 
 What’s the method? 
 Is there a trend? 
 What could you eliminate? 
 What’s the real problem? 
 What new rules could you use to organize this 

information? 
 Can you test the idea? 
 What variables can you alter? 

 How do things fit together? 

 Are there other categories? 

 What can you measure? 
 

The Analyst style [Stage 1: rational] 

Analyst, like Explorer, is an investigative style.  The essence of this style 
is the desire to make sense of information and situations.  Analyst’s 

main assumption is that understanding comes from applying reason to 

what we know. 

The two key activities in Analyst mode are appraising and 

concluding. 

Analyst is rational.  In Analyst mode, you gather evidence, organize information and 

interpret according to formulae, rules or principles.  You are good at spotting mistakes 

and faulty reasoning.   

Analyst prefers to work alone.  (However, many researchers enjoy working in a 

team). You like nothing more than asking the Explorer style to find more data: the 

more, the better.  You study the data, and restudy them, searching for the clues that 

will reveal the hidden truth. 

Analyst works slowly.  Deciding is difficult; you crave information that is complete.   

Analyst is risk-averse.  People working in Engineer style may be urging you to sign off 

your results; you might see them as impatient and headstrong.    
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Developing your Engineer style: questions to ask 

 Why won’t the solution work?   

 What’s good about this solution? 

 How does the solution fit into existing systems? 

 Can you make the solution more effective or efficient? 

 Can you implement the solution more effectively or 

efficiently? 

 What will be the consequences of implementing this 
solution? 

 Is the solution legally sound? 

 Who do you need to help you implement the solution? 

 Where will you find the resources to implement this 

solution? 

 How will you measure the solution’s success? 

 How could you improve the solution? 

 Where’s the risk? 

 

The Engineer style [Stage 2; rational] 

Engineer is an implementing style.  The essence of this style is making a 
solution happen.   

 

Engineer’s two key activities are organizing and implementing. 

 

 

Engineer is rational.  It applies systems, protocols and routines to make things 

happen.   

 

Engineer wants to make solutions work.  And how to make it work better.  Think 

of the word ‘engineer’ as a verb:  to apply technical knowledge to practical problems 

(the kind of work done by a mechanical engineer or a civil engineer); and to bring about 

a solution through contrivance, skilful or artful (as in ‘she engineered a good result’).   

Engineer tends to be fast-paced.  Where Analyst craves accuracy, Engineer craves a 
workable solution.  In your pursuit of a practical solution, you’ll do whatever is 

necessary: organizing resources, people and time to achieve the goal.   

Engineer is risk-friendly – although you will always want to test your solution.   

 

 

 

 

 

 
 

 

 

 

  



airos 
                                                                                                                                                    

K                              

Kairos Training Limited 

MANAGING DIRECTORS Alan Barker Gillian Barker 
WATERSIDE VILLA WATERSIDE MERE WARMINSTER BA12 6EE 

TEL & FAX  +0044 (0) 1747 860329            alanbarker830@btinternet.com 

 
Registered Office: 2 CASTLEHAM COURT, 180 HIGH STREET, EDGWARE MIDDLESEX HA8 7EX 

Registered in England no: 05847434                 VAT registration no: 762 267 127 
18 

 

Developing your Designer style: questions to ask 

 What’s the neatest solution you can think of? 

 Can you rearrange things? 

 What can you substitute? 

 What does this solution remind you of? 

 How would the solution look reversed: inside out, back to 

front, inside out? 

 How would a magician do it? 

 What would a six-year-old child see in this solution? 

 What rules can you break? 

 How can you exaggerate the solution? 

 If you were the solution, how would you feel? 

 How will others judge the solution? 

 How can you defend the solution? 
 

The Designer style [Stage 2; intuitive] 

The Designer, like Explorer, is an implementing style.  The essence of 
the Designer style is creating a solution that is neat, elegant or beautiful: 

something that others will find attractive and admirable.    

The two key activities in Designer mode are creating and marketing. 

Designer is an intuitive style.  Designer’s aim is to find a solution that’s neat, elegant, 
beautiful.   

Designer delights in the process of creating a solution.  Designer likes nothing 

better than to make complexity simple; you are looking for the pattern that will please 

the eye or the heart.  In your words: ‘form follows function’. 

Designer thinks in pictures.  You’re forever drawing pictures.  You are especially 

keen on the Big Picture, perhaps at the expense of detail (although you may quote Mies 

van der Rohe, the great architect who said that ‘God is in the detail’.  You may be 

rather fond of quoting.)  You’re idealistic.  Both the Analyst and the Engineer modes 
may need to rein in your imagination.   

Designer wants to communicate.  You identify with your ideas, and love selling 

them to others.  You welcome feedback.  Designer may well also want others to know 

about their creations.  As they shift towards Engineer mode, they look for opportunities 

to market their creations.  They thrive on attention and praise. 
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Becoming a more versatile problem-solver 

Each style brings its own strengths to problem-solving.  A high score in one style 

suggests that you are something of an expert in that set of skills; similar scores in more 

than one style suggest that you are already a versatile problem-solver. 

 

 

 

 

 

 

 

 

 

 

 

Now look at your lowest-scoring style.  Think about a situation in which you need to use 

that style.  How could you go about developing that skill in order to solve that 

particular problem more effectively? 

 

Your notes 

 

  

Examining your problem-solving profile: initial questions 

Look at the profile you’ve drawn for yourself. 

 Do you clearly excel in one style?   

 Or are you equally proficient in more than one style?   

 Is there one style that is definitely low in your own estimate of your abilities? 

 

Your notes 
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Circles of influence and circles of concern 
 

Stephen Covey, in Seven Habits of Highly Effective People, draws two circles, one within 

the other.   
 

 The outer circle is the Circle of Concern: it contains all the problems we worry 

about, but which are outside our control (things, in his words, like ‘the national 

debt, terrorism, the weather’).   

 

 Within the Circle of Concern is the Circle of Influence: in this circle are all the 

problems over which we feel a sense of control.   
 

 

 

 

 

 

 

 

 

Covey suggests that we can respond to problems reactively or proactively.   

 

 We react to a problem in our Circle of Concern: we assume that we can’t 

change the problem itself because we feel that we can’t control it.   

 

 We act proactively with a problem in our Circle of Influence: our sense of 
control over the situation leads us to engage with the problem and try to change 

it.    

 

We choose to put problems into one circle or the other.  

“Our behaviour,” says Covey, “is a function of our decisions, 

not our conditions.”   

 

Being more effective, according to Covey, means paying 

attention to the problems we can control, and not on the 

ones we can’t.   

 

Being more effective means increasing our Circle of Influence.  
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Ownership increases 

 

Concern, influence and ownership 

 

 
We can use Covey’s two circles to understand problem ownership.  

 

At the outer edge of our Circle of Concern, we feel no ownership; at the centre of our 

Centre of Influence, we experience complete ownership. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Four levels of ownership 

 
 blame 

 resistance 

 responsibility 

 commitment 
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Circle of Concern or Circle of Influence? 
 

 

 
Take a large piece of paper and draw the two circles on it.   

 

Think about some problems you are currently thinking about and write each one on a 

sticky note.   

 

Place the sticky notes in one of the two circles, depending on how much influence you 

feel over the problem. 

 

Compare a problem in one circle with a problem in the other.  What’s the difference?   

 

List the factors that affect your thinking about each problem. 

 

Now pick up one of the problems in your Circle of Concern.  

 

 Do you want to move the problem into your Circle of Influence?   

 What would need to change in order for that problem to go into the Circle of 

Influence?  

 What would you need to do? What can you do? 
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Blame: possible strategies 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

 
 

If you are blaming someone for a problem: 

 Challenge your reasons for blaming. Stop generalizing: 

what makes this situation different? 

