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This course is delivered on a flexible learning basis. This means that most of your 
study will take place away from your Assessor/Tutor. It helps to carefully plan your 
studying so that you get the most out of your course. We have put together some 
handy tips for you below.

Study Guidance

  Try to plan an outline timetable of when and where you will study.

  Try to complete your work in a quiet environment where you are unlikely to 
be distracted.

  Set realistic goals and deadlines for the various elements of your course. 

  Plan what you are going to study during each session, and try and achieve 
this each time.

  After each session, reflect on what you have achieved and plan what you hope to 
complete next time. 

  Remember that not only do you have the support of your Assessor/Tutor, but it is 
likely that your family, friends and work colleagues will also be willing to help.

Assessor/Tutor Support

  Your Assessor/Tutor will be available to support and guide you through the 
programme. They are experts in your area of study and are experienced in helping 
many different types of learners. 

  They can help you to improve the standard of work you submit and will give 
you useful feedback on areas in which you have excelled, as well as where  
you can improve. 

  Remember to listen to, or read, their feedback carefully. Ask if you are unsure 
about any of the feedback you receive, as your Assessor/Tutor is there to help.

  Make note of any tips they give. Refer to the learning materials, as they contain 
the information you need to complete the end-of-unit assessments.

  Look out for areas in which you can improve, and set yourself an action plan to 
make sure you complete the required work.

  Take positive feedback on board; this demonstrates you are doing things right and 
have a good understanding of the subject area. 

  Use the feedback to avoid repeating any mistakes you may have made.

Enjoy your studies!

How to use your learning materials
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Workbook 13 
Problem-Solving at Work 

NCFE Level 1 in Employability Skills

This section has a corresponding assessment that must be 
completed in order to achieve this programme.

The assessment for this workbook can be found in: 

Assessment 13: Problem-Solving at Work 

When you have completed this workbook, you should  
attempt the assessment. Your Assessor/Tutor will then  
give you detailed written feedback on your progress.

Workbook Contents

This workbook introduces you to solving problems at work. You will consider the 
different types of problem you might encounter in a place of work and then explore 
ways in which problems can be solved. This includes identifying ways to recognise 
possible solutions to a specific problem.

Contents
This workbook contains three sections:            Page

Section 1: Understand the different types of problem you might     
  encounter in a place of work      4

Section 2:  Understand how problems can be solved    8

Section 3:  Know how to recognise possible solutions to a      
  specific problem        11

Assessment 13 1

Assessment 13 
Problem-Solving at Work

Learner contact details:

Name:

Contact address:

Postcode: Contact number:

Email:

Learner declaration

I confirm that the answers in Assessment 13 were completed by me, represent my 
own ideas and are my own work.

Learner signature: Assessment date:

If you need any help in completing these Assessments, refer to the 
relevant section within Workbook 13, or contact your Assessor/Tutor.

 EMP 1 In paid employment for 16 hours or more  
per week 

 EMP 2 In paid employment for less than 16 hours  
per week 

 EMP 4 Self-employed for 16 hours or more per week 
 EMP 5 Self-employed for less than 16 hours per week 
 NPE 1 Not in paid employment, looking for work and 

available to start work 
 NPE 2 Not in paid employment, not looking for work 

and/or not available to start work (including retired) 
 VOL 1 Voluntary work 

Please tick one of the boxes below to show what your status will be when you complete this course.
 GAP 1 Gap year before  

starting HE
 EDU 1 Traineeship 
 EDU 2 Apprenticeship 
 EDU 3 Supported Internship
 EDU 4 Other FE* (Full-time) 
 EDU 5 Other FE* (Part-time) 
 EDU 6 HE 
 OTH # (please state)

………………………………

NCFE Level 1 in Employability Skills
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Section 1: Understand the different types of problem you 
might encounter in a place of work

© LCG 2019

In this section, you will identify the different types of problem you could encounter in 
a place of work relating to people, tasks and resources.

What do we mean by a problem?

Something that may be a problem for someone else may not be a problem for you, 
so it’s helpful to start by spending a few moments thinking about what we mean by a 
problem. 

Regardless of where you work or how you spend your time, you will be faced with 
problems to solve. Problems come in all sizes; some that we face are small, but some 
may be large and more complex. Whatever the size and nature of the problem, they 
all need to be solved in a satisfactory way. 

A problem may be a simple mathematical problem that can be solved by recognised 
calculation. It may be a far more complex one with a number of variables; for 
example, how to plan a surprise celebration that is likely to include budgeting, 
logistics, timescales etc. 

