
Problem Solving and 
Decision Making



Upon completion of this workshop, you will be 
able to:

q Identify a problem and its root cause

q Analyze the potential problem areas

q Determine the solution and solve the problem

q Implement standards to ensure the problem 
does not reoccur

Learning Objectives



Problems = Opportunities



Common Problems

q People Related – created by or 
affected by people (internal or external 
clients); usually has an impact on 
relationships.

q Process Related – pertains to 
systems, operations or processes and 
can include multiple functions.  

*Identify which type of problem you are 
faced with to implement the most effective 
problem-solving approach.



Five Stages of Problem Solving - DMAIC
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Ask Yourself…

5 Ws and H Approach

Who? What? Where? When? Why? How?



GAP Analysis

To effectively solve a problem, we have to know exactly 
what we are dealing with:

Problem

Define- Start asking the 5Ws and H Roof leak stems from larger concrete 
issue

Desired state

Define- What needs to happen? Example- No more damage to the 
property

Current state

Define- Big picture Example- Property has a leak in the 
roof



Problem Identification

Define the problem by asking 
questions and involving the 

right people to gain 
perspective:

• What is the problem?
• What is the (potential) cause?
• When did it occur/begin?
• Who is affected?
• How are they affected?



Problem Analysis

Analyze the problem – Key 
word: Collaboration

• What are all the facts? Be specific and clear.
• Who is involved?
• Who is accountable?
• When did the event take place?
• Where did the event take place?

Gather the facts



Problem Analysis

Measure the problem

How often does the 
problem occur?

How does the problem affect 
others?

What is the impact on the 
property?

What is the impact on FirstService
Residential and FirstService

Residential associates?



Problem Solution

Brainstorming:

Why is collaboration critical?

• How can the problem be resolved? 
• What are the steps to resolving the problem?
• What is the expected outcome of the solution?
• Who should be involved?
• How will the clients and residents react to the solution?
• What other areas might the solution impact?
• Contingency planning (Plan B)



Problem Solution

Implementation:

• Solutionà divide & identify

• Timeframe à give realistic time 

• Recap à everyone involved fully understands



Control - Oversight

• Ownership-
– Who is responsible for each? When?
– Who will follow up on the plan?

• Resources-
– What are the measurable action steps?
– Where can additional support be found if the 

problem persists?

• Contingency Plan-
– What will we do if it doesn’t work?
– What are the consequences if the problem 

reoccurs?



Prevention is key

Can we always 
prevent problems 
from reoccurring? 

Why?

Who will ensure 
the problem 

does not occur 
again?

If it does         
reoccur, will our 
existing solution 

work?

If it does 
reoccur, do we 

know why?

What did we 
learn from the 

original problem 
and solution 

process?



Thanks for joining us!

You should be better able to:

• Identify a problem and its root cause
• Analyze the potential problem areas
• Determine the solution and solve the problem
• Implement standards to ensure the problem 

does not reoccur

“We cannot solve our problems with the same 
level of thinking that created them.”

- Albert Einstein

Congratulations!


