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Pretest/Posttest V
Problem-Solving joblink

Name 7n5we1 KeLJ Date

Pretest/Posttest
On the blank line, write the letter of the correct answer.

Ao 1. Brainstorming is used to:
a) Get rid of bad ideas.
b) Generate as many ideas as possible.
c) Find out who is not smart

b2. Which of the following is not one of the 4 MS?
a) Machines
b) Management
c) Materials

C, 4. What is "ranking"?
a) Writing in a log
b) Making rules
c) Making a list in order of priority

0,-1 5. When problem-solving, it is a good idea to:
a) Look at all the problems before deciding which ones to correct.
b) Work on the first problem you find.
c) Work on the easy problems first.

How well do you agree or disagree with the questions below? Using the following scale, circle the number that
best represents your answer:

1 2 3 4

"Strongly agree* "Agree" "Disagree" "Strongly disagree"

5. I feel comfortable solving problems at work.
4

6. I know how to organize the causes of a problem
1 2 3 4

7. I know how to decide which problem to work on first.
1 2 3 4

8. I know how to use the six steps of problem solving.
1 2 3 4

9. I consider everyone's ideas when I'm trying to solve a problem.
1 2 3 4

10. I organize the information I get to help me figure out a cause and effect of the problem I am working on.
1 2 3 4

11. I use ranking to determine which problems are important to correct.
1 2 3 4

12. I develop a corrective action plan when solving problems.

1 2 3 4 146

1 2 3
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Pretest/Posttest V
Solving Problems

Name

Job Link

Date

Pretest/Posttest

On the blank line, write the letter of the correct answer.

1. Brainstorming is used to:
a) Get rid of bad ideas.
b) Generate as many ideas as possible
c) Find out who is not smart.

2. Which of the following is not one of the 4 Ms?
a) Machines
b) Management
c) Materials

4. What is "ranking"?
a) Writing in a log
b) Making rules
c) Making a list in order of priority

5. When problem-solving, it is a good idea to:
a) Look at all the problems before deciding which ones to correct.
b) Work on the first problem you find.
c) Work on the easy problems first.

How well do you agree or disagree with the questions below? Using the following scale, circle the number that
best represents your answer:

1 2 3 4
°Strongly agree "Agree 'Disagree 'Strongly disagree"

5. I feel comfortable solving problems at work.
1 2 3 4

6. I know how to organize the causes of a problem
1 2 3 4

7. I know how to decide which problem to work on first.
1 2 3 4

8. I know how to use the six steps of problem solving.
1 2 3 4

9. I consider everyone's ideas when I'm trying to solve a problem
1 2 3 4

10. I organize the information I get to help me figure out a cause and effect of the problem I am working on.
1 2 3 4

11. I use ranking to determine which problems are important to correct.
1 2 3 4

12. I develop a corrective action plan when solving problems.
1 2 3 4

14 1
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Learner Assessment Form VSolving Pr oblems JobLink

CYour Instructor will complete these questions

A. Course Number
Site Locauon

B. IAlho completed this form? (MARK ONEBOX)

The learner
The learner, with assistance from vistructor or project Staff

0 An instructdi Or project staff member with itiformation provided by the karner
Other fPlease specifyY:

Instructor

Class Schedule

Module

C. Date form completed: /

1. Name:

2. Address:

S. Phone Number: ( )

4. Social Security Number:

5. In the future, do you plan to take any of the following courses?

(Mark one for each line)

Plan to Take Do Not Plan to Take
A basic skills course in reading, writing or math ID

A course in using English (such as ESL)
A computer course
A GED course or the GED exam 0
Courses to get an occupational certificate
A job training course
Courses leading to a 2-year or 4-year college degree
A home-study course

BEST COPY AVAILABLE

14
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Learner Assessment Form VSolving Pr o blems

Since this course began, have you:

(Mark one for each line)

jobLink

YES NO
Learned what you wanted to learn in this course? 0 CI

Changed your educational or career goals? 0 0
Had more responsibility added to your job? 0 0
Moved to a shift you prefer? 0 ID

Switched from part-time to full-time? 0 0
Received a pay raise? CI 0
Been promoted? 0 0
Received an award, bonus, or other special recognition on your job? 0 Cl

Received your GED? C3 0
Applied for a new job? 0 0
Started a new job at another company? CI 0
Been laid off? 0 0
Left your job for any other reason? (Please Specify) CI 0

Please rate your ability to perform each of the following activities.

(Please mark one response for evay activity)

Poor Fair Good Excellent
Read English 0 CI 01 CI

Understand English 0 0 ID CI

Speak English ID 0 0 0
Write in English 0 0 01 CD

Work as part of a team 0 CI 0 Cl

Use math 0 ID 0 0
Solve problems/use reasoning 0 0 0 0

Solving Problems

Thank you. You have completed this form.
Please return it to your instructor.
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Learner Enrollment Form VSolving Problems
Instructor

Class Scheduk

Module

Your Instructor will complete these questions

A. Course Number
Site Location

completed this form?
(MARK ONE BOX)

U The learner
D The learner, with assistance from

instructor or project staff
An instructor or project staff mem-
ber with mformation provided by
the learner
Other (Please specify)

C. Date form completed:

. Name:

2. Address:

3. Phone Number: ( )

4. Social Security Number:

5. Age:

6. Were you born in the United States?
0 Yes UNo

7. Sex: 0 Male U Female

8. Race: (Mark One Box)
O White
1:3 Black (African American)
O Asian or Pacific Islander
O American Indian or Alaskan Native

Hispanic
O Other (Please specify):

JobLink
9. Is English the language that is spoken most

often in your home?
Yes ID No

10. How many years of school have you
completed?

Of these, how many in the U.S.?
In any other country?

11. Are you a union member?
Yes- What is the name of your union?

CI No

12. Please rate your ability to perform each of
the following activities.

(Pkase mark one response for every activity)

Poor Fair Good Excellent
Read English 0 0 0
Understand English 0 0 0
Speak English 0 0 0
Write in English 0 0 0
Work as part of a team 0 0 0
Use math 0 U 0
Solve problerns/use reasoning 0 0 0

13. Do you have a job?

Yes, employed
O Yes, on temporary layoff

O No, retired
O No, not employed

Na*.

BEST COPY AVAILABLE

Thank you. You have completed this form.
Please return it to your instructor.

Solving Problems Copyright C1996 by Coast Community College District
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Learner Enrollment Form VSolving Problems

lillease answer questions 14-18 for the Job that
allows you to take this course.

14. Name of company or employer:

15. Job Title:

16. On average, how many hours per week do
you work on this job?

Hours per week

17. How much do you earn at this Job?
(Write amount and mark one box)

0 Per hour 0 Per year

18. Do you get any of the following benefits at
this Job?

(Mark one for each line)

Yes

Paid vacation
Paid sick leave
Paid holidays
Health insurance

No

19. How long have you worked at this Job?

and
years months

JobLink

20. At your job, do you need to do any of the
following?

(Mark one for each line)

Yes No

Read instructions
Receive spoken

instructions in English 0
Speak English
Work as part of a team 0
Write in English
Use math 0
Solve problems/use

reasoning

21. Do you work at more than one job?
0 Yes 0 No

Thank you. You have completed this
form. Please return it to your instructor.

