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llics developed focus on problem solving, decision making,
@ nications technologies. We encourage sensitivity through
jlof individual and organizational influences for problem

I decision making. We increase skills through problem
solving afill decision-making practice. We influence values by relating
quality de€isions and problem solving to overall organizational
effectiveness and by encouraging an understanding of the
importance of ethical and credible individual behaviors. Finally, all
four competencies—knowledge, sensitivity, skills, and values—
interact during analysis and practice opportunities.
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approach [lioblems and what types of decisions are possible.

Problem s@ing and decision making increasingly are virtual. People who rarely
if ever woyll face-to-face are challenged to understand interpersonal dynamics
importan -‘“ collaboration. The sheer volume of data available to inform a
decision ifg@reases requiring critical thinking to understand issues and come to
solid recog f endations. Finally, all problem solving and decision making have
ethical dimensions. Individuals with differing values often complicate problem
solving and decision making with differing perceptions of what constitutes
ethical and unethical behaviors.
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fnents. Think about the problem-solving and decision-
in@eroups of which you have been a part. What challenges
@face? What communication competencies were
required? How would you describe the challenges Joan Murphy
is facing?
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{ Problem

Defining Problem Solving & Decision
Vlaking

golving and decision making occur through a variety of
communyation processes. The effectiveness of problem solving
and decifion making directly influences the effectiveness of
individugl as well as entire organization.

Problem@lolving Multistage process for moving an issue, a
situationflor a state from an undesirable to a more desirable

Decision making Process of choosing from among several
alternatives.
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Defining Problem Solving & Decision
Mlaking

gh problem solving includes decision making, decision making and

m solving are not one and the same process.

ison making depends on individuals and groups choosing from among

#h alternatives. Problem solving is the process by which individuals

." generate alternatives and evaluate those alternatives in light

€ identified problem.

e All II pblem solving and decision making involve a level of risk. Decisions,
whether as choices from among well-defined alternatives or the result of
complex problem solving, reflect desired courses of action before the
results of the action are known. Unknown results represent risk.
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Influences for Problem Solving & Decision
Viaking

m solving and decision making. These factors—

ol culture (including power and control processes),

@blem issues, communication competencies, and
#hnpetencies—influence the methods used for problem

olving, /’ "- uality of decisions made, and the satisfaction

participant@feel with problem-solving and decision-making
processes.




1
MIDOCEA[\II

UNIVERSITY

| 1the other hand, has a long tradition of consensus
s at all organizational levels. Some organizations
expect indiylluals to make decisions about their jobs or areas of

4{‘_ |
responsibility without notifying others or seeking extensive input.
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How important is this decision or solution to organizational effectiveness?
i ization previously attempted to solve this type of dilemma?
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competencies discussed relate to effective problem solving and decision
t motivates us and what we believe motivates others influence the

making.
quality of

decision (,'[,J‘

In additi -»’ to our individual participation, the communication competencies of
[ , | ence the quality of decision making. Individuals who fail to participate

even though they have needed information lower the quality of problem solving.

Because problem solving and decision making occur through human communication,

the ability and willingness of all involved to engage in quality participation influence

the ultimate quality of decisions.
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The final fagtor to influence problem solving and decision making is technical
competengy. Do individuals involved in decision making have the technical
backgrourfll or competencies necessary to approach the problem thoughtfully? Are
decision niilkers aware of the best available information on which to base their

4. Technical Competency

skills?
Most of y
found th3
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Methods for Problem Solving & Decision
aking

D

U N |

ul minority, and consensus—to illustrate the diversity of options available
als, groups, or entire organizations. It is important to note in the twenty-
. the emphasis on problem solving and decision making is rapidly shifting
jvidual to a group or team responsibility.
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& hes. Individuals make decisions with a range of involvement from others.
y come to important decisions without others even knowing that a

bl may decide to apply for a promotion, leave a company, or go back to
#d on private evaluations of alternatives.



