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Enabling Analytical Thinking Skills
Please complete your pre test
We will begin by 10:00am
 


	2. Let's Recap Customer  Focus
➢ KSA – Knowledge Skill Attitude
➢ Customer Satisfaction vs Customer Delight – at a cost vs at no cost vs
attitude component
➢ Skills needed for customer connect
➢ Trust Equation
➢ STEPS (create a win-win) – Set, Think, Evolve, Plan & Summarize
➢ LASER (complain handling) – Listen, Acknowledge, Summarize, Explain &
Resolve
➢ CROP (questioning model) – Clarify, Reflect, Open, Probing
➢ LEPS (pacifying customer) – Listen, Empathize, Paraphrase & Solve
 


	3. Questioning Model- CROP
Clarifying  Reflective
Open Probing
 


	4. Applying the LEPS  Method - Pacifying a Client
➢ Listen
➢ Empathize
➢ Paraphrase
➢ Solve
 


	5. © 2021 SHRM.  All Rights Reserved
© 2021 SHRM. All Rights Reserved
Enabling Analytical Thinking Skills
 


	6. What is Analytical  Thinking?
Analytical thinking is the ability to think clearly and rationally.
It includes the ability to engage in reflective and independent
thinking.
 


	7. Necessity of Analytical
Thinking  at the Workplace
Streamlines
thought
processes
Enhances
understanding
Simplifies
complex
scenarios /
problems
 


	8. Understand
Your...Point of
View
Think About...
Purpose
State  the Question
Gather...
Information
Watch Your...
Inferences
Clarify Your...
Concepts
Check Your...
Assumptions
Think Through
the... Implications
and Consequences
Analytical Thought Process
 


	9. Analytical Thinking Dimensions
Structured  OR Analytical Thinking
© 2021 SHRM. All Rights Reserved
Slide9
ThinkOn
 


	10. Thinking Dimensions –  Lateralization of Brain Function
© 2021 SHRM. All Rights Reserved
Slide10
ThinkOn
 


	11. © 2021 SHRM.  All Rights Reserved
Simplexity
Thinking Process
Slide19
ThinkOn
 


	12. Step 1: Identify  the Problem
• Select the problem to be analyzed
• Clearly define the problem and establish a precise problem statement
• Set a measurable goal for the problem-solving effort
“Aproblem well put is half solved.” – JohnDewey
© 2021 SHRM. All Rights Reserved 23
 


	13. Step 2: Fact  Finding
• Highly critical step
• Common mistake is to immediately begin generating solutions
• Must identify and eliminate root causes of problem.
• Diagnostic tools – simple tools to beused
© 2021 SHRM. All Rights Reserved 23
 


	14. Diagnostic Tools
• 5  Whys?
• Flow Diagram
• Cause and Effect Diagrams
• Pareto Charts
Methods / Tools for Analytical Thinking
© 2021 SHRM. All Rights Reserved
Slide22
ThinkOn
 


	15. Step 3: Define  the Problem
• Highly critical step
• Common mistake is to immediately begin generating solutions
• Must identify and eliminate root causes of problem.
• Diagnostic tools covered later
“If I had an hour to solve a problem I'd spend 55 minutes thinking aboutthe
problem and 5 minutes thinking aboutsolutions.”
- Albert Einstein
© 2021 SHRM. All Rights Reserved 23
 


	16. Step 4: Idea  Finding (Generate)
• Generate Ideas
• Generate as many as alternatives
© 2021 SHRM. All Rights Reserved 23
Learn how to bring in more alternatives
 


	17. Step 5: Evaluate  & Select Ideas
Questions at this stage:
• Will this completely resolve the problem?
• Will this only satisfy part of theproblem?
• Will this prevent future occurrences?
• Will this have little or no impact on the problem?
• Do we have the authority to implement?
• Do we have the necessary resources?
• How long will it take to implement?
© 2021 SHRM. All Rights Reserved 23
 


	18. Step 6: Plan
©  2021 SHRM. All Rights Reserved 23
 


	19. Step 7: Acceptance  (Sell the idea)
Step 8: Action
• Prepare an action plan:
• What will be done?
• How will it be done?
• Where will it be done?
• Who will do it?
• When will it be done?
• Develop a tracking system:
• Identify milestones or events
• Assign completion dates
• Identify reporting systems
© 2021 SHRM. All Rights Reserved 23
•Design evaluation procedures
•Implement the procedures
 


	20. 2 systems of  human thinking
SystemA
© 2021 SHRM. All Rights Reserved
 


	21. Making Agile Decisions
Making
Agile
Decisions
Understand
the
Problem
•Define  the problem
•Set scope of
decision
•Set timeline
•Plan the process
Evaluate
Your
Options
•Gather information
•Connect with stakeholders
•Identify & evaluate
alternatives
Choose
the Best
Solution
•Choose best solution
•Clearly understand the
impact of the decision
Put
Solution
into Action
•Communicate
•Make changes
•Seek feedback
•Evaluate the decision
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Slide22
ThinkOn
• People take more risks when the problem is posed to them in a way that
they can avoid losses.
• People may not take risks when the problem is only posed in a way that
they gain something.
Block 1
 


	23. Framed as a  GAIN
We should enter into this
market, because we can gain 15%
in market share.
(Makes audience more risk averse)
Framed as a LOSS
© 2021 SHRM. All Rights Reserved
Slide23
ThinkOn
(Makes audience more risk seeking)
By not entering into this market,
we are missing out on the
opportunity to gain 15% in
market share.
Framing
 


	24. Block 2
Sunk Cost  Trap
© 2021 SHRM. All Rights Reserved
Slide24
ThinkOn
 


	25. Block 3- The  confirming–evidence trap
© 2021 SHRM. All Rights Reserved
Slide25
ThinkOn
• Evidence that confirms
• Decide and then confirm
• Cherry Picking
 


	26. Rights Reserved
© 2021  SHRM. All
Think On Slide56
Block 4
Overconfidence Trap
I cannot imagine any condition which would cause a ship to
founder, I cannot conceive of any vital disaster happening to
this vessel. Modern shipbuilding has gone beyond that
– Captain Edward Smith
“God himself could not sink this
ship” – Titanic Crewmember
 


	27. Block 5
• When  considering
© 2021 SHRM. All Rights Reserved
Slide27
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Anchoring Trap
a decision, the mind gives
disproportionate weight to the first information it receives
• Initial impressions, estimates, or data anchor subsequent
thoughts and judgements
 


	28. KED Approach to  building analytical ability
Knowledge
Evaluation
Decision
 


	29. Six C's of  Decision Making
✓Construct
✓Compile
✓Collect
✓Compare
✓Consider
✓Commit
 


	30. Communicating To Connect
  


	31. The Analytical Thinker
Knows  what to
do
Knows how to
do it
Plans &
Organizes
Gets it done!
 


	32. THANK YOU
© 2021  SHRM. All Rights Reserved
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