Solving Problems Copyright 01996 by Coast Community College District
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Solving Problems 'V
Lesson 1: There's No Business Like Everybody's Business

Word Power

Module Overview

Six Steps of Problem Solving:

1. Brainstorming

2. Cause and Effect Analysis

3. Ranking Priorities: Pareto Analysis

O
4. Identifying Potential Causes of Problem

5. Designing a Corrective Action Plan

6. Presenting Solutions

Joblink

Lesson 1: There's No Business like Everybody's Business Copyright ©1996 by Coast Community College District Handout 1



Solving Problems V
Lesson 1: There's No Business Like Everybody's Business

Lesson 1 word Power

JobLink

Directions: Column A lists words that will be used in today's lesson, and
Column B defines those words.

Work with your team to match words with definitions. In the space before each
word in Column A, write the letter of its definition in Column B.

Column A Column B

1. produce a. substance used to make a product

2. quality b. procedure; method; steps involved

3. process c. to make

4. product d. energy that is used to push or force

5. profitable e. money-making

6. pressure f. a produced or manufactured item

7. defect g. the condition of a product (good or bad)

8. material h. imperfection; fault

Lesson 1: There's No Business Like Everybody's Business Copyright 01996 by Coast Community College District Handout 2



Solving Problems V
Lesson 1: There's No Business Like Everybody's Business jobLink

Model Problem: Stress Balls at EPGC
Employee Module

Welcome to the Expert Puzzle and Game Corporation (EPG0! EPGC is in northern Maine. It
produces games and puzzles. EPGC distributes its puzzles and games in the United States. The
company produces quality products.

There are product developers at EPGC. They take pride in their work. They design games
and puzzles. They make money by inventing new games and puzzles for their company to
produce.

Candace and Rick are two product developers. They think up new games and puzzles. They
try out their ideas on each other. They are always competing with each other. They like to see
whose ideas will make the most money for their company. They each try to come up with as
many new ideas as possible.

EPGC has a warehouse. Employees in Receiving check the material and parts that come into
the plant The warehouse stores all these materials and parts. It is separate from the main
building.

Employees carry the material and parts that they need for production from the warehouse
to the main building. Joe is the employee who goes to the warehouse for materials and parts.
He brings them to the main building. During the winter, he often has to put on boots and a
heavy coat to go over to the warehouse.

This is an assembly line that produces word games. Inspectors check the games when they
come off the assembly line. Marta is in charge of quality control. She is very good at finding

defects.

Packers pack the games into boxes. Other employees move them to the warehouse.

In the warehouse, forklifts carry tall stacks of games. The puzzles and games are not
breakable. Forklift operators can stack the games very high. Emily and Anthony are two of the
forklift operators in the warehouse.

Six months ago, EPGC designed a new product It quickly became very popular and
profitable. The new product is the Stress Ball. Unlike the other EPGC products, the Stress Ball is

not a puzzle or a game. Iis assembly is very simple. Four people work one day a week to
produce enough Stress Balls to meet EPGC's weekly quota.

(continued on back)

Lesson 1: There's No Business Like Everybody's Business Copyright 01996 by Coast Community College District Handout 3



Model Problem: Stress Balls at EPGC
(continued)

The Stress Ball is a strong balloon that is pressure-filled with sand. Each of the four
employees is responsible for one part of the manufacturing process.

One employee brings the sand and balloons from the storage room. He or she is in charge
of filling the injection machine with sand.

Another employee fits 24 balloons over the filling tubes.

When the balloons are over the tubes, the third employee pulls a handle. The pulling causes
the machine to use pressure to push sand into the balloons.

After the balloons are full, all four employees work together to remove the balloons from
the filling tubes. They squeeze out air and tie a knot in each balloon.

A fourth employee inspects the Stress Balls and packs them into cartons for shipping.

The company manufactures Stress Balls only one day a week. Management takes four
employees away from their usual jobs to make Stress Balls Three employees are Rick from
Product Development Marta from Quality Control, and Joe from the Storage Department. The

company chooses a different employee each week to take the fourth position.

Marta gets the material and fills the injection machine with sand. Joe pulls the fill handle.
Rick and the fourth worker take turns placing the balloons over the tubes. They also inspect the
completed Stress Balls.

At first, there were no problems in the Stress Ball department. However, lately EPGC has
been receiving many customer complaints.

There are many different complaints. Some Stress Balls have large lumps of sand in
them. Others have air in them. Some packed boxes of Stress Balls are missing one or
two balls. Some boxes of Stress Balls have broken balls inside.

These problems are costing EPGC profits. They are hurting EPGCs reputation as a company
that produces quality products.

You are going to solve EPGC's problem!

Lesson 1: There's No Business Like Everybody's Business Copyright ©1996 by Coast Community College District
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Solving Problems V
Lesson 1: There's No Business Like Everybody's Business

Organize the Details:
Stress Balls at EPGC

JobLink

Directions: After you read the "Model Problem," work with your team to fill in the information below:

A. List all the people mentioned in the "Model Problem" and the jobs they do.
(Hint: One person is not mentioned by name.)

Person Job

I.

2.

3.

4.

5.

6.

7.0 B. What are the steps in making Stress Balls?

1

2.

3.

4.

5.

6.

7

8.

9.

C. What machine is used to make Stress Balls?

D. What materials are used to make Stress Balls?
1. 2.

E What are the customer complaints about Stress Balls?

1. 3.

2. 4.

Lesson 1: There's No Business Like Everybodys Business Copyright ©1996 by Coast Community College District Handout 4



Solving Problems V
Lesson 2: What's Going On Here

Lesson 2 Word Power

joblink

Directions: Column A lists words that will be used in today's lesson, and
Column B defines those words.

Work with your team to match words with definitions. In the space before each
word in Column A, write the letter of its definition in Column B.

Column A Column B

1. brainstorm a. to find an answer to a problem

2. idea b. open to new ideas

3. opinion c. the answer to a problem

4. to judge d. to form an opinion about something

5. judgment e. a thought

6. to solve f. a decision made after judging

7. open-minded g. a belief not always based on facts

8. solution h. to work as a group to come up with as
many ideas as possible without judging the
ideas or the group members

Lesson 2: What's Going On Here? Copyright ©1996 by Coast Community College District Handout 5



Solving Problems V
Lesson 2: What's Going On Here

Brainstorming

Job Link

PROBLEM: EPGC's aistomers are complaining about the quality of

Stress Balls. The company is losing profits. The company's reputation

is suffering.

Lesson 2: What's Going On Here? Copyright 01996 by Coast Community College District Handout 6



Solving Problems V
Lesson 3: Something's Fishy

Lesson 3 Word Power

Job Link

Directions: Column A lists words that will be used in today's lesson, and
Column B defines those words.