1
MIDOCEA[\II

UNIVERSITY

sl 2 |eader Mandate

8

Groups alsg
deadlocke}
the group
decision
Some Iea ‘
gather inf

come to decisions with a variety of methods. When a group is hopelessly
for example, a leader may make a decision and announce the decision to
lhe authority of the leadership position may be sufficient to enforce the
lhout regard to disagreements.

rs prefer this method of decision making and use group members only to
mation from which the leader will arrive at the final decision.
Decisiondilihade in this fashion may or may not be of high quality. Research suggests,
however 4 at leader-made decisions frequently have less group commitment than
decisions in which members are more actively involved.
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Majority ruge is a common method for decision making. When more than 50 percent
of a group fgree, a decision is reached. Some groups reach majority agreement
hereas others, such as legislative bodies, have operating rules and
governing majority decisions. Although faster than moving a group to true
consensu rhe majority-rule method may not adequately account for the views of
the minor . Majority-rule decisions can be high in quality, but they can also ignore
central isgles of concern.
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gh used less frequently than majority vote, the powerfulminority
isi@n is another way groups can make decisions. When group

@ rship is characterized by unequal distribution of power among
BErs, those members who have the most power (although in the
@ical minority) are in a position to assume decision-making
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organization@, group task and procedural, and interpersonal areas. It is important for our
knowledge ’; d sensitivity competency development to understand what commonly goes
wrong durig problem solving even when individuals have the best of intentions.
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iU pthink in greater detail in Chapter 9.) Can you identify a time where you
18 engaged in groupthink? What was the result?
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an work toward solutions better suited to the complexity of the issues.
th individuals and groups have been known to overestimate the positive
hosen alternative while rejecting accurate or valid information in favor

Mllar but flawed data. duso LgiSly legr i ySELL A ba
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or ego-centered behaviors can negatively influence any group. What we
8 is group cohesion—too much to too little—can influence the quality of
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PA variety of prpcesses can be identified for both individual and group problem solving.



1
MIDOCEA[\II

UNIVERSITY

1. The Standard Agenda: A Rational
VMiodel

finding, setting criteria and limitations, discovering and selecting
| preparing and presenting the final report.
;) ling the charge. What output is desired? Do you choose your own

3. Fact-finding. What are the evidences and symptoms of the problem? What is the
effect of these symptoms? Has this happened before? What caused the condition?
What have other interested and expert parties had to say about this issue? What might
happen if the problem is not addressed? Using the answers to the previous questions,
what is the problem now?
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1. The Standard Agenda: A Rational
Model

 solutions? What could be achieved by an effective solution? What are
the legal, inflitutional (policy and tradition), financial, persuasive, moral, and
s on decision making?
Dhase
i and selecting solutions. What are the alternatives? How does each
llls? How do they measure up against the limitations? Which provides
Bl is wanted with the least new harm? Which one should be selected?
®what about what, when, where, and with what projected effect, and
how will it be paid for? What evaluation plan can be used to measure the
effectiveness of the solution?
* 2. Preparing and presenting the final report. What must be written down and said?
When, where, and to whom? How can the final report be most persuasively

presented?
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from linear and controlled processes. The process encourages
generation in a short period of time.

gl hinking based on four basic rules: (1) criticism is not appropriate during
‘ E (2) all ideas are welcome (the more absurd, the better); (3) quantity is
@bre ideas, the better); and (4) combinations and alterations of ideas are
a on the ideas of others and combine them). Brainstorming often is used

i@ and or diagnose a problem and to elicit ideas when groups
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M| e information, and the amount of involvement needed for a quality

bde and supported.