 Stop using blaming solutions: making life difficult for 

the other person, refusing to help, copying senior 

management into your emails... 

 Separate the problem from the person. Tell them that 

you are doing so. 

 Agree with the person that a problem exists.  Agree a 

definition of the problem. 

 Discuss who should take ownership. 

 Offer help. 

 

 

If you are being blamed for a problem: 

 Separate the problem from yourself. 

 Lower your emotional arousal before responding. 

 Decide coolly whether you are responsible for the 

problem’s existence. 

 Look for help: someone who can see the problem 

coolly from the outside. 

 Discuss the problem with the person you think is 

blaming you. 

 Decide the appropriate response: to hand over the 

problem, to take responsibility for the problem, or to 

commit to constructing a solution.    
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Resistance 
 

 
 

 

 

 

 

 

 

 
 

 

 

 

 

Some of the key symptoms of resistance 

 

 Procrastination: putting off the moment when we need to start working on a 

problem; failing to turn up for meetings 

 Avoidance behaviours: finding something else to do rather than buckling 

down 

 Denial: Failing to answer the phone or emails; missing appointments 

 Malicious compliance: being late for meetings; carrying out instructions to the 

mere letter; assigning a subordinate a task that undermines action to solve the 

problem 
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What need is not being met? 
 

 

A problem can also provoke resistance if it threatens a fundamental need. 

 

We all have obvious physical needs.  All human beings need breathable air, clean water, 

nutritious food, exercise, sensory stimulation, shelter and sleep.  Any attempt to 

withdraw those resources can trigger resistance: a fact exploited by interrogation 

techniques like sleep deprivation or waterboarding.   

 

But we also have emotional needs, which must be met if we are to be healthy, 

functioning, effective people.  We’re just as likely to resist a threat to one of these 

needs as we are to resist the threat of drowning or starving.   

 

 
Meeting the need 

Identify the need that is not being met, and you may have discovered the source of your 

resistance.  

 Security: does the prospect of tackling the problem make you feel unsafe? 

 Attention: do you feel that you are not being acknowledged for your efforts in 

tackling the problem? 

 Emotional intimacy: does the problem threaten your need for acceptance or 

love? 

 Feeling part of a community: would dealing with the problem alienate you 

from your team or workmates? 

 Privacy: does the problem expose some aspect of your life you wish to remain 
private? 

 A sense of status in a social group:  do you feel exploited in being asked to 

deal with the problem? 

 A sense of competence and achievement: do you feel incapable of tackling 
the problem – not up to the task, afraid of failing? 

 Meaning and purpose in our lives: perhaps the problem is deflecting you 

from what you really want to do, achieve or work for. 
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Reducing resistance 
 

 
Different features of a problem will affect how much we resist tackling it. 

  

 Is the problem controllable?  We resist when we lack power to influence a 

situation: when a problem is in our Circle of Concern.   

 How serious is the problem?  We may resist the need to repair a leaking 

roof less than we resist the need to move house.   

 How long-lasting is the problem?  We resist long-term problems more than 
short-term ones.  Indeed, our resistance may make a problem persist for longer.  

We may resist solving a difficult Sudoku puzzle less than we resist tackling a 

chronic problem like a disintegrating relationship, debt or addiction.   

 When has the problem occurred? We may resist less if the problem finds us 

at a good moment for solving it; we may resist more if we’re oppressed with a 

dozen other problems at the same moment.   

 How predictable is the problem? If we can see a problem coming and plan 
for it, we may resist less.  Surprises will probably trigger considerable resistance.   

 

 

All other things being equal (which they never are), our resistance to a problem is likely 

to decrease if we can make the problem more controllable, less serious, more 

immediate or urgent, and less surprising.  If we can choose the moment to tackle the 

problem, so much the better. 
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Taking ownership of a problem 
 

Effective problem solvers concentrate on their Circle of Influence.  They focus their 
attention and energy on the problems over which they have some control, rather than 

the problems in their Circle of Concern.   

 

Neither blame nor resistance helps us to solve problems.  Both may make us feel better, 

for a while; but, if we truly want to solve the problem, we need to bring it within our 

Circle of Influence. 

 

The first step is to change the way we look at a problem.  Instead of stating the problem 

as something that’s wrong, state it as a ‘how to’. 
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Responsibility 

 

 

Taking responsibility for a problem brings inevitable risks.  
We’re taking on a problem on behalf of somebody else; 

we’re agreeing to honour an obligation.  These factors may 

make it harder for you to fulfil your responsibility. 

 

 Unclear goals.  The person handing responsibility 

to us may not know precisely what they want us to 

do, or – even more troublingly – what they don’t 

want us to do.  A problem might start small and grow unexpectedly; it might 

simple and get horribly complicated. 

 Lack of control.  If we had complete influence over what to do and how to do 
it, we’d be happier.  But our obligations to others may limit the control we can 

exercise. 

 Lack of immediate feedback.  We may have to check with others about 

aspects of the problem: information, deadlines, or criteria of success.  And those 

people may be unavailable. 

 A mismatch between challenge and skill.  We often have to assume 
responsibility for problems that are trivially easy, boring and tedious (call them 

chores).  We may have to take responsibility for problems that are mind-

numbingly difficult (we’ll call them headaches in the next chapter). 

 Distractions.  The working day’s full of them.  It’s often impossible to 

concentrate on one task at a time.  When was the last time you completed a job 

without being interrupted by another? 

 We’re accountable.   Your child expects dinner to be on the table.  The 
customer needs an answer.  Your manager is waiting for the quarterly figures. 

 We have to think about causes and consequences.  How did the problem 

get this complicated?  Do I have authority to do what I want to do?  What if...?   

 We’re pressed for time.  Every new problem is another demand on our time.  

It’s hard to concentrate if you’re clockwatching. 

 What’s in it for me?  If you can see a clear reward at the end of the job, you 

might feel better.  When were you last thanked for solving a problem?  And is 

solving this problem part of your job description, anyway? 

 

Given all these complexities, it would hardly be surprising if we found ourselves resisting 

our responsibilities – or lapsing into blame. 
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Setting the bounds of responsibility 

 

Responsibility is like a contract. 

 

The best way to honour a responsibility is to know beforehand precisely what’s you’re 

taking on.  

 

One way to clarify all this is to use Rudyard Kipling’s famous serving men: the six Ws. 

 

Why? 

What’s the overall objective in tackling this problem?  What outcome are you 

being expected to achieve?  Do you have SMART goals (are they specific, 

measurable, achievable, realistic  and timely)? 

 

Who? 

To whom are you accountable?  And for whom are you accountable? 

 

What? 

What precisely is the problem you’re taking on?  How well do you understand 
it?  How well defined is it?  (The analytical tools we’ll examine in the next 

chapter will be critically important in answering these questions.)  What actions 

are you being called upon to carry out – exactly? 

 

When? 

Is there a deadline?  Are there milestones that you will be expected to hit?   

 

Where? 

Where will your solution have an impact? How far does your responsibility 

stretch?  Where are its boundaries or limits? 

 

How? 

What authority have you been granted?  What are you permitted to do – and 

what do you need to ask further permission to do?  What constraints or 

restraints will you be expected to operate under? (Restraints are the things you 

can’t do; constraints are the things you must do.)  What resources are available 

to you?  What support can you count on? 