Work with your team to match words with definitions. In the space before each
word in Column A, write the letter of its definition in Column B.

Column A Column B

1. diagram a. reason
2. analysis b. people who receive products or services
3. cause c. a picture or drawing
4. customer d. an examination; an investigation
5. defect e. equipment
6. effect f. the outcome or result
7. machinery g. substances that are turned into products
8. materials h. personnel, employees
9. methods i. a fault; a deficiency

10. manpower j. procedures; techniques

Lesson 3: Somethings Fishy Copyright 01996 by Coast Community College District Handout 7



Solving Problems V
Lesson 3: Something's Fishy

Cause and Effect Diagram
(Fishbone Diagram; Ishikawa Diagram)

Job Link

(Please format the Fishbone Diagram in the landscape position.)

Lesson 3: Somethings Fishy Copyright ©1996 by Coast Community College Distict Handout 8
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Solving Problems V
Lesson 4: What Needs to be Fixed

Lesson 4 Word Power

Job Unk

Directions: Column A lists words that will be used in today's lesson, and
Column B defines those words.

Work with your team to match words with definitions. In the space before each
word in Column A, write the letter of its definition in Column B.

Column A Column B

1. compute a. to list in an order

2. total b. the total of many sums or subtotals

3. grand total c. a diagram or picture

4. rank d. to calculate; to figure out

5. occurrence e. the sum of numbers

6. priority f. order of importance

7. category g. when something happens

8. chart h. a classification

Lesson 4: What Needs to be Fixed Copyright 01996 by Coast Community College District Handout 9
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Solving Problems V
Lesson 4: What Needs to be Fixed

Tally of Defects Chart
Stress Balls

Defect Quantity

'clumps of sand" 93

'Med with air 697

'boxes not fuir 10

'balls broken 200

TOTAL 1000

Pareto Chart

Job Link

Rank Defect Count Percent of
Total*

Cumulative
Percent**

1 "filled w/ air 697 69.7% 69/7%

2

3

4

TOTALS 100% 100%

*In this column enter the number (in percent) that each defect accounts for. [For example, the
Count for the "filled with air" d4ect is 697 (the Count is taken from the Tally of Ddects Chart). Since the Total

Count is 1000, then 697 out of 1000 (697/1000) is 69.7% of the total ddects.1

*In this column keep a running count, or cumulative percent, of the individual numbers in
the °Percent of Totar column. [Example: (a) Enfer the Count for Ddect 2 ("balls brokenl. (b) Fill in the

Percent of Total column for Dect 2. (c) Add that percent to 69.7%, and then (d) enter the new total under

Cumulative Percent. Repeat the process for Ddect 3 and Ddect 4.1

Lesson 4: What Needs to be Fixed Copyright 01996 by Coast Community College District Handout 10



Solving Problems V
Lesson 4: What Needs to be Fixed Job Link

Identifying Potential Causes of Problem Chart
Stress Balls

Defect Potential Cause Potential Cause Potential Cause

-filled with air

Lesson 4: What Needs to be Fixed Copyright ©1996 by Coast Community College District Handout 11
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Solving Problems V
Lesson 5 : Let's Fix It!

Lesson 5 Word Power

Job Link

Directions: Column A lists words that will be used in today's lesson, and
Column B defines those words.

Work with your team to match words with definitions. In the space before each
word in Column A, write the letter of its definition in Column B.

Column A

1. communicate a.

2. correct (verb) b.

3. plan (noun) c.

4. suggest or advise (verb) d.

5. suggestion or advice e.

6. action f.

7. graph (noun) g.

8. reduce h.

Column B

to make smaller; to make less of
to recommend; to direct; to guide

a diagram or picture
movement; steps to take

to fix; to solve

a recommendation
a formula or strategy
to tell a fact or an idea so the
listener or reader understands

Lesson 5: Let's Fix It! Copyright ©1996 by Coast Community College District Handout 12



Solving Problems V
Lesson 5 : Let's Fix It!

Corrective Action Plan

Defect #1 -

Steps to correct defect:

Defect #2 .

Steps to correct defect:

Defect #3 :

Steps to correct defect:

Defect #4 ..

Steps to correct defect:

Lesson 5: Lets Fix It!

Job Link

Copyright ©1996 by Coast Community College District Handout 13



Solving Problems V
Lesson 6: Welcome to the Real World!

Lesson 6: Welcome to the Real World!

The Real Problem

Job Link

Copyright en996 by Coast Community College District Handout 14



Solving Problems V
Lesson 6: Welcome to the Real World!

Brainstorming the Real Problem

Lesson 6: Welcome to the Real World!

Job Link

Copyright 01996 by Coast Community College District Handout 15



Solving Problems V
Lesson 6: Welcome to the Real World!

The Real Problem

Tally of Defects Chart

Defect Quantity

Pareto Chart

Defect Potent la! Cause Potential Cause Potential Cause

*In this column enter the number (in percent) that each defect accounts for.

Job Link

**In this column keep a running count, or aimulative percent of the individual numbers in
the 'Percent of Total" column.

Lesson 6: Welcome to the Real World! Copyright ©1996 by Coast Community College District Handout 16



Solving Problems V
Lesson 6: Welcome to the Real World! jobLink

Identifying Potential Causes of Problem Chart
The Real Problem

Defect Potential Cause Potential Cause Potential Cause

Lesson 6: Welcome to the Real World! Copyright ©1996 by Coast Community College District Handout 17
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Name (C-1) Name (C-1)

Step-by-Step Step-by-Step

4.44 am 41% aill alk olia agil a% 144 .1% Iia oig
eIl ea WV QIN 441 QII ell .01 imIl gel

Sob Job

Ust the steps that you take to do your Job: Ust the steps that you take to do your Job:

1.
1.

2. 2.

3. 3.

4. 4.

5. 5.

Name (C-1) Name (C-1)

Step-by-Step Step-by-Step

4.44 .144 641 411 dM11 061 0111 0111

se/ .110 QIN .10) ode ale sag .101 .101

Job Job

List the steps that you take to do your Job: Ust the steps that you take to do your Job:

1.
1.

2. 2.

3. 3.

4. 4.

5. 5.

(C-1) Name (C-1)

Step-by-Step Step-by-Step

RA eiRIA el% 0111 01111 01 01111

WV eel .01 gal .41 gaIl ail orW 401 eil11

Job Job

Ust the steps that you take to do your Job: List the steps that you take to do your Job:

1.
1.

2.
2.

3.
3.

4.
4.

5.
5.

Name (C-1) Name (C-1)

Step-by-Step
01 si1 0,11

407 4.07 WO fain ell

Step-by-Step
aga 644 4.44 014

1.07 oil 007 alln sal

Job Job

List the steps that you take to do your Job: List the steps that you take to do your Job:

1.

2.
2.

3.
3.

4. 4.