@al with (1) quality requirements for the decision; (2) the level of

#liuired for successful decision implementation; (3) the quality of the
#lllcader already possesses; (4) the structure of the problem in terms of clarity,
Brganization, A time constraints; (5) how committed people will be to the decision if they
are not invol !' ‘ in making the decision; (6) goal congruence between the organization and
those implementing the decision; (7) the degree of likely conflict over preferred solutions:
and (8) the amount of information people other than the leader have to make a quality
decision. This model proposes the decision-making approach used should be determined
based on an assessment of the needs of very specific situations. The Decision Tree process is
envisioned as utilized first by a leader to determine the degree of involvement desired for a
given decision. It is also possible a Decision Tree approach can be used by a group to think
about the annroach best suited to a particular broblem:
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HB0) argued individuals often make organizational deC|S|ons realizing
| lons are based on partial information. Simon called this process
B8, or making decisions With the hope that the decisions will be good

individu ' past experiences and is mindful of organizational precedents
developg .‘ while handling similar problems.

g to our decision-making efforts masses of facts, techniques, values,
knowledge, beliefs, and awareness of outcomes of previous decisions. We use
intuition, feelings, fears, hopes, power relationships, and a variety of other
personal and organizational concerns to select positions and courses of action.
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Increasing Problem —Solving and Decision
aking Process
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process and fact-finding and evaluation skills. These

| tation competencies, coupled with competencies developed in

lEhapters, form a basis for increasing our decision-making and
solving effectiveness.
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1. Interaction Process Skills

e discussed individual strategies and tactics for effectiveness. Yet to be
owever, are interaction process skills that relate to effectiveness for
king and problem solving. Interaction process skills are based on an
understan@ling of the communication process; an awareness of individual
predispos ons, strategies, and tactics in a variety of circumstances; and knowledge
and sensi Wity for decision-making and problem-solving processes.
Interacti process skills are related to our critical thinking competencies, our use of
@B s our global and cultural awareness, and our ability to collaborate
®Interaction process skills help individuals and groups structure problem-
solving discussions, exhibit productive individual behaviors, and avoid behaviors
destructive to effective decision making and problem solving.

Previously,
described




1
MIDOCEA[\II

UNIVERSITY

Chapter

8

We make dgcisions based on our evaluation of the information that bears on the
decision. \#e solve problems based on information about the problem and decisions
about thef@lequacy of our solutions. Furthermore, we base complex decisions on the
informatid |available to us, whether or not it is the best information. It is therefore
e quality of information we bring to decision-making and problem solving
Mlirectly influences the quality of our decisions and solutions.

fiding and evaluation skills are central to our ability to discover and critique
used in problem solving and decision making

2. Fact Finding and Evaluation Skills
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ics of information should be considered in forming our decision-making
@ ncy, sufficiency, and plausibility.

www.midocean.ae
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technology.

Most of us ol familiar with voice and text messaging, personal digital assistants, all types
#h multimedia capabilities, fax machines, computer word processing, e-mail,
Wy et. Fewer of us are regular users of teleconferencing, high-definition

[ desktop publishing, spreadsheets, graphics, GDSS, and high-pow
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Communication Technology in Organizations

sive connectivity characteristic of the work world of today and
facilitates communication and coordination of work in both
ous settings Technology use enabling two-way communication.
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language V@liriety, and focus on the receiver.

Generally glleaking, richer mediums have more capacity for feedback, more
cues and giannels available, more language variety, and more focus on
receivers. [l@ss rich mediums are low or completely lacking in immediate
eedback, mit the number of cues and channels available, have limited
language f@riety, and are more sender- than receiver-focused.
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Il cessity for lifelong learning.

lws is research consistently demonstrates that, as we go through our
Bare capable of new learning and increased competencies with the
f today and those projected for the future.
fo accepting as normal that our learning does not stop with formal

¥put is an ongoing part of our organizational lives, we can prepare for

communications technology by availing ourselves of opportunities to experience
as many diverse applications of technologies as are readily available.
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ill provide basic training for a variety of specific applications. It is
Mhen we think about preparing for participation in the organizations
B to consider how we can develop competencies in communications
f#ilthat will support the human communication competencies that we
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