  



airos 
                                                                                                                                                    

K                              

Kairos Training Limited 

MANAGING DIRECTORS Alan Barker Gillian Barker 
WATERSIDE VILLA WATERSIDE MERE WARMINSTER BA12 6EE 

TEL & FAX  +0044 (0) 1747 860329            alanbarker830@btinternet.com 

 
Registered Office: 2 CASTLEHAM COURT, 180 HIGH STREET, EDGWARE MIDDLESEX HA8 7EX 

Registered in England no: 05847434                 VAT registration no: 762 267 127 
30 

 

 

Commitment 
 

 

 

When we commit fully to a problem, we might find 

ourselves in a heightened mental state.  We might talk 

about being ‘totally immersed’ in the problem, or being 

‘in the zone’.  The condition has been investigated in 

great depth by the psychologist Mihály Csíkszentmihályi, 

who famously calls it ‘flow’.   

 

Flow is good for us.  It produces intense feelings of satisfaction and enjoyment.  Flow 

improves our performance and helps us develop our skills. Flow motivates us to grow in 
competence and self-esteem.  All of which must be good for our health. 

 

  



airos 
                                                                                                                                                    

K                              

Kairos Training Limited 

MANAGING DIRECTORS Alan Barker Gillian Barker 
WATERSIDE VILLA WATERSIDE MERE WARMINSTER BA12 6EE 

TEL & FAX  +0044 (0) 1747 860329            alanbarker830@btinternet.com 

 
Registered Office: 2 CASTLEHAM COURT, 180 HIGH STREET, EDGWARE MIDDLESEX HA8 7EX 

Registered in England no: 05847434                 VAT registration no: 762 267 127 
31 

 

 
Remembering the flow state 
 

Think about a time when you tackled a problem where the experience included 

some of these features. 

 

 Concentration.   Your attention was focused exclusively on the task in hand.   

 Loss of self-consciousness.  You weren’t bothered about what other people 
thought about you, or about the work.   

 Action merges with awareness.  The possibility of failure didn’t occur to 

you.  

 A distorted sense of time.  As the saying goes, ‘time flies when you’re having 
fun.’ You took no account of time, neither the past nor the future.  You were 

working entirely in the present. 

 Intrinsic reward.  There was no thought for any compensation, payment or 

recognition for the work.   

 Clear goals. You knew exactly what you wanted to achieve; and you were 
confident that you could achieve it. 

 Control.  You felt completely in charge of what you were doing.  

 Immediate feedback.  Success and failure at any point were vividly clear, so 

that you were able to adjust your behaviour quickly.  

 A balance between challenge and skill.  You felt that what you were doing 

was neither too hard nor too easy. 
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Two types of problem 
 

 

 
 

  
 

Presented problems 
 

Statement of what’s wrong 

 Happen to us 

 Not our ‘fault’ but we are 

responsible for solving them 

 Obstacle in our path 
 

 Perceived gap: what is/what should 

be 

 Cause stress 

 Solution: fight or flight; fix 

 

Examples: 

 The photocopier breaking 

down 

 A new product invading our 

market 

 Being stuck in a traffic jam 

 

 Delays in a production process 
 

 

 
Constructed problems 

 

How to… 

 Made by us 

 We are responsible for creating 

them 

 The reason for taking the journey 

 Perceived gap: what is/what could 

be 

 Cause creative tension 

 Solution: dispel tension by 
releasing energy 

 

Examples: 

 Gaining a qualification 

 

 Improving quality 

 

 Working out a strategy 

 

 Innovating a new product or 
service 

 

 Increasing market share 
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Structuring a problem 
 

We can evaluate a problem’s structure in terms of its: 

 

 initial conditions (where we are); 

 goal conditions (where we want to be); 

 operators (the means or methods of getting from initial to goal conditions); and 

 constraints. 

 

A well structured problem (WSP) is clear in all three respects. 

 

An ill structured problem (ISP) is unclear in any or all of these respects. 

 

Completing a jigsaw puzzle is a good example of a WSP. 

 

Initial conditions are clear: the pieces are jumbled together in the box. 

 

Goal conditions are clear: the finished picture is displayed on the box, and we will know 
precisely when the solution is complete. 

 

Operators are clear: categorize pieces by colour, separate all the straight edges, find the 

corners, compare pieces against the finished picture, and so on. 

 

What could we do to make this problem more ill structured? 

  
A note on constraints 

 

Constraints come in two forms. 

 

Some constraints are things we can’t do. Others are things we must do.  

 

When considering constraints, we need to consider both. 

 

Some constraints will be codified in manuals, regulations and laws.  

Others will be tacit: social conventions, morals, matters of conscience.  

The trickiest constraints we face are the ones inside our own heads: the 

assumptions that unnecessarily limit the way we see a problem. 
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Welcome to the problem matrix 
 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

WSP = well structured problem 

ISP = ill structured problem 

 

The only difference between these four types of problem is the way we look at them. 

 

We choose to see a problem as being of a certain type.  Our choice of action to deal 

with it depends largely on how we see the problem. 
 

We can choose to transform any problem from one type to another. We might also split 

a problem into different parts and solve each part differently. 

  

1 

2 

3 

4 

Presented Constructed 

WSP 

ISP 
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Thinking about problem types 
 

 

1. Puzzles (presented; WSP) 
 

 

A deviation from the norm.  One right answer.  

The archetypal examples are technical: a fault in a 

machine, an interruption in the power supply, a 

piece of equipment that won’t work properly. 

 

The classic problem-solving process – diagnose 

the cause of the problem, remove the cause, 

solve the problem – will only work for this type 

of problem. 

 

Examples at work: 

 

 

 

2. Headaches (presented; ISP) 

 

 

A deviation from the norm.  No single or obvious 

right answer.  The problem may have no 

identifiable cause, or have many causes. 

 

Much traditional problem-solving spends a lot of 

time and effort trying to turn type two problems 

into type one problems.  Unfortunately, type two 

problems often have a habit of reverting to type.  

 

 

Examples at work: 
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3. Planning problems (constructed; WSP) 

 

These are challenges that we set ourselves.   

 

We map them out in terms of objectives, targets, 

milestones and measures of success.   

 

Examples include working out objectives after an 

appraisal, setting a budget, giving the team a sales 

or quality target, or organizing a project. 

 

 

 

Examples at work:  

 

 

 

4. Creative problems (constructed; ISP) 

 

 

 

 

Here, the objective is to find something new: a 
product or service, a new process, a new territory, 

a new set of goals. 

 

 

 

 

 

Examples at work:  
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Deciding what kind of problem you’re looking at 
 

 

Problem 

 

Statement of 

what’s wrong 

 

‘How to’ 

Constructed 

Problem 

Presented 

Problem 

 

Well 

structured 

 

Ill structured 

 

Well 

structured 

 

Ill structured 

Puzzle Headache Plan Dream 
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Entering the matrix 

 

Take a problem that currently interests or concerns you. 

 
Express the problem as either a statement of what’s wrong, or as a ‘How to’. 

 

Decide whether the problem is well structured or ill structured by examining: 

 

 initial conditions (where are you now?); 

 goal conditions (where do you want to be?); 

 operators (how can you move from initial to goal conditions?); and 

 constraints (what limits your capacity to act?). 

 

Based on this analysis, place the problem in one of the quadrants of the Problem Matrix. 

 

Use the diagram on the previous page to guide your thinking.  Now ask these questions. 

 

Where would you like to place the problem?  You may be happy to see the problem remain in 
the quadrant of the Problem Matrix where you have placed it.  You may want to look at the 

problem differently.  If you had the choice (and you do!), how would you like to see the 

problem? 

 

How would you need to change the problem in order to place it in your chosen 

quadrant? 
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Puzzles 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  
Puzzles: key features 

 Problem definition: a statement of what’s wrong. 

 There is a gap between what is and what should be.  

 The gap is measurable.   

 Usually one right answer. 

 Solution: close the gap. 

