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Business Need (opportunity or problem)
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1. Think Like a Journalist (Who, What, When, Where, Why, How)

2. Empathize and Experiment ( Design Thinking)

3. Channel Your Inner Three-Year-Old (Five Whys)

Business need
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PROBLEM FRAMING

“The elevator is too slow.”

ldentify Problem

SOLUTION FINDING

¢ Reframing the problem

“The wait is annoying,”

SOLUTION SPACE

“Make the elevator faster.”
Install a new lift
Upgrade the motor
Improve the algorithm

“Make the wait feel shorter.”
Put up mirrors
Play music

Install a hand sanitizer




ldentify Problem: Fishbone Diagram
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ldentify Problem: Five Whys

The 5 Why’s of the Washington Monument

Why was the Washington monument deteriorating? 1

e Because of the strong chemicals
needed to clean it

* Because there was lots of pidgeon poo |

on the monument Q : WHY has machinestopped ? Q : WHY overload trip ? Q : WHY Insufficient oil ?

A : Overload tripped out ! A :Insufficient oil on shaft ! A . ] pump in efficient !
e Because there were lots of spiders at ;
the monument

e Because there were lots of flies and
moths at the monument

* Because the Ilghts were turned on at Q : WHY is pump not efficient?  Q : WHY is this shaft worn ?
dusk. A : Pump drive shaft worn ! A : Oil filter blocked with swarf !

5 Whys, Root Cause Analysis

Turned the lights on
later and stopped the
chain of causes