5.
5.
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Name (C-2) Name (C-2)

Brainstorming

Use the following words during the week while you
frorkIng. Check off each word as you use it:

Brainstorming

Use the following words during the week while you
are working. Check off each word as you use It:

. brainstorm 1. brainstorm

5.

4. solution

idea

4.

5.

solution

idea

2. opinion 2. opinion

3. open-minded 3. open-minded

Name (C-2) Name (C-2)

Brainstorming Brainstorming

Use the following words during the week while you Use the following words during the week while you
are working. Check off each word as you use It: are working. Check off each word as you use it:

1. brainstorm

2. opinion

3. open-minded

4. solution

5. idea

A
AA

Py

One
Brainstorming

(C-2)

1. brainstorm

2 opinion

3. open-minded

4. solution

5. idea

A
AA

Pv

Name (C-2)

Brainstorming

Use the following words during the week while you Use the following words during the week while you
are working. Check off each word as you use It: are working. Check off each word as you use It:

I. brainstorm

2. opinion

3. open-minded

4. solution

5. idea

1. brainstorm

2. opinion

3. open-minded

4. solution

5. idea

A
AA

Pv

Name (C-2) Name (C-2)

Brainstorming Brainstorming

Use the following words during the week while you Use the following words during the week while you

are working. Check off each word as you use it: are working. Check off each word as you use It:

1. brainstorm 1. brainstorm

open-minded A
A 2.

3. open-minded

opinion

A
AAdr- opinion

4. solution IFY
4. solution

5. idea 5. idea
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Name (C-3) Name (C-3)

Fishbone Diagram
Problem
0 the Flshbone Diagram below, write a problem you

Imes have at work, then list the causes of the problem.

Name (C-3)

Fishbone Diagram
Problem
On the Fishbone Diagram below, write a problem you
sometimes have at work, then list the causes of the problem.

... r410.11..011.. PI/CILIA

1110. minlip.
.m....1111..=1111.111.

awIllo.
141111.4111.

11111..

Fishbone Diagram

(C-3)

Problem:
On the Fishbone Dlagram below, write a problem you
sometimes have at work, then Ilst the causes of the problem.

Name (C-3)

Fishbone Diagram
Problem:
On the Fishbone Diagram below, write a problem you
sometimes have at work, then list the causes of the problem.

Copyright
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Fishbone Diagram
Problem:
On the Fishbone Dlagram below, write a problem you
sometimes have at work, then list the causes of the problem.

Name (C-3)

Fishbone Diagram
Problem
On the Fishbone Diagram below, write a problem you
sometimes have at work, then list the causes of the problem.

Name (C-3)

Fishbone Diagram
Problem:
On the Fishbone Dlagram below, write a problem you
sometimes have at work, then list the causes of the problem.

Name (C-3)

Fishbone Diagram
Problem
On the Fishbone Diagram below, write a problem you
sometimes have at work, then Ilst the causes of the problem.



Name (C-4) Name (C-4)

Solving Problems Techniques

Draw a line from each problem-solving technique in
lirA to Its description In Column B.

1. Brainstorming

2. Cause & Effect Analysis
(Fishbone Diagram)

3. Tally Chart

4. Pareto Chart

to count defects

to rank priorities

to come up with ideas

to categorize causes

Name (C-4)

Solving Problems Techniques

Draw a line from each problem-solving technique In
Column A to its description In Column B.

1. Brainstorming

2. Cause & Effect Analysis
(Fishbone Diagram)

3. Tally Chart

4. Pardo Chart

to count defects

to rank priorities

to come up with ideas

to categorize causes

11110
Name (C-4)

Solving Problems Techniques

Draw a ilne from each problem-solving technique In
Column A to its description In Column B.

1. Brainstorming to count defects

2. Cause & Effect Analysis to rank priorities
(Fishbone Diagram)

3. Tally Chart

4. Pardo Chart

to come up with ideas

to categorize causes

Name (C-4)

Solving Problems Techniques

Draw a line from each problem-solving technique In
Column A to its description in Column B.

jai Brainstorming to count defects

I/Cause & Effect Analysis to rank priorities
(Fishbone Diagram)

3. Tally Chart

4. Pareto Chart

to come up with ideas

to categorize causes
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Solving Problems Techniques

Draw a line from each problem-solving technique in
Column A to its description in Column B.

1. Brainstorming

2. Cause & Effect Analysis
(Fishbone Diagram)

3. Tally Chart

4. Pareto Chart

to count defects

to rank priorities

to come up with ideas

to categorize causes

Name (C-4)

Solving Problems Techniques

Draw a line from each problem-solving technique in
Column A to its description in Column B.

I. Brainstorming to count defects

2. Cause & Effect Analysis to rank priorities
(Fishbone Diagram)

3. Tally Chart

4. Pardo Chart

to come up with ideas

to categorize causes

Name (C-4)

Solving Problems Techniques

Draw a line from each problem-solving technique In
Column A to Its description In Column B.

1. Brainstorming

2. Cause & Effect Analysis
(Fishbone Diagram)

3. Tally Chart

4. Pardo Chart

to count defects

to rank priorities

to come up with ideas

to categorize causes

Name (C-4)

Solving Problems Techniques

Draw a line from each problem-solving technique in
Column A to Its descriptJon In Column B.

1. Brainstorming to count defects

2. Cause & Effect Analysis to rank priorities
(Fishbone Diagram)

3. Tally Chart

4. Pardo thart

to come up with ideas

to categorize causes



Name (C-5) Name (C-5)

Making Suggestions and Recommendations

Cross out the entries that are not effective when
nting solutions or suggestions:

I would like to suggest...
Our investigation has found that...
I can't believe that nobody solved this problem yet!
It might be a good idea to try...
Who was the idiot who...?
Our team recommends...
Are there any questions or suggestions?

Name (C-5)

Making Suggestions and Recommendations

Cross out the entries that are not effective when
presenting solutions or suggestions:

I would like to suggest...
Our investigation has found that...
I can't believe that nobody solved this problem yet!
It might be a good idea to try...
Who was the idiot who...?
Our team recommends...
Are there any questions or suggestions?

Ike (C-5)

Making Suggestions and Recommendations

Cross out the entries that are not effective when
presenting solutions or suggestions:

I would like to suggest...
Our investigation has found that...
I can't believe that nobody solved this problem yet!
It might be a good idea to try...
Who was the idiot who...?
Our team recommends...
Are there any questions or suggestions?

Name (C-5)

Making Suggestions and Recommendations

Cross out the entries that are jult effective when
presenting solutions or suggestions:

I would like to suggest...
ainvestigation has found that...
't believe that nobody solved this problem yet!

It might be a good idea to try...
Who was the idiot who...?
Our team recommends...
Are there any questions or suggestions?
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Making Suggestions and Recommendations

Cross out the entries that are not effective when
presenting solutions or suggestions:

I would like to suggest...
Our investigation has found that...
I can't believe that nobody solved this problem yet!
It might be a good idea to try...
Who was the idiot who...?
Our team recommends...
Are there any questions or suggestions?