 
 

 

Expected 

performance 

Actual performance 

Gap 
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Solving Puzzles: what styles work best? 
 

 

 
Puzzles lend themselves principally to the  

Analyst and Engineer styles of problem-solving.   

 

That’s because Puzzles are problems where something 

in the present is wrong and needs to be put right.   

 

Analyst helps us to find the fault; Engineer helps us to correct the fault.   

 

That doesn’t mean that Explorer and Designer are unwelcome when we’re solving 

Puzzles; but Analyst and Engineer take the lead. 

 

We need two things to solve a Puzzle: experience and expertise.  We need 

experience to recognize where the gap is, and expertise to measure it.  We need both 

to identify and deal with the cause of the gap.   

 

Viewing a problem as a Puzzle has definite advantages.   

 

One problem at a time.  For a start, viewing a problem as a Puzzle simplifies 

complexity.  Rather than being overwhelmed by a mass of presented problems, 

we can focus on one variable, isolate what’s wrong and put it right.  This step-by-

step approach can help us achieve real progress in difficult situations. 

 

Elimination of magical thinking.  Clarifying the structure of a problem 

makes it less likely that we’ll construct irrelevant explanations and useless 

solutions for the problem.   

 

For example, if we can identify the precise cause of a pain, we can take steps to 

remove or correct the cause and bring ourselves back to health.  Without the 

protocol of a rational medical intervention, we might resort to all sorts of 

useless quackery.   
 

Reduction of blame.  Tackling a problem as a Puzzle separates the problem 

from the person presenting it.  We can concentrate on the measurable gap in 

performance without engaging in personal, subjective criticism.   
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Presented problems: Root Cause Analysis 

 

Root cause analysis seeks to clarify why problems occur and how they can be tackled 

without collapsing into storytelling or conflict.  The process involves five steps.  

  

http://www.sologic.com/ 

 

http://www.mindtools.com/pages/article/newTMC_80.htm 

http://www.sologic.com/
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Doing Root Cause Analysis 
 

1. Define the problem 

What: presented problem (noun verb) 

When does the problem occur? 

Where: location in system, facility or component 

Significance: why are you working on this problem? 

 

2. Create a Cause & Effect Chart 

For the presented problem, ask: “What happens to cause this problem?” [ 

Action cause] 

For the presented problem, ask: “When does this action occur?” [Conditional 

cause] 

Connect causes by ‘caused by’ lines 

Support causes with evidence (or ‘?’ if you have no evidence). 

 

3. Repeat step 2 for each Action cause 

4. Identify the root causes you want to tackle 

5. Identify effective solutions 

Challenge the causes and offer solutions 

Identify the best solutions – they must: 

- prevent recurrence 

- be within your control and  

- meet your objectives. 

 

 

 

 

 

 

 

 

 

 

 

 

  

Presented 

problem 

Action cause: what goes wrong? 

 

Conditional cause: when does it go wrong? 

evidence 

evidence 
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Root cause: key features 
 
 

 We must agree that removing the cause will stop the chain of events occurring. 

 We must be able to demonstrate a cause-and-effect linkage to the problem we’re 

investigating. 

 The cause must be controllable.  In other words, the cause of the problem must 
be as much within our Circle of Influence as the initial problem. 

 The cause must be measurably correctable.  We must be able to remove, repair or 

replace the cause of the problem in such a way that we can observe or measure 

the effects of removing, repairing or replacing it. 

 

To keep yourself on track, ask these questions every time you answer the question 

“Why?” 

 

 Is there any proof of this statement: something you can measure or observe? 
 Is there any evidence that this root cause has actually produced the problem in 

the past? 

 Is there anything behind or beyond the stated cause that might be a more 

probable cause? 

 What does this stated cause need in order to cause the problem? 

 Are there any other causes that could produce the problem? 
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Headaches: key features 
 Problem definition: a statement of what’s wrong. 

 Gap: between what is and what should be. 

 The problem statement is ill defined: initial conditions, goal conditions, 

operators, restraints or constraints unclear. 

 

 
 

 

  

Headaches 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

Expected 

performance 

Actual performance 

Gap 
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Tackling Headaches: what styles work best?  
 

 

Headaches lend themselves, at least to begin with, to the Explorer 

style.   

 

 

 

Headaches, by definition, are unsolvable.  To tackle them, we need to transform them 

into another kind of problem.  Explorer helps us find different ways of seeing the 

problem, giving us new possibilities of dealing with it.  We shall probably need other 

styles at some point; but Explorer is vital at the early stages. 

 

 

Learning to say ‘No’ 
 

Giving up responsibility for a Headache is not in itself a bad thing to do.  There is no 

shame in admitting that you are overwhelmed by a problem.  The key to dealing with a 

Headache is to manage your responsibility. 

 

You have two options. 

 

 Hand the problem over to someone else. 

 Share the problem. 

 

Learning to say ‘No’ is a vital part of your 

problem-solving skill set.   

 

Alternatively, seek support.  Talk the problem 

over with someone you trust.  Analyse the 

problem, break it down into parts and share out 

responsibilities. 

 

A problem shared really can be a problem 

halved. 
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Transforming Headaches into Puzzles 
 

Transforming a Headache into a Puzzle might tame the problem. 

 
The aim of the transformation is to increase the clarity of the problem’s initial 

conditions, goal conditions, operators and constraints. 

 

1. Tighten the problem definition. Limit the problem to a local, measurable 

set of variables.   

 

2. Define a clear ‘stopping point’.  How will you know that the problem is 

solved?    

 

3. Limit the number of solutions.  One way to limit the number of 

solutions is to set yourself a clear limit: for example, that you will consider 

only three or four.  One of the most dramatic limits is to look for two 
opposing solutions: an ‘either/or’ choice that clarifies your thinking and can 

spur you to action.  

 

4. Specify how you intend to measure success.  With a limited number of 

variables, you’ll be able to measure success more easily. 

 

5. Redefine the problem so that it resembles a previous, solved 

problem.  Filter out, or ignore, information that complicates the picture.  

“It’s just like that problem.  This solution worked then; it should work now.” 

The success of the previous solution may convince you that it will work in 

this instance. 

 

Turning a Headache into a Puzzle has many advantages.   

 

 It gives us a sense of control over the problem, bringing it within our Circle of 
Influence and offering us the tools and techniques to tackle it.   

 And that reduces stress.   

 The satisfaction of seeing success materialize before our eyes will increase our 

sense of competence, giving us the courage to tackle further problems.   

 

Use this strategy to break down complex problems into manageable parts, or to extract 

Puzzle elements from larger intractable problems. 
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Bring in the experts! 
 

 

One of the easiest ways to transform a Headache into a Puzzle is to look for someone 
to help you.  To be able to solve a puzzle, we need expertise and experience.  

Indeed, we employ experts – plumbers, electricians, financial advisers, IT consultants – 

precisely in order to turn our most frequent Headaches into neat Puzzles.   

 

We can learn from the experts.   

 

Experts codify the problem-solving process.  They use manuals, tried and 

tested procedures, or regulated protocols.  They pass examinations to show that 

they understand them.  If you can write down the process for solving a Puzzle – 

or write a computer program to solve it – then you know you’re solving a 

Puzzle. 

 

Experts concentrate on clarifying initial and goal conditions.  They’ll 

work hard to define the problem state and the goal state more as clearly as 

possible.    

 

Experts establish measures of success.  They know that the solution to a 

Puzzle must be testable.  Often, they’ll test by measuring, and use a mechanical 

device to ensure that the measurement is objective and accurate. 

 

Experts can test a solution without risking catastrophe.  Whether it’s 

checking that the aircraft is airworthy, or testing a disaster-recovery system, 

they design procedures that will test whether their solution is robust without 

endangering the system itself. 