Let’s look at some definitions of problems:

This suggests that some problems aren’t always recognised. This takes us back to 
what has already been said about people seeing things differently and that a problem 
for me may not be a problem for you.

This suggests that problems aren’t necessarily bad things and that something good 
may come as a result of a problem. 

‘It isn’t that they can’t see the solution. It’s that they 
can’t see the problem.’

G K Chesterton, novelist and essayist

‘Problems are to the mind what exercise is to the 
muscles; they toughen and make it strong.’

Norman Vincent Peale, American clergyman and 
writer, 1898-1993
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Section 1: Understand the different types of problem you 
might encounter in a place of work

This definitely suggests that a problem is not a bad thing and that it could be an 
opportunity to show off your skills.

It would appear then, that a problem is something that needs to be addressed and 
corrected if possible, but that a problem can also be an opportunity for improvement.

Be positive about problems

Developing a positive attitude toward problems at work can help you to succeed in 
your job. You may need to train yourself to respond to problems with enthusiasm and 
eagerness and rise to the opportunity to show your problem-solving skills.

Based on the quotations already looked at, you can see that problems in the 
workplace are not things to hide away from or avoid, but instead are things to tackle 
positively. They are opportunities for you to show what you can do and problem-
solving skills are welcomed by employers.

Different types of problems in a place of work
Please read the following as it will help you to answer question 1.

This unit focuses on problems at work, so let’s spend a few minutes identifying the 
types of problem you may encounter in the workplace. The nature of problems you 
come across will depend on where you work and the type of work you do. This will 
dictate whether the problem is likely to be with people, resources, quality control, 
time management or a mixture of all of these.

As well as identifying what the problem is about, you will need to identify the type of 
problem. Is the problem:

   Simple and something you may be able to solve easily on your own?

   Urgent and will need to be dealt with straight away?

   Important as it could affect the reputation or profitability of the organisation or the 
health and safety of you and your colleagues?

   Complex as it involves many different issues and people?

‘A problem is a chance for  
you to do your best.’

Duke Ellington,  
Jazz composer and pianist 
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Section 1: Understand the different types of problem you 
might encounter in a place of work
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Knowledge Activity 1: Make a list of recent problems you have 
encountered at work: 

In general terms, problems at work can be related to:

1. People

2. Tasks

3. Resources

People-related problems may develop because of:

  relationships

  staffing levels

  personal issues

   attitudes and habits

  motivation

People-related problems may include:

   lack of employee engagement

  overwhelming workloads

  time management

   staff retention – employees leaving on a regular basis

   disruptive members of staff

   lack of employee motivation 

   different communication styles

SAM
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Section 1: Understand the different types of problem you 
might encounter in a place of work

Task-related problems may develop because of:

   equipment making the task difficult, slower or even impossible

   a poorly organised workplace, making it more difficult to complete tasks

   the wrong environment to work in

   poor staff training

   health and safety issues

Task-related problems may include: 

 employee injuries

 employee complaints 

 issues with health and safety compliance

Resource-related problems may develop because of:

  insufficient resources

  cash flow

  incorrect handling

   lack of training

   poor stock control

   supply and demand

Resource-related problems may include: 

 inability to pay invoices

 inability to fulfil orders

 damage to the company’s reputation

 employee errors

Knowledge Activity 2: Look back at the list you have just made of the recent 
problems you have encountered at work. Mark each problem with a P/T/R to  
show if it was people-related, task-related or resource-related.
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Section 2: Understand how problems can be solved

Identifying appropriate ways to come up with solutions for 
a problem

Please read the following as it will help you to answer question 2.

This section provides you with a range of different ways to solve straightforward 
problems. Selecting which of these different ways is the most appropriate will help 
you to find the right solution for your problem.
It is likely that there will always be problems to solve. As you have seen in Section 1, 
these problems can be positive opportunities to make changes and to show off your 
skills at work, but how do you actually solve all these problems? The way you tackle 
issues, obstacles and situations greatly determines how successful you will be. 

Successful problem-solvers often approach things in a systematic way and overcome 
any obstacles that get in their way. They rely on:

  process skills

  interpersonal skills 

  personal qualities

to help in their approach to problem-solving.

You need to use a mix of these skills and qualities together to solve problems, so it is 
helpful to look at each one separately.