Name (C-5)

Making Suggestions and Recommendations

Cross out the entries that are not effective when
presenting solutions or suggestions:

I would like to suggest...
Our investigation has found that...
I can't believe that nobody solved this problem yet!
It might be a good idea to try...
Who was the idiot who...?
Our team recommends...
Are there any questions or suggestions?

Name (C-5)

Making Suggestions and Recommendations

Cross out the entries that are not effective when
presenting solutions or suggestions:

I would like to suggest...
Our investigation has found that...
I can't believe that nobody solved this problem yet!
It might be a good idea to try...
Who was the idiot who...?
Our team recommends...
Are there any questions or suggestions?

Name (C-5)

Making Suggestions and Recommendations

Cross out the entries that are nat effective when
presenting solutions or suggestions:

I would like to suggest...
Our investigation has found that...
I can't believe that nobody solved this problem yet!
It might be a good idea to try...
Who was the idiot who...?
Our team recommends...
Are there any questions or suggestions?

BEST COPY AVAILABLE



Name (C-6) Name (C4)

SIX Steps of Solving Problems

I. Brainstorming

W2. Cause and Effect Analysis

3. Ranking Priorities: Pareto Analysis

4. Identifying Potential Causes of Problem

5. Designing a Corrective Action Plan

6. Presenting Solutions

Name

Six Steps of Solving Problems

1. Brainstorming

2. Cause and Effect Analysis

3. Ranking Priorities: Pareto Analysis

4. Identifying Potential Causes of Problem

5. Designing a Corrective Action Plan

6. Presenting Solutions

Six Steps of Solving Problems

1. Brainstorming

2. Cause and Effect Analysis

3. Ranking Priorities: Pareto Analysis

4. Identifying Potential Causes of Problem

5. Designing a Corrective Action Plan

6. Presenting Solutions

Name

Six Steps of Solving Problems

1. Brainstorming

2. Cause and Effect Analysis

Ranking Priorities: Pareto Analysis

Identifying Potential Causes of Problem

5. Designing a Corrective Action Plan

6. Presenting Solutions

BEST COPY AVAILABLE

(C-6)

(C-6)

(C-6)
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Six Steps of Solving Problems

1. Brainstorming

2. Cause and Effect Analysis

3. Ranking Priorities: Pareto Analysis

4. Identifying Potential Causes of Problem

5. Designing a Corrective Action Plan

6. Presenting Solutions

Name

Six Steps of Solving Problems

1. Brainstorming

2. Cause and Effect Analysis

3. Ranking Priorities: Pareto Analysis

4. Identifying Potential Causes of Problem

5. Designing a Corrective Action Plan

6. Presenting Solutions

Name

Six Steps of Solving Problems

1. Brainstorming

2. Cause and Effect Analysis

3. Ranking Priorities: Pareto Analysis

4. Identifying Potential Causes of Problem

5. Designing a Corrective Action Plan

6. Presenting Solutions
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Solving Problems V
Lesson 1: There's No Business Like Everybody's Business

Word Power

Module Overview

Six Steps of Problem Solving:

1. Brainstorming

2. Cause and Effect Analysis

3. Ranking Priorities: Pareto Analysis

4. Identifying Potential Causes of Problem
III 5. Designing a Corrective Action Plan

6. Presenting Solutions

Joblink

Lesson 1: There's No Business Like Everybody's Business Copyright 01996 by Coast Community College District Transparency 1
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Solving Problems V
Lesson 1: There's No Business Like Everybody's Business

Lesson 1 word Power

JobLink

Directions: Column A lists words that will be used in today's lesson, and
Column B defines those words.

Work with your team to match words with definitions. In the space before each
word in Column A, write the letter of its definition in Column B.

Column A Column B

1. produce a. substance used to make a product

2. quality b. procedure; method; steps involved

3. process c. to make

4. product d. energy that is used to push or force

5. profitable e. money-making

6. pressure f. a produced or manufactured item

7. defect g. the condition of a product (good or bad)

8. material h. imperfection; fault

Lesson 1: There's No Business Like Everybody's Business Copyright ©1996 by Coast Community College District Transparency 2
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Solving Problems V
Lesson 1: There's No Business Like Everybody's Business JobLink

Model Problem: Stress Balls at EPGC
Employee Module

Welcome to the Expert Puzzle and Game Corporation (EPG0! EPGC is in northern Maine. It
produces games and puzzles. EPGC distributes its puzzles and games in the United States. The
company produces quality products.

There are product developers at EPGC. They take pride in their work. They design games
and puzzles. They make money by inventing new games and puzzles for their company to
produce.

Candace and Rick are two product developers. They think up new games and puzzles. They

try out their ideas on each other. They are always competing with each other. They like to see
whose ideas will make the most money for their company. They each try to come up with as
many new ideas as possible.

EPGC has a warehouse. Employees in Receiving check the material and parts that come into
the plant The warehouse stores "all these materials and parts. It is separate from the main

III building.

Employees carry the material and parts that they need for production from the warehouse
to the main building. Joe is the employee who goes to the warehouse for materials and parts.
He brings them to the main building. During the winter, he often has to put on boots and a
heavy coat to go over to the warehouse.

This is an assembly line that produces word games. Inspectors check the games when they
come off the assembly line. Marta is in charge of quality control. She is very good at finding
defects.

Packers pack the games into boxes. Other employees move them to the warehouse.

In the warehouse, forklifts carry tall stacks of games. The puzzles and games are not
breakable. Forklift operators can stack the games very high. Emily and Anthony are two of the
forklift operators in the warehouse.

Six months ago, EPGC designed a new product. It quickly became very popular and
profitable. The new product is the Stress Ball. Unlike the other EPGC products, the Stress Ball is

not a puzzle or a game. Its assembly is very simple. Four people work one day a week to
produce enough Stress Balls to meet EPGC's weekly quota.

(continued on back)

Lesson 1: Theres No Business Like Everybody's Business Copyright ©1996 by Coast Community College District Transparency 3



Model Problem: Stress Balls at EPGC
(continued)

The Stress Ball is a strong balloon that is pressure-filled with sand. Each of the four
employees is responsible for one part of the manufacturing process.

One employee brings the sand and balloons from the storage room. He or she is in charge
of filling the injection machine with sand.

Another employee fits 24 balloons over the filling tubes.

When the balloons are over the tubes, the third employee pulls a handle. The pulling causes
the machine to use pressure to push sand into the balloons.

After the balloons are full, all four employees work together to remove the balloons from
the filling tubes. They squeeze out air and tie a knot in each balloon.

A fourth employee inspects the Stress Balls and packs them into cartons for shipping.

The company manufactures Stress Balls only one day a week. Management takes four
employees away from their usual jobs to make Stress Balls. Three employees are Rick from
Product Development Marta from Quality Control, and Joe from the Storage Department. The
company chooses a different employee each week to take the fourth position.

Marta gets the material and fills the injection machine with sand. Joe pulls the fill handle.
Rick and the fourth worker take turns placing the balloons over the tubes. They also inspect the

completed Stress Balls.