 

If we can do the same with some of our own Headaches, we can successfully transform 

them into Puzzles.  We can become our own experts. 
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Ishikawa analysis: finding causes of Headaches 
 

Ishikawa diagrams (or fishbone diagrams) develop cause and effect analysis.  In situations 

where the causes of a problem cannot be easily measured, or where the issue is 
complex, Ishikawa diagrams help to clarify the major issues and the links between 

causes. 

 
1. State the problem: a simple sentence in a box on the right-hand side of a piece of 

flipchart paper.  Draw a horizontal line across the page, to the left of the problem box. 

2. Create ‘ribs’ for different categories of possible cause. 

3. Ask: ‘Why is the problem occurring?’  Place each cause on a line running at 45 degrees 

from the relevant ‘rib’. 

 

The main ribs will probably take on more general headings.  You might, for example, 

decide to use these headings as the main ribs of your diagram. 

 People: Anyone involved with the process 

 Methods: How the process is performed and the specific requirements for doing it, 

such as policies, procedures, rules, regulations and laws 

 Machines: Any equipment, computers, tools, etc. required to accomplish the job 

 Materials: Raw materials, parts, pens, paper, etc. used to produce the final product 

 Measurements: Data generated from the process that are used to evaluate its quality 

 Environment: The conditions, such as location, time, temperature, and culture in 

which the process operates 
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Wicked problems 

 

 

Consider these Presented Problems – all expressed as statements of what’s wrong. 

 

 The team doesn’t work well together.  
 

 Our company has no clear strategy. 

 

 We can’t integrate customer preferences with product profiles in our 
current data management system. 

 

 Our company is about to be merged with another company with a 

very different management culture. 

 

 Young people in our city indulge in too much smoking. 
 

There’s a name for Headaches of this kind.  We call them wicked. 

 

Wicked problems are the most ill structured of Presented Problems.  They may have 

innumerable causes – or no identifiable cause.  They’re tough to define; and they can’t 

be solved with a single solution.   

 

 

Wicked problems have another defining characteristic.  They involve people.  Any 

problem involving a group of ‘stakeholders’ is likely to be wicked.   
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The ten characteristics of wicked problems 
 

 

1. There is no single, definitive formulation of a wicked problem. 
It’s not possible to reduce the problem to a single statement of what is wrong. 

 

2. Every wicked problem can be considered a symptom of another 

problem. 

A wicked problem is inextricably entwined with other problems, an evolving set 

of interlocking demands and constraints.   

 

3. Every discrepancy in a wicked problem can be explained in different 

ways. 

If we were to ask all the stakeholders to do root cause analysis, we’d have 

different sequences of cause and effect.  

 

4. You don’t understand the problem until you have developed a 

solution. 

The structured two-stage process of rational problem-solving – understand the 

problem; generate a solution – will not work with a wicked problem.  Solving the 

problem becomes part of the process of understanding the problem.  

 

5. Wicked problems have no stopping rule. 

Since there’s no single problem, there can be no single solution; only a solution 

that is provisionally good enough.   

 

6. Wicked problems do not have an exhaustive set of potential solutions.  

There may be no solutions; there may be a host of potential solutions.   Which 

solutions are potentially valid?  Which should we pursue? 

 

7. Solutions to wicked problems are not right or wrong. 

They are simply better or worse; good enough or not good enough.  We can’t 

decide objectively whether the solution to a wicked problem is good or bad.  

We can evaluate solutions only in the social context of the stakeholders, all of 
whom are in some way competent to judge.   
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8. Every wicked problem is unique. 

Wicked problems include so many different factors, interlocking in such complex 

ways, that each problem is essentially novel.  No two wicked problems are alike.   

 

9. Every solution to a wicked problem is a ‘one-shot operation’. 

We can’t learn about a wicked problem without trying solutions, but because 

there is no opportunity to learn by trial and error, every attempt counts 

significantly.  

 

10. The problem-solver has no right to be wrong.  Any action we take to 

solve a wicked problem will have wide-ranging consequences.  If we are dealing 

with a wicked problem, we shall be held liable for the consequences of our 

actions.  We can’t avoid that responsibility. 
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First steps in tackling wicked problems 
 

Wicked problems can cause prolonged and painful stuckness.   

 
Whether the problem is personal or social, any solution to a wicked problem is likely to 

require radical and imaginative action.  And, because a wicked problem involves a group 

of stakeholders, any solution is going to have to be collaborative.   

 

So, we must seek: 

 shared understanding of the problem, and  

 shared commitment to tackle it.   

 

 

 
 

  

 

Establishing dialogue 
 

Here are some initial guidelines to help you create genuine 

dialogue among the stakeholders of a wicked problem.  

 Ask for different perspectives.  Don’t seek 

agreement too soon; surface the different views of 

different stakeholders.  Discipline the conversation so 

that every stakeholder has the opportunity to give 

their view.  Forbid judgemental comments about any 

view. 

 Make the conversation public.  Don’t be tempted 

to ‘do deals’ with individuals behind closed doors.  

 Focus on defining the problem, not solving it.  
Work towards a definition of the problem that all 

stakeholders can agree to.  Use stakeholders’ own 

language. 

 Create a shared visual representation of the 

problem.  Draw a picture of the problem that 

everyone can refer to when discussing it. Using ‘rich 

pictures’ can be very useful here. 

 Concentrate on possibility rather than 

probability.  Ask team members to imagine their 

ideal solutions; look for shared ambitions.  
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‘How to’ 
 

The first move in unsticking our thinking about a wicked problem is to express it as a 

Constructed Problem – as a ‘How to’. 
 

‘How to’ unsticks our thinking in some remarkable ways.   

 First, we begin to think forwards into the future.  Instead of thinking about 

what’s wrong, we’re asking what we might do.   

 Second, instead of considering one intractable problem, we’re considering 

multiple solutions.   

 It’s an easy technique that we can use with a range of stakeholders. 

 It dispels blame and allows different perspectives to be shared. 

 

  

 

Problems cannot be solved by thinking 

within the framework in which the 

problems were created. 

                                   Albert Einstein 
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The power of ‘How to’ 

 

Take a look at these problem definitions.  Transform each into a ‘how to’ 

statement, which you can write in the right-hand column. 
 

Now find another ‘how to’ statement to express the same problem. And another.  

And another... 

 

What is happening to your thinking about the problem as you generate new ‘how 

to’ statements?  

 

First ‘How to’: 

  

 

The team doesn’t work well 

together.  

 

 

Our company has no clear strategy. 

 

 

We can’t integrate customer 

preferences with product profiles in 

our current data management 

system. 

 

 

Our company is about to be merged 

with another company with a very 

different management culture. 

 

 

Young people in our city indulge in 

too much smoking. 
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Using ‘How to’ 
 

If you are the problem owner:  

 
Pick a problem from your list of problems on page 9 and express it as a ‘How to’ 

statement.  

 

Try to find a problem that you think is wicked. 

 

Talk about it to your team for no more than a couple of minutes.  Use this checklist to 

help you talk briefly about the problem. 

 

How to: 

 

------------------------------------------------------------------------------------------------------------- 

 

Background 

 

How has the task come about?  Why does it need to be done? What is the context? 

 

Ownership 

 

Why are you involved?  Where does it hurt? How does it affect you personally?  What 

motivates you to find a solution? 

 

Past efforts 

 

What has already been tried or considered?  By whom?  Do any solutions already exist? 

Why are they unsatisfactory? 

 

Power to act 

 

What are you in a position to do?  What are you willing to do?  What constraints are 

you operating within?  Who else is involved?  How? 
 

