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PREPARATION:





	MOTIVATION:





	It is imperative that company officers develop the skills that will allow them to find solutions to problems ranging from minor logistical situations to more complex personal involvement.








	OBJECTIVE (SPO):  10-2                       T-FOI-10-2-1





	The student will be able to define the basic concept of a problem, list and explain the eight-step method of problem resolution, and explain the techniques used in the handling of complaints from memory, without assistance, to a written test accuracy of 70%.





	OVERVIEW:                                    T-FOI-10-2-2





	Problem Solving


	*  Basic Concepts of a Problem


	*  Eight-Step Method


	*  Handling Complaints


�
SESSION 10-2	PROBLEM SOLVING








SPO 10-2	The student will be able to define the basic concept of a problem, list and explain the eight-step method of problem resolution, and explain the techniques used in the handling of complaints from memory, without assistance, to a written test accuracy of 70%.





10-2-1	Define the basic concepts of a problem.





10-2-2	List and explain the eight-step method of problem resolution.





10-2-3	Explain the techniques for handling complaints.


�
I.	Problem Solving - Definition (10-2-1)





	A.	A condition or situation that is different from the norm and needs to be resolved





	B.	Can and do occur daily in our jobs as fire officers





	C.	As basic as simple logistics





	D.	Complex as involved personal problems





	E.	Conflict with co-workers�
T-FOI-10-2-3


�
�



II.	Eight-Step Method - Methodical Approach (10-2-2)





NOTE:	Refer to and utilize the prepared example as you go through the eight-step method to follow





	A.	Recognize and define problem





		1.	Is there actually a problem?





		2.	If there is a problem





			a.	What is it/what is it not?





			b.	Where is it/where is it not?





			c.	When did it first occur/when was it not occurring?





			d.	Why did it occur/why didn't it occur?





			e.	How big is problem/how small is it?





		3.	"If a problem is allowed to continue it will never go away and will only become more complex," R. Coleman





	B.	Collect all data





		1.	Must collect data before problem can be analyzed





		2.	Obtain all facts available





		3.	Assumptions never made at this level





		4.	Ask questions





			a.	Open ended answer requires explanation





			b.	Close ended - yes/no answer





			c.	Reflective





			d.	All may be applicable





			e.	Invite opinion/input





				1)	May provide clues to problem





				2)	May solve problem





				3)	Greater motivation tool for involvement





	C.	Analyze information





		1.	Review collected data





		2.	Discard irrelevant information





		3.	Correlate pertinent data





		4.	Objective of analysis:





			a.	Form basis for predicting outcome





			b.	Prioritizes problem





			c.	Determines if other information is necessary





	D.	Develop alternatives





		1.	Alternatives must be developed





		2.	Even if solution is obvious





		3.	Formulate best and worst possible alternatives





		4.	Predict outcome with each





	E.	Select best alternative





		1.	Begin selection of best solution





		2.	Use five factors for best solution





			a.	Risk involved





			b.	Cost involved





			c.	Time available





			d.	Resources available





			e.	Reaction to solution





		3.	No alternatives without risk





		4.	Best solution is best outcome with least amount of risk





		5.	Cost weighed against outcome





		6.	Cost is secondary to risk





		7.	Time required against time available





		8.	Lack of resources may eliminate some alternatives





		9.	Best solution - best results using least resources





	  10.	Personnel are most overestimated/overextended resource





	F.	Implement solution





		1.	Best solution is worthless without proper implementation





		2.	Must solve more problems than it creates





		3.	Apply management process to implementation





	G.	Monitor results





		1.	Insures proper implementation





		2.	Makes sure problem is corrected





		3.	Constant monitoring to reassess for positive/negative results





		4.	Continued monitoring to prevent reoccurrence





	H.	Corrective action





		1.	Needed if results are not positive





		2.	Return to data collection level of chart





		3.	Begin from there�



T-FOI-10-2-4








Use personal examples


T-FOI-10-2-5





T-FOI-10-2-6


A good officer is a problem solver not a problem passer

















Changes have taken place that have caused deviation from norm
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Need to be able to separate needed information from information that is worthless











A good questioner cannot only gain a lot of information, but also the officer can gain the cooperation and support of person questioned
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Suggest developing worst and best case solutions, then three intermediate solutions


Use chalkboard or flipchart to show how steps interconnect IFSTA FDCO p. 170
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IFSTA FDCO p. 118








T-FOI-10-2-12	




















If results are positive, the problem is solved
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Start at this level to reevaluate problem�
�



III.	Handling Complaints (10-2-3)





	A.	Complaints involve someone's feelings





	B.	Officer must maintain objectivity





	C.	Solve problems using chart





	D.	Why do people complain





		1.	Brings about changes





		2.	Releases pressure





		3.	Gets attention





		4.	Confronts personality conflicts





	E.	Officer must:





		1.	Determine reason for complaint





		2.	Set time to talk alone





		3.	Complaint is not trivial to complainant





	F.	Situation could worsen if not handled correctly





	G.	Officer must be good listener





	H.	Officer must ask appropriate questions





		1.	What is perceived as the problem?





		2.	Who is involved?





		3.	What would be best possible solution?





		4.	What is expected of the officer?





	I.	Chronic complainer





		1.	Must be taken seriously





		2.	Officer needs to understand why complaining persists





		3.	Complainer may feel





			a.	Inferior





			b.	Insecure





			c.	Dissatisfied with self





		4.	Officer should arrange for task with reasonable chance for success





		5.	Officer may need help from superiors





		6.	May need to suggest professional/peer assistance





		7.	Chronic complainer lowers morale and effectiveness of all personnel�












Keep emotions separate from problems


IFSTA FDCO p. 167
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May make them feel better about self











Maybe EAP/MAP if available (AHJ)�
�
�
SUMMARY


                                                                  





	REVIEW:                                         T-FOI-10-2-17





	Problem Solving


	*  Basic Concepts of a Problem	


	*  Eight-Step Method


	*  Handling Complaints








	REMOTIVATION:





	Most problems and complaints can be resolved if the proper techniques are applied in a methodical step-by-step approach.





	ASSIGNMENT:





=================================================================





	EVALUATION:





	





�
Sample Problem








The training chief of your department has delegated to you the responsibility of determining why the training records of five members are missing from the station files and taking the necessary steps to prevent a reoccurrence.
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