At first, there were no problems in the Stress Ball department. However, lately EPGC has

been receiving many customer complaints.

There are numy different complaints. Some Stress Balls have large lumps of sand in
them. Others have air in them. Some packed boxes of Stress Balls are missing one or
two balls. Some boxes of Stress Balls have broken balls inside.

These problems are costing EPGC profits. They are hurting EPGC's reputation as a company

that produces quality products.

You are going to solve EPGC's problem!

Lesson 1: There's No Business Like Evezybodys Business Copyright ©1996 by Coast Community College District
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Solving Problems IF
Lesson 1: There's No Business Like Everybody's Business

Organize the Details:
Stress Balls at EPGC

Job Link

Directions: After you read the "Model Problem," work with your team to fill in the information below:
A. List all the people mentioned in the 'Model Problem" and the jobs they do.

(Hint: One person is not mentioned by name.)

Person Job

1.

2.

3.

4.

5.

6.

7.

B. What are the steps in making Stress Balls?

1

2.

3.

4.

5.

6.

7

8.

9.

C. What machine is used to make Stress Balls?

D. What materials are used to make Stress Balls?
1. 2.

E. What are the customer complaints about Stress Balls?

1. 3.

2. 4.

Lesson 1: There's No Business Li Ice Everybody's Business Copyright 01996 by Coast Community College District Transparency 4
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Solving Problems V
Lesson 2: What's Going On Here

Lesson 2 Word Power

Job Link

Directions: Column A lists words that will be used in today's lesson, and
Column B defines those words.

Work with your team to match words with definitions. In the space before each
word in Column A, write the letter of its definition in Column B.

Column A Column B

1. brainstorm a. to find an answer to a problem

2. idea b. open to new ideas

3. opinion c. the answer to a problem

4. to judge d. to form an opinion about something

5. judgment e. a thought

6. to solve f. a decision made after judging

7. open-minded g. a belief not always based on facts

8. solution h. to work as a group to come up with as
many ideas as possible without judging the
ideas or the group members

Lesson 2: What's Going On Here? Copyright ©1996 by Coast Community College District Transparency 5



Solving Problems V
Lesson 2: What's Going On Here

Brainstorming

Job Link

PROBLEM: EPGC's customers are complaining about the quality of

Stress Balls. The company is losing profits. The company's reputation

is suffering.

Lesson 2: What's Going On Here? Copyright 01996 by Coast Community College District Transparency 6



Solving Problems V
Lesson 3: Something's Fishy

Lesson 3 Word Power

Job Link

Directions: Column A lists words that will be used in today's lesson, and
Column B defines those words.

Work with your team to match words with definitions. In the space before each
word in Column A, write the letter of its definition in Column B.

Column A Column B

1. diagram a. reason
2. analysis b. people who receive products or services
3. cause c. a picture or drawing
4. customer d. an examination; an investigation
5. defect e. equipment
6. effect f. the outcome or result
7. machinery g. substances that are turned into products
8. materials h. personnel, employees
9. methods i. a fault; a deficiency

10. manpower j. procedures; techniques

Lesson 3: Something's Fishy Copyright 01996 by Coast Community College District Transparency 7



Solving Problems V
Lesson 3: Something's Fishy

Cause and Effect Diagram
(Fishbone Diagram; Ishikawa Diagram)

dobLink

(Please format the Fishbone Diagram in the landscape position.)

Lesson 3: Something's Fishy Copyright 01996 by Coast Community College District Transparency 8
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Solving Problems V
Lesson 4: What Needs to be Fixed

Lesson 4 Word Power

jobLink

Directions: Column A lists words that will be used in today's lesson, and
Column B defines those words.

Work with your team to match words with definitions. In the space before each
word in Column A, write the letter of its definition in Column B.

Column A Column B

1. compute a. to list in an order
2. total b. the total of many sums or subtotals

3. grand total c. a diagram or picture

4. rank d. to calculate; to figure out

5. occurrence e. the sum of numbers

6. priority f. order of importance

7. category g. when something happens
8. chart h. a classification

Lesson 4: What Needs to be Fixed Copyright 01996 by Coast Community.College District Transparency 9
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Solving Problems V
Lesson 4: What Needs to be Fixed

Tally of Defects Chart
Stress Balls

Defect Quantity

°clumps of sand" 93

-filled with air 697

boxes not fulr 10

'bails broken" 200

TOTAL 1000

Pareto Chart

Job Link

Rank Defect Count Percent of
Total*

Cumulative
Percent**

1 'Tilled w/ air 697 69.7% 69/7%

2

3

4

TOTALS 100% 100%

*In this column enter the number (in percent) that each defect accounts for. [For example, the

Count for the "filled with air ddect is 697 (the Count is taken from the Tally of Ddects Chart). Since the Total

Count is 1000, then 697 out of 1000 (697/1000) is 69.7% of the total ddectsi

**In this column keep a running count, or cumulative percent, of the individual numbers in
the "Percent of Total" column. [Example: (a) Enter the Count for Ddect 2 ("balls broken"). (b) Fill in the

Percent of Total column for Ddect 2. (c) Add that percent to 69.7%, and then (d) enter the new total under

Cumulative Percent. Repeat the process for Ddect 3 and Ddect 4.1

Lesson 4: What Needs to be Fixed Copyright 01996 by Coast Community College District Transparency 10



Solving Problems V
Lesson 4: What Needs to be Fixed Job Link

Identifying Potential Causes of Problem Chart
Stress Balls

Defect Potential Cause Potential Cause Potential Cause

-filled with air

Lesson 4: What Needs to be Fixed Copyright 01996 by Coast Community College District Transparency 11
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Solving Problems V
Lesson 5 : Let's Fix It!

Lesson 5 Word Power

Job Link

Directions: Column A lists words that will be used in today's lesson, and

Column B defines those words.

Work with your team to match words with definitions. In the space before each
word in Column A, write the letter of its definition in Column B.

Column A

1. communicate a.

2. correct (verb) b.

3. plan (noun) c.

4. suggest or advise (verb) d.

5. suggestion or advice e.

6. action f.

7. graph (noun) g.

8. reduce h.

Column B

to make smaller; to make less of
to recommend; to direct; to guide

a diagram or picture
movement; steps to take
to fix; to solve

a recommendation
a formula or strategy
to tell a fact or an idea so the
listener or reader understands

Lesson 5: Let's Fix It! Copyright ©1996 by Coast Community College District Transparency 12



Solving Problems V
Lesson 5: Let's Fix It!

Corrective Action Plan

Defect #1 .

Steps to correct defect:

Defect #2 .

Steps to correct defect:

Defect #3 .

Steps to correct defect:

Defect #4 .

Steps to correct defect:

Lesson 5: Let's Fix It!

Job Link

Coprigit ©1996 by Coast Community College District Transparency 13

189



Solving Problems V
Lesson 6: Welcome to the Real World!