Big wish 

 

If miracles could happen, what would you ask for?  What’s your vision for the future? 
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‘How to’: creating new problem definitions 
 

Now, as a team, try to generate as many new ‘How to’ statements as you can.  They 

should be new ways of stating the problem.   
 

You are not trying to solve the problem.   

 

You are trying to understand it better. 

 

Look at the initial ‘How to’ from different points of view: 

 

 functional aspects (design; production; administration; finance…); 

 different points of view (management; technical; customer; political); 

 departments affected (functional; divisional; regional); 

 reasons for or causes of the problem; 

 chronological stages or process steps in the problem. 
 

Think also about: 

 

 alternative definitions 

 challenges  

 wishes 

 goals 

 embryonic ideas 

 images 

 

 

Record all the new ‘How to’ statements on sticky notes: one ‘How to’ per note.   
 

Ask the problem owner to find one idea that intrigues them.  It creates a sense of 

excitement, sums up the problem neatly, or suggests a way of looking at the problem 

that they have not considered before. 

 

Take the new ‘How to’ and generate ideas for tackling it. 
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The creative snowflake 
 

Based on a number of studies, a competency model for creativity might look like this. 

 
 

Displays a personal aesthetic. Has the urge to make complexity simple. Seeks out 

patterns, associations and resemblances. Displays a high tolerance of ambiguity, 

asymmetry and uncertainty. 

 

Displays a talent for seeking out problems. Looks for the unanswered questions. 

Prefers the most awkward problem. Has an insatiable curiosity for the next challenge, 

the next conundrum. Loves research and hungers for more information. 

 

Demonstrates mental mobility. Can look at a situation in many different ways. 

Turns ideas inside out, back to front, upside down. Can pull a sequence of assumptions 

apart and ask 'What if?' Loves metaphors and analogies. Will explain or describe 

situations using unusual images or turns of phrase. 

 

Is willing to take risks. Likes to live dangerously. Seeks excitement and constant 

stimulation; easily bored. Is continually seeking out unknown territory to explore. 

Displays a healthy acceptance of failure. Likes to work at the edge of their competence; 

this may at times involve improvizing or even 'flying by the seat of their pants'. 

 

Demonstrates objectivity about their own work. Seeks out opinions about their 

work. Takes criticism and integrates it into their future work. Thrives on feedback. 

 

Displays self-motivation. Does it for the thing itself. Driven by a passion for the task 

itself, a passion to create. Little interest in reward, salary or perks. Unlikely to alter 

performance based on external forms of motivation-evaluation or assessment. Impatient 

of supervision.
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Brainstorming 
 

 

Brainstorming is a structured process for having ideas.  It allows us to do 
better first-stage thinking. 

 

It was invented in the 1930s by Alex Osborn, an advertising executive.  The process 

operates according to a few simple principles. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Beyond these simple rules, Osborn emphases the importance of: 

 

 Getting going – not waiting for inspiration to strike; 

 Focus – on the objective of the session, what we want to achieve; 

 Attention – of the whole team to one kind of thinking at a time; 

 Concentration – sticking at it, refusing to give up if no ideas come. 

 

 

 

 

Alex Osborn’s four rules of brainstorming 
 

1. Criticism is ruled out.  Ideas are to be judged later, not 

during the session. 

 

2. ‘Freewheeling’ is welcome.  The wilder the idea, the better.  

It’s easier to tame down than to think up. 

 

3. We want more!  The more ideas, the more the likelihood of 

a good new one. 

 

4. Combine and improve.  As well as contributing ideas, team 

members should suggest ways of improving, combining, or 

varying others’ ideas. 
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20 idea killers 

Not practical. 

It’ll never work. 

Let’s wait a bit. 

Too complicated. 

What’s the point? 

That reminds me… 

It’ll cost too much. 

It’ll never catch on. 

What about the intangibles? 

You haven’t thought it through. 

We tried it before and it didn’t work. 

That’s a bit too radical for this company. 

You’ll never get people to change their ways. 

I like the idea, but I’m not sure that my boss… 

That isn’t quite the way we do things around here. 

The idea isn’t relevant to our current strategic plan. 

Hm.  Now, suppose we changed this, and that, and … 

Good idea.  We’ll appoint a working party to look into it. 

No resources/staff/money/time/expertise/room/systems… 

Of course, that’s just the sort of idea we might expect from 

you. 
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Developing your brainstorming skills 
 

 

Plan your session with care and consider some further techniques to make it more 
interesting. 

 

Setting targets 

 

The discipline of ‘scoring’ can produce more ideas and help crazier ideas to surface.  A 

target of between 50 and 100 ideas in 10 minutes is not unreasonable for a competent 

team of about 7 people. 

 

 

Varying the structure 

 

Change the way the session runs by: 

 

 briefing the team with the problem a day beforehand, to allow for private musing 

and ‘sleeping on the problem’; 

 beginning he session with a warm-up exercise, unrelated to the task in hand; 

 taking breaks between techniques, to allow people’s minds to relax and discover 

new ideas. 

 

 

Separating individual and group brainstorming 

 

An idea is only ever the product of a single mind.  Solitary thinking is best for having 

ideas; group thinking for building on them.  Brainstorming can benefit from using both. 

 

Ask people to generate ideas individually to begin the process.  Gather them 
anonymously, to encourage the wilder ideas to surface and counter any politics or 

inhibitions in the team.  Then use group brainstorming to group the ideas, build on 

them, combine them, vary them, develop them and transform them. 
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‘How to’ revisited: shifting perspective 
 

This time, as you look for new ‘how to’ statements, try shifting perspective.  Use the 

rules of brainstorming. 
 

Start at the middle at shift your thinking in all four directions! 

  

START 

HERE 

How to… 

“What bigger problem would this 

help us solve?” 
 

(Broader ‘How to’ statements) 

“What would we need to do in order 

to do this?” 

(Narrower, more specific ‘How to’ 

statements) 
 

“If we achieve 

this, what new 

problems do we 

create?” 
 

“If we don’t do 

this, what new 

problems do we 

create?” 
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Lateral thinking (and vertical thinking) 
 

Edward de Bono first used the term ‘lateral thinking’ in the mid-1960s, and the phrase is 

now in the dictionary. 
 

De Bono distinguishes between what he calls ‘vertical thinking’ and ‘lateral thinking’.   

 

 

 Vertical thinking is traditional logical thinking.  It proceeds step by 

step from problem to solution.  Vertical thinking is concerned with 

finding the right answer; and you have to be right at each stage in 

order to get the right answer.  Doing a sum is a classic example of 

vertical thinking. 

 

 

 

 

 

 Lateral thinking jumps from one place to another.  It is not 
concerned with finding the right answer but with finding a new 

idea.  Consequently, being right at any stage is irrelevant in 

lateral thinking.  The aim is not to solve but to find something 

new.  Seeing how two seemingly dissimilar objects are alike is a 

classic example of lateral thinking. 

 

 

 

Most creativity techniques use lateral thinking in one way or another.  Broadly, they fall 

into two categories. 

 

Some techniques use metaphor (looking for similarities and closeness). 

Some techniques use reversal (looking for opposites). 
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Archimedes in the bath 
 

The most famous story of lateral thinking probably the tale of Archimedes in the bath. 

 
Archimedes of Syracuse (c 287 BCE – c 212 BCE) was one of the leading scientists of 

antiquity.  According to Vitruvius (a Roman writing two hundred years later), King 

Hiero II of Syracuse had donated pure gold to make a votive crown for a temple in the 

city.  The king suspected that a rogue goldsmith had adulterated the gold with silver, and 

asked Archimedes to find out if the crown was indeed pure gold.   

