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Overview

This standard covers the competences required for contributing to the application of 
problem solving techniques. It involves identifying the nature and extent of the problem 
and obtaining all the relevant information relating to it, using appropriate problem 
solving tools and applying them within a team focused environment.

In carrying out the problem solving activities, you will be expected to take on one of the 
key roles such as facilitator, timekeeper, scribe or active team member involved in the 
collection of support information. You will be required to contribute to the identification 
of the root cause of the problem and the determination of what permanent corrective 
actions need to be implemented to meet with organisational requirements. Typically, 
these corrective actions will lead to reduced costs, improved quality, improved delivery 
and responsiveness (lead time reduction), improved output, health and safety and 
regulatory compliance.

Your responsibilities will require you to comply with organisational policy and 
procedures for the activities undertaken, and to report any problems that you cannot 
solve, or that are outside your responsibility, to the relevant authority. You will be 
expected to take responsibility for your own actions within the activity, and for the 
quality and accuracy of the work that you carry out.

Your underpinning knowledge will provide a good understanding of your work, and will 
provide an informed approach to the techniques and procedures used. You will need to 
understand the principles and procedures of structured problem solving and their 
application, in adequate depth to provide a sound basis for carrying out the activities to 
the required criteria.

Applying safe working practices will be a key issue throughout.
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Performance criteria

You must be able to:

work safely at all times, complying with health and safety and other 
relevant regulations, directives and guidelines

1. 

contribute to identifying the nature and extent of the problem, and 
obtain all relevant information relating to it

2. 

support a structured approach to problem resolution3. 
contribute to the identification of appropriate problem solving tools, 
and to applying them within a team focused environment

4. 

contribute to the identification of the root cause of the problem and 
the determination of permanent corrective actions

5. 

contribute to ensuring that the corrective actions determined meet 
with organisational requirements

6. 

contribute to obtaining the appropriate authority, and to the 
implementation of the agreed permanent corrective actions, within 
agreed timescales

7. 

contribute to monitoring the problem resolution progress, and 
recording progress in the appropriate information systems

8. 
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Knowledge and understanding

You need to know and understand:

how to work safely at all times, complying with health and safety and 
other relevant regulations and guidelines

1. 

the business need for problem identification and removal2. 
the benefits of adopting a formalised problem solving process3. 
how to establish and select the team to be used for the problem 
solving activity

4. 

why there must be clearly defined roles within the team, and what 
these roles are

5. 

how to formally define the problem, and the level of involvement 
required from others in the problem solving process

6. 

time line graphing, and how this is applied to the problem solving 
process

7. 

the importance of good data collection and analysis to support 
problem solving

8. 

containment action planning9. 
how to identify and verify the root cause of a problem10. 
how to determine and select permanent corrective actions11. 
how to implement the permanent corrective actions identified12. 
how to prevent recurrence of the problems13. 
how to capture process improvement opportunities14. 
how to recognise the team's problem solving efforts, review the 
lessons learned and ensure that implementation has occurred

15. 

the extent of your own authority, and to whom you should report in 
the event of problems that you cannot resolve

16. 
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Scope/range related to performance criteria

Contribute to problem solving activities, taking on one of the 
following key roles:

facilitator1. 
timekeeper2. 
sourcing data and/or information required3. 
scribe4. 

1. 

Contribute to the application of problem solving techniques, 
covering two of the following:

cost1. 
quality2. 
delivery or service3. 
responsiveness (lead time reduction, output or capacity)4. 
health and safety5. 
regulatory compliance6. 

2. 
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