Lesson 6: Welcome to the Real World!

The Real Problem

Job Link

Copyright 01996 by Coast Community College District Transparency 14
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Solving Problems V
Lesson 6: Welcome to the Real World!

Brainstorming the Real Problem

Job Link

Lesson 6: Welcome to the Real Worid! Copyright ©1996 by Coast Community College District Transparency 15
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Solving Problems V
Lesson 6: Welcome to the Real World!

The Real Problem

Tally of Defects Chart

Defect Quantity

Pareto Chart

Defect Potential Cause Potential Cause Potential Cause

*In this column enter the number (in percent) that each defect accounts for.

Job Link

**In this column keep a running count, or cumulative percent of the individual numbers in
the "Percent of Total" column.

Lesson 6: Welcome to the Real World!

192
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Solving Problems V
Lesson 6: Welcome to the Real World! Job Link

Identifying Potential Causes of Problem Chart
The Real Problem

Defect Potential Cause Potential Cause Potential Cause

Lesson 6: Welcome to the Real World!
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So Problems
Supervisor Lesson I jobLink

Model Problem: Stress Balls at EPGC
Employee Module

Welcome to the Expert Puzzle and Game Corporation (EPGC)! EPGC is in northern Maine. It
produces games and puzzles. EPGC distributes its puzzles and games in the United States. The

company produces quality products.

There are product developers at EPGC. They take pride in their work. They design games
and puzzles. They make money by inventing new games and puzzles for their company to
produce.

Candace and Rick are two product developers. They think up new games and puzzles. They

try out their ideas on each other. They are always competing with each other. They like to see
whose ideas will make the most money for their company. They each try to come up with as
many new ideas as possible.

EPGC has a warehouse. Employees in Receiving check the material and parts that come into
the plant The warehouse stores all these materials and parts. It is separate from the main
building.

Employees carry the material and parts that they need for production from the warehouse
to the main building. Joe is the employee who goes to the warehouse for materials and parts.
He brings them to the main building. During the winter, he often has to put on boots and a
heavy coat to go over to the warehouse.

This is an assembly line that produces word games. Inspectors check the games when they
come off the assembly line. Marta is in charge of quality control. She is very good at finding
defects.

Packers pack the games into boxes. Other employees move them to the warehouse.

In the warehouse, forklifts carry tall stacks of games. The puzzles and games are not
breakable. Forklift operators can stack the games very high. Emily and Anthony are two of the
forklift operators in the warehouse.

Six months ago, EPGC designed a new product. It quickly became very popular and
profitable. The new product is the Stress Ball. Unlike the other EPGC products, the StTess Ball is

not a puzzle or a game. Its assembly is very simple. Four people work one day a week to
produce enough Stress Balls to meet EPGC's weekly quota.
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Model Problem: Stress Balls at EPGC
(continued)

The Stress Ball is a strong balloon that is pressure-filled with sand. Each of the four
employees is responsible for one part of the manufacturing process.

One employee brings the sand and balloons from the storage room. He or she is in charge
of filling the injection machine with sand.

Another employee fits 24 balloons over the filling tubes.

When the balloons are over the tubes, the third employee pulls a handle. The pulling causes
the machine to use pressure to push sand into the balloons.

After the balloons are full, all four employees work together to remove the balloons from
the filling tubes. They squeeze out air and tie a knot in each balloon.

A fourth employee inspects the Stress Balls and packs them into cartons for shipping.

The company manufactures Stress Balls only one day a week. Management takes four
employees away from their usual jobs to make Stress Balls. Three employees are Rick from
Product Development Marta from Quality Control, and Joe from the Storage Department. The

company chooses a different employee each week to take the fourth position.

Marta gets the material and fills the injection machine with sand. Joe pulls the fill handle.
Rick and the fourth worker take turns placing the balloons over the tubes. They also inspect the

completed Stress Balls.

At first there were no problems in the Stress Ball department. However, lately EPGC has

been receiving many customer complaints.

There are many different complaints. Some Stress Balls have large lumps of sand in
them. Others have air in them. Some packed boxes of Stress Balls are missing one or
two balls. Some boxes of Stress Balls have broken balls inside.

These problems are costing EPGC profits. They are hurting EPGC's reputation as a company

that produces quality products.

You are going to solve EPGC's problem!
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So Problems 'V
Supervisor Lesson 1

Brainstorming

Joblink

PROBLEM:

Supervisor Lesson 1
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Solving Problems w
Supervisor Lesson 1

Supervisor Lesson 1

Cause and Effect Diagram
(Fishbone Diagram; Ishikawa Diagram)

JobLink

(Please format the Fishbone Diagram in the landscape position.)
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Solving Problems V
Supervisor Lesson .1

Tally of Defects Chart
Stress Balls

Defect Quantity

°clumps of sand" 93

"filled with air 697

"boxes not full 10

'bails broken' 200

TOTAL 1000

Pareto Chart

Joblink

Rank Defect Count Percent of
Total*

Cumulative
Percent**

1 "filled w/ air 697 69.7% 69/7%

2

3

4

TOTALS 100% 100%

*In this column enter the number (in percent) that each defect accounts for. [For example, the
Count for the "filled with air d*ct is 697 (the Count is taken from the Tally of Ddects Chart). Since the Total

Count is 1000, then 697 out of 1000 (697/1000) is 69.7% of the total cldects.1

*In this column keep a running count, or cumulative percent, of the individual numbers in
the "Percent of Total" column. [Example: (a) Enter the Count for Defect 2 ("balls broken"). (b) Fill in the

Percent of Total column for Ddect 2. (c) Add that percent to 69.7%, and then (d) enter the new total under

Cumulative Percent. Repeat the process for Ddect 3 and Ddect 4.1
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Solving Problems Ir
Supervisor Lesson 1

Job Link

Identifying Potential Causes of Problem Chart
Stress Balls

Defect Potential Cause Potential Cause Potential Cause

'Willed with air

-
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Solving Problems V
Supervisor Lesson 1

Corrective Action Plan

Defect #1
Steps to correct defect:

Defect #2
Steps to correct defect:

Defect #3
Steps to correct defect:

Defect #4
Steps to correct defect:

Supervisor Lesson 1
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Solving Problems
Supervisor Lesson I

Supervisor Lesson 1

The Real Problem

251

JobLink
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Solving Problems V
Supervisor Lesson 1

Summary of Plans

JobLink

Compare and contrast the plans your team has reviewed. Make
recommendations and suggestions:
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Six Steps of Problem Solving

Brainstorming

Cause and Effect Analysis

3. Ranking Priorities: Pareto Analysis

4. Identifying Potential Causes of Problem

5. Designing a Corrective Action Plan

6. Presenting Solutions
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Six Steps of Problem Solving

1. Brainstorming

2. Cause and Effect Analysis

3. Ranking Priorities: Pareto Analysis

4. Identifying Potential Causes of Problem

5. Designing a Corrective Action Plan

6. Presenting Solutions

(C-6) Name

Six Steps of Problem Solving

Brainstorming 1.