 

Thinking about the problem, Archimedes transformed it.  Impure gold has a lower 

density than pure gold.  Density is weight per unit volume.  Archimedes knew the 

density of pure gold, and he could easily weigh the crown.  All he needed to know was 

its volume.   

 

But calculating the volume of an intricately irregular solid like a crown was no easy task.  

There was no way he could melt the crown down into a regular shape.   

 

Archimedes was stuck. 

 

So, like any good thinker, he took a break and visited the local baths.  As he sank into 

the warm, relaxing water, he noticed that his own irregularly shaped body displaced its 

own volume of water – and he could do the same with the crown to measure its 

volume.  Divide the crown’s weight by its volume, and Archimedes would find the 

metal’s density.   

 

Problem solved. 

 

So excited was Archimedes by this 

discovery that he leapt from his bath 

and ran through the streets naked, 

crying “Eureka!” (which is Greek for 

“I’ve found it!”). 

 
And apparently the goldsmith had 

indeed added silver to the gold.  Good 

news for Archimedes; bad news for the 

goldsmith. 
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The four stages of creativity 
 

Over two thousand years later, a socialist and educationalist called Graham Wallas 

formalized the reframing process into a famous four-part model.  The story of 

Archimedes in the bath illustrates these four stages well. 

1. Preparation (conscious work on a problem) 

2. Incubation (internalisation of the problem context and goals into the 

subconscious, where the problem is processed) 

3. Illumination (the emergence – often dramatic or unexpected – of an insight 

into the solution: the ‘eureka” moment) 

4. Verification and elaboration (checking that the insight is valid and then 

developing it into a workable solution). 

How does the illumination take place?  As usual, the key is pattern-matching.  What 

seems to happen is that, by relaxing our conscious rational thinking, we allow our 

unconscious to find new connections between previously unrelated bits of experience, 

so that it can leap from one mental pattern to another.   
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The oracle 
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A do-it-yourself oracle 
 

The easiest way to use the oracle is to generate words at 

random. 

 

For example, suppose the problem is: 

 

How to encourage my team to be more creative 

 

I generated four words randomly. 

 

Shop: how about establishing a creativity shop or 

room, where the team can use toys and games to 

stimulate new ideas? 

Curry: how about finding ways of mixing different 

ingredients into projects or team activities to spark 

creativity? 

Captain: does the team need leadership to help them 

unlock their creativity? 

Roof:  maybe we need an overarching strategy that 

integrates creativity into team objectives and 

competencies. 

 

The best words for this kind of associative thinking are 

concrete nouns: words that name things physically present in 

the world.  Concrete nouns stimulate our imagination with 

images, and the images create powerful sparks.  Words like 

‘finance’, planning’ or ‘region’ are not likely to be so rich in 

associations. 
 



airos 
                                                                                                                                                    

K                              

Kairos Training Limited 

MANAGING DIRECTORS Alan Barker Gillian Barker 
WATERSIDE VILLA WATERSIDE MERE WARMINSTER BA12 6EE 

TEL & FAX  +0044 (0) 1747 860329            alanbarker830@btinternet.com 

 
Registered Office: 2 CASTLEHAM COURT, 180 HIGH STREET, EDGWARE MIDDLESEX HA8 7EX 

Registered in England no: 05847434                 VAT registration no: 762 267 127 
67 

 

Idea generation: The analogy game 

 
Explore how the 'How to' is like one of these. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 How do elements of the analogy relate to elements of the problem? 

 Do any stages in the analogy relate to stages of the problem? 

 How does improving performance in the analogy relate to improving 

performance in the problem? 

 

Becoming a politician  Dieting 

Going to a party   Learning a language 

Doing conjuring   Dealing with a teenager 

Pruning a tree    Cooking a meal 

Captaining an oil tanker   Getting pregnant 

Putting out a fire   Digging for gold 

Hunting deer    Swimming the river Nile 

Negotiating a contract   Climbing Mont Blanc 

Feeding animals at the zoo  Riding a bicycle 

Operating a computer  Planting seeds 

Fighting a disease    Conducting an orchestra 

Doing the laundry   Looking for antiques 

Applying for a job   Crossing the Sahara 

Playing the part of a superhero Running a nursery 
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Reversal as an idea generator 
 

Reversal means turning a problem inside out, upside down or back to front.  The idea is 

that, if we deliberately imagine the direct opposite of what we want to achieve, we may 
find new ways of looking at it. 

 

For example, if we were considering this problem: 

 

 ‘how to improve customer satisfaction with our helpline’ 

 

We might start to generate new ‘how to’ statements like this: 

 
How to reduce customer satisfaction with our helpline 

How to enrage our customers 

How to scare our customers 

How to chase our customers away with no solution 

How to be as unhelpful as possible 

 

Such crazy ideas may hold within them the seeds of a new idea.  For example: 

 

How to reduce customer satisfaction with our helpline: 

how about giving customers more information so that they need to ring the helpline 

less? 

 

How to enrage our customers:  
how about finding the key sources of dissatisfaction when customers call the helpline, 

and train helpline staff to identify them; how about improving our anger management 

techniques? 

 

How to scare our customers:  

how about explaining more clearly to customers the consequences of doing something 

wrong? 

  

How to chase our customers away with no solution:  

how about giving customers more tools to solve their own problems? 

  

How to be as unhelpful as possible:  

how about focussing more on the diagnostic stage of a customer call, before leaping to 

suggestions for help? 
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Herodotus and the Persians 
 

 
If an important decision is to be made, they discuss the question when they are drunk, 

and the following day the master of the house where the discussion was held submits 
their decision for reconsideration when they are sober.  If they still approve it, it is 

adopted; if not, it is abandoned.  Conversely, any decision they make when they are 

sober, is reconsidered afterwards when they are drunk. 

 

 

Herodotus’ Persians teach us that the wise decision acknowledges two complementary 

approaches.  What the Persians call ‘sober’ and the ‘drunken’, we might call the rational 

and the intuitive.   

 

And each has a part to play when we’re finally deciding what to do. 

 

Each approach brings different skills to our decisions.   

 

 Rationality tends to be slow; intuition operates at speed.   

 

 Rationality involves planning, forecasting and analysing risk; intuition emphasizes 
reflection, insight, and imagination.   

 

 Rationality seeks to eliminate surprise; intuition, is always looking out for 

surprises – and trying to learn from them.   

 

And where rationality scores over irrationality in its use of 

logic and patient analysis, intuition has one quality that trumps 

all rationality’s powers of reasoning.   

 
That quality is the desire to act.   

 

We may regret deciding impetuously, without cool rational 

reflection; but a well considered decision, without the fire of 

passion to spur it on, may never happen. 
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Biases and heuristics: shortcuts in intuitive problem-solving 
 

Intuitive problem-solving often uses shortcuts to interpret a situation and decide what 

to do.   Scientists refer to these mental shortcuts as biases and heuristics.   
 

 Biases are systematic tendencies to perceive reality in distorted ways. 

 

 Heuristics are ‘rules of thumb’ that we use to solve problems intuitively.   

 

Here are a few of the most common. 

 
Confirmation bias 

 

Confirmation bias leads us to ignore evidence that contradicts our mental models.  

Faced with a new situation, we tend to recognise what’s familiar, and to ignore what’s 

new; we see the similarities and ignore the differences.  Faced with familiar symptoms, 

for example, a doctor may diagnose the most familiar disease and ignore the possibility 

of a rarer, more serious condition.   

 

The saliency effect 

 

A variation of confirmation bias is the saliency effect, in which vivid or striking 

information becomes the benchmark by which we judge new information. 