Cause and Effect Analysis 2.

Ranking Priorities: Pareto Analysis 3.

Identifying Potential Causes of Problem 4.

Designing a Corrective Action Plan 5.

Presenting Solutions 6.
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Six Steps of Problem Solving

1. Brainstorming 1.

2. Cause and Effect Analysis 2.

3. Ranking Priorities: Pareto Analysis 3.

4. Identifying Potential Causes of Problem 4.

5. Designing a Corrective Action Plan 5.

6. Presenting Solutions 6.
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Six Steps of Problem Solving
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2. Cause and Effect Analysis

Ranking Priorities: Pareto Analysis

04. Identifying Potential Causes of Problem

5. Designing a Corrective Action Plan

6. Presenting Solutions
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Six Steps of Problem Solving

Brainstorming

Cause and Effect Analysis

Ranking Priorities: Pareto Analysis

Identifying Potential Causes of Problem

Designing a Corrective Action Plan

Presenting Solutions

Six Steps of Problem Solving

Brainstorming

Cause and Effect Analysis

Ranking Priorities: Pareto Analysis

Identifying Potential Causes of Problem

Designing a Corrective Action Plan

Presenting Solutions

Six Steps of Problem Solving

1. Brainstorming

2. Cause and Effect Analysis

3. Ranking Priorities: Pareto Analysis

4. Identifying Potential Causes of Problem

5. Designing a Corrective Action Plan

6. Presenting Solutions
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Sohin2 Problems
Supervisor Lesson I

Module Overview

Six Steps of Problem Solving:

1. Brainstorming

2. Cause and Effect Analysis

3. Ranking Priorities: Pareto Analysis

4. Identifying Potential Causes of Problem

5. Designing a Corrective Action Plan

6. Presenting Solutions
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Supervisor Lesson 1 JobLink

Model Problem: Stress Balls at EPGC
Employee Module

Welcome to the Expert Puzzle and Game Corporation (EPGO! EPGC is in northern Maine. It
produces games and puzzles. EPGC distributes its puzzles and games in the United States. The
company produces quality products.

There are product developers at EPGC. They take pride in their work. They design games
and puzzles. They make money by inventing new games and puzzles for their company to
produce.

Candace and Rick are two product developers. They think up new games and puzzles. They
try out their ideas on each other. They are always competing with each other. They like to see
whose ideas will make the most money for their company. They each try to come up with as
many new ideas as possible.

EPGC has a warehouse. Employees in Receiving check the material and parts that come into
the plant The warehouse stores all these materials and parts. It is separate from the main
building.

Employees carry the material and parts that they need for production from the warehouse
to the main building. Joe is the employee who goes to the warehouse for materials and parts.
He brings them to the main building. During the winter, he often has to put on boots and a
heavy coat to go over to the warehouse.

This is an assembly line that produces word games. Inspectors check the games when they
come off the assembly line. Marta is in charge of quality control. She is very good at finding
defects.

Packers pack the games into boxes. Other employees move them to the warehouse.

In the warehouse, forklifts carry tall stacks of games. The puzzles and games are not
breakable. Forklift operators can stack the games very high. Emily and Anthony are two of the
forklift operators in the warehouse.

Six months ago, EPGC designed a new product It quickly became very popular and
profitable. The new product is the Stress Ball. Unlike the other EPGC products, the Stress Ball is
not a puzzle or a game. Its assembly is very simple. Four people work one day a week to
produce enough Stress Balls to meet EPGC's weekly quota.

Supervisor Lesson 1
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Model Problem: Stress Balls at EPGC
(continued)

The Stress Ball is a strong balloon that is pressure-filled with sand. Each of the four
employees is responsible for one part of the manufacturing process.

One employee brings the sand and balloons from the storage room. He or she is in charge
of filling the injection machine with sand.

Another employee fits 24 balloons over the filling tubes.

When the balloons are over the tubes, the third employee pulls a handle. The pulling causes
the machine to use pressure to push sand into the balloons.

After the balloons are full, all four employees work together to remove the balloons from
the filling tubes. They squeeze out air and tie a knot in each balloon.

A fourth employee inspects the Stress Balls and packs them into cartons for shipping.

The company manufactures Stress Balls only one day a week. Management takes four
employees away from their usual jobs to make Stress Balls. Three employees are Rick from
Product Development Marta from Quality Control, and Joe from the Storage Department. The
company chooses a different employee each week to take the fourth position.

Marta gets the material and fills the injection machine with sand. Joe pulls the fill handle.
0 Rick and the fourth worker take turns placing the balloons over the tubes. They also inspect the

completed Stress Balls.

At first, there were no problems in the Stress Ball department. However, lately EPGC has
been receiving many customer complaints.

There are many different complaints. Some Stress Balls have large lumps of sand in
them. Others have air in them. Some packed boxes of Stress Balls are missing one or
two balls. Some boxes of Stress Balls have broken balls inside.

These problems are costing EPGC profits. They are hurting EPGC's reputation as a company
that produces quality products.

You are going to solve EPGC's problem!
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Brainstorming

JobLink

PROBLEM:
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Solving Problems V.
Supervisor Lesson 1

Supervisor Lesson 1

Cause and Effect Diagram
(Fishbone Diagram; Ishikawa Diagram)

JokLink

(Please format the Fishbone Diagram in the landscape position.)
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Solving Problems
Supervisor Lesson 1

Tally of Defects Chart
Stress Balls

Defect Quantity

"clumps of sand" 93

"filled with air 697

"boxes not full" 10

"balls broken" 200

TOTAL 1000

Pareto Chart

JobLhik

Rank Defect Count Percent of
Total*

Cumulative
Percent**

1 'filled w/ air 697 69.7% 69/7%

2

3

4

TOTALS 100% 100%

*In this column enter the number (in percent) that each defect accounts for. [For example, the
Count for the "filled with air" kect is 697 (the Count is taken from the Tally of Defects Chart). Since the Total
Count is 1000, then 697 out of 1000 (697/1000) is 69.7% of the total kects.1

"In this column keep a running count, or cumulative percent, of the individual numbers in
the "Percent of Total" column. [Example: (a) Enter the Count for 14ect 2 ("balls brokenn). (b) Fill in the
Percent of Total column for 14ect 2. (c) Add that percent to 69.7%, and then (d) enter the new total under
Cumulative Percent. Repeat the process for Ddect 3 and Defect 4.1

2 9
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Identifying Potential Causes of Problem Chart
Stress Balls

Defect Potential Cause Potential Cause Potential Cause

"filled with air"

Supervisor Lesson 1
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Corrective Action Plan

Defect #1
Steps to correct defect:

Defect #2
Steps to correct defect:

Defect #3
Steps to correct defect:

Defect #4
Steps to correct defect:
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The Real Problem

262
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Supervisor Lesson 1

Summary of Plans

JobLink

Compare and contrast the plans your team has reviewed. Make
recommendations and suggestions:

Supervisor Lesson 1
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