 

Sometimes we can become hypnotised by information that dazzles us.  Information 

that’s sufficiently vivid or salient can blind us to other, relatively dull, information: results 

of controlled surveys, trend analysis and so on.   

 

Anchoring 

 

In novel situations, or ones where information is limited, we tend to value early 

information more than later information.  We anchor our decision to the information 

we receive first.   
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Three types of anchoring are common in business decisions.  

 

 The unchallenged guess.  A team proposing a capital investment project, for 

example, might simply guess the cost of an important component or resource – 

a guess which goes unchallenged by the management team. 

 The extrapolation from the past.  We cannot believe that what has been 
happening so far won’t simply continue.  Analysts frequently seek to persuade 

investors to buy or sell a stock by showing a graph of a company’s recent 

performance and extrapolating.  That dotted line on the graph simply continues 

in the direction of the line indicating past performance.   

 The ruse.  Haggling is a prime example of deliberate, manipulative anchoring.  

An important element in negotiating, for example, is the anchoring by which one 

side attempts to influence the movements of the other side.  Research suggests 

that a seller setting a high price will drag the buyer’s response upwards: they’ve 

set an ‘anchor’ that the buyer finds hard to resist. 

 

 

Loss aversion 

 

We would rather avoid loss than make a gain.  Imagine being asked whether you would 
prefer a £5 discount rather than paying a £5 surcharge.  Most consumers would prefer 

to avoid paying the surcharge than being given the discount – despite the fact that the 

overall effect on the price is the same.   

 

Loss aversion tends to make us overly cautious in our attitude to risk. Because we 

prefer avoiding a loss to making a gain, we may prefer to avoid risk on the basis of what 

we might lose, rather than manage it in the hope of gaining a benefit.   

 

Loss aversion may also explain –  

 

 

The sunk cost effect 

 

When considering whether to invest new resources or effort in a project, we should 

disregard past expenditures that don’t affect future costs or revenues.  But we don’t.  

We find the idea that we’ve wasted the earlier investment too painful. 
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Solution analysis: building feasibility 
 

If the solution is to be a success, we must develop it by building feasibility into it. 

 

Factoring the solution 

 

What factors will contribute to the solution?  Consider: 

 

 functional aspects (design; production; administration; finance) 

 points of view (management; technical; customer; political) 

 departments (functional; divisional; regional) 

 consequences of the solution 

 process stages in the solution. 

 

 

Shifting perspective 
 

Shift your perspective forward by asking 'How do we do that?'.  For each answer, ask 

again 'How do we do that?'. 

 

Each new answer should be more detailed and specific.  Alternatives may suggest 

themselves and the team can choose the most feasible and attractive. 

 

In this way, we can build up a plan of action for implementing the solution. 
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Solution analysis: 

PMI: plus, minus, interesting 
 

PMI is a way of evaluating an idea and beginning to develop it.     

 

Plus points are the things that we think are good, positive, enjoyable, profitable or 

valuable about an idea. 

 

Minus points are the things we think are bad, dangerous, negative, unhelpful, useless, 

difficult or unpleasant about an idea. 

 

Interesting points are neither good nor bad.  They are interesting: observations, 

comments, neutral aspects, implications, consequences that are neither beneficial nor 

detrimental. 
 

 

An idea’s plus points help us to sell it to others.  Its minus points are opportunities to 

strengthen it by tackling them as new 'How to’s' or finding ways of eliminating them. Its 

interesting points are ways of assessing the idea’s impact on the company and 

elsewhere. 
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The sceptic’s checklist 
 

When you’ve found a solution to a problem, hand this to a colleague and invite them to 

assess your idea by asking you these questions. 
 

 

 

 

 

  

 

1. Where are you being driven by self-interest? 

2. Have you fallen in love with your solution? 

3. Has anyone criticised your solution yet? 

4. Are you justifying your solution by comparing it to a 

notably successful past solution?  If so, how do the two 

solutions differ? 

5. Give me at least two credible alternatives to your solution. 

6. If you had to make this decision again in a year’s time, 

what information would you want?  Can you get more of 

that information now? 

7. Where have the numbers come from? 

8. Are you being hypnotised by vivid or spectacular 

information, or by a charismatic personality? 

9. Are you relying too much on past decisions to structure 

this solution? 

10. Are you being overly optimistic in your projections? 

11. What’s the worst case scenario?  Find a worse one. 

12. Are you being overly cautious? 
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The business case checklist 

 

What is the need your solution is addressing? 

 
 

What outcomes are you aiming for? 

 

What are the expected benefits? 

 
 

Who will this solution benefit? 

 
 
What key actions you will take to implement this solution? (List no more 

than six.) 

 
 

What is your deadline? 

 

What resources do you need, that you don’t have? (Include a budget if 

necessary.) 

 
 

What support will you need? (And where will you find it?) 

 
 

Who are your stakeholders? 

 
 

What will be the impact if you do not take any action? 

 

 

What key behaviours and skills will need to be put into practice to 

achieve desired results? (Include and skills that you might not currently 

have.) 

 

 

 

 
 

 

 

 

What internal/external barriers do you see that could stop you being 

successful? 
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Planning: two models 
 

 

The waterfall model 

  

 

The opportunity-led model 
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Alan Barker 
 

Alan Barker is a training consultant and coach specialising 

in creativity, problem solving, innovation and 
communication skills.  He is an Affiliate Professional of 

the Chartered Institute of Marketing and a member of 

the European Speechwriter Network. 

 

For Gloucestershire County Council, Alan is currently 

running Making the Right Decision, a programme on 

report writing. 

 

Alan is the author of How to Solve Almost Any 

Problem (Pearson Business), Creativity at Work 

(Bookboon), The Alchemy of Innovation (Spiro 

Press), and Thirty Minutes to Brainstorm Great 

Ideas (Kogan Page). 

 

 

 

  



airos 
                                                                                                                                                    

K                              

Kairos Training Limited 

MANAGING DIRECTORS Alan Barker Gillian Barker 
WATERSIDE VILLA WATERSIDE MERE WARMINSTER BA12 6EE 

TEL & FAX  +0044 (0) 1747 860329            alanbarker830@btinternet.com 

 
Registered Office: 2 CASTLEHAM COURT, 180 HIGH STREET, EDGWARE MIDDLESEX HA8 7EX 

Registered in England no: 05847434                 VAT registration no: 762 267 127 
78 

 

In local government, Alan has worked with: 

 

East Sussex Council 

Eastleigh Borough Council 

Gloucestershire County Council 

Gloucester City Council 

Eastbourne Borough Council 

 

 

Sandwell Metropolitan Borough 

Council 

North Somerset Council 

Bath and NE Somerset Council 

Westminster City Council 

Winchester City Council 

 

Other client organizations currently include Age UK, The British Museum, The British 

Science Association, The Chartered Insurance Institute, Clifford Chance, The Directory 

of Social Change, The European Commission, ICAEW, Imperial War Museums, ING, 

The Korean National Diplomatic Academy, M&G, Middlesex University, The Natural 

History Museum, The Royal College of Nursing, Save the Children, The Victoria and 

Albert Museum, and the World Wildlife Fund. 

 

Alan’s portfolio includes workshops on these subjects. 

 

Creative thinking and innovation 

Persuading and influencing 

Problem solving and decision 

making 

Presentation skills 

Public speaking 
Speechwriting 

Report writing 

Business writing 

Meeting skills 

Copywriting 

Thinking on your feet 

Minutes and agendas 

 

He has an MA in English from the University of Cambridge and worked for 15 years as 

an actor before becoming a training consultant.   
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Alan’s website:    http://bit.ly/1hXFSLY 

 

 

 

 

 

 

 

 

Alan’s blog:         http://bit.ly/16sGqnJ 
 

 