Process skills

Think of these as ‘doing’ skills linked to making things happen. They are:

  clarifying

  exploring

  planning

  implementing

  checking 

  reflecting

  reviewing

SAM
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Interpersonal skills

Think of these as skills that you have for working well with other people. These are:

   consulting with others

  communicating

   listening to others

  asking questions

   asking for help and feedback

Personal qualities

Think of these as special qualities that you have; they may  
be words that people use to describe you. They could include:

  persistence

  confidence

  reliability 

  showing initiative

   responding well to feedback

   learning from experience

Section 2: Understand how problems can be solved
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Knowledge Activity 3: How do you actually solve problems?

Think about how you make use of your process skills, interpersonal skills and  
your personal qualities to help you solve problems. Provide an example of how 
you have used each of these in the table below.

Provide an example of how you have used the following to help you 
solve problems:
Process skills

Interpersonal 
skills

Personal 
qualities

Section 2: Understand how problems can be solved
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Section 3: Know how to recognise possible solutions to a 
specific problem

In this section, you will explore different methods and techniques that can be used to 
create solutions for a straightforward problem. This knowledge will help you to identify 
the best option for solving problems that may arise at work.

Problem-solving methods to create solutions for a 
straightforward problem

Please read the following as it will help you to answer questions 3 and 4.

There are lots of problem-solving methods and techniques that you can use and they 
are often used as a source of help when faced with a problem.

The five-steps technique 

Problems need to be resolved quickly and efficiently. There are five steps that can 
help you to do this. You will need to use your process skills, interpersonal skills and 
personal qualities to apply these five steps:

1. Know that there is always a solution

The first step is to believe that there is a solution. Every situation, any issue you can 
think of, has a solution. When it comes to finding a solution, always think that it’s a 
matter of ‘when’ and not ‘if’.

2. Write down what the problem is

Spend time writing down everything you can think of about the problem. The more 
information you can write down, the clearer the problem will start to become and the 
easier it will be for you to find a solution. The better you understand a situation, the 
more likely you are to be able to do something about it.

3. Look behind the problem

Once you have written everything down, ask, ‘what caused this to happen?’ There 
may be lots of answers to that question, and write each one of those down. 

4. Think about all solutions

Now that you have your list, you can start to work out a solution for each one.

SAM
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5. Set a deadline

This is where most problem-solvers fail. Finding the solution is not always the most 
difficult part of solving the problem; it can often be having to do something about it. 
Even when people know what they have to do, they sometimes decide not to do it; so 
set a deadline and stick to it!

Plan, do and review technique

Plan by thinking about and saying exactly what the problem is, come up with some 
options to solve it and then choose one option.

Do by using your selected option and working through it.

Review by seeing if the problem has been solved and thinking about the way in which 
you did it and what you could do again in the future.

Other useful techniques

Brainstorming works best when you have a specific problem that is clearly defined.

You will need a leader for the group, a flip chart and someone to write down all the 
ideas. You will get the best out of brainstorming if you follow these rules:

   don’t analyse or judge ideas during the brainstorming 

   try to get as many ideas as possible 

   don’t laugh at or ridicule other people’s ideas 

   try to build on any ideas that come up 

   make sure every idea and every person is treated equally 

Plan

DoReview

Section 3: Know how to recognise possible solutions to a 
specific problem
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Comparing options

This is a simple technique to consider the pros and cons related to a problem. This 
means looking at the advantages and disadvantages of the various options for how to 
tackle a problem. List the options and place in a pro/con column and then score the 
responses 1–5 with 5 being very important and 1 being not very important.

Star diagrams are where you put the problem in the central circle and add possible 
solutions around this circle. This helps you to see all the solutions together and then 
you can go on to number them in order of importance. 

The Five Ws

The five Ws are five questions beginning with W that you can ask about any problem. 

Ask:

1. Why?

2. Where?

3. Who?

4. What?

5. When?

This often helps you to ‘see’ the problem and can help you to spot something that 
you were previously not seeing.

Problem

Solution

Solution

Solution

Solution

Solution

Solution

Solution

Solution

Section 3: Know how to recognise possible solutions to a 
specific problem
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What if?

Sometimes you need to be more creative in your approach to problem-solving as you 
may not always see the solutions. Try using the ‘what if?’ technique and see how this 
can free up your thinking.

Ask what if you had five weeks instead of five days to solve the problem?

Ask what if you had a bigger budget?

Ask what if you could bring in someone else to help? 

SWOT technique

This is the final problem-solving technique that we will look at and it is often used as 
a source of help when faced with a problem.

SWOT is an acronym for:

  Strengths

  Weaknesses

  Opportunities

  Threats

To carry out a SWOT analysis, you ask questions under each of these headings. 
For example:

Strengths

   What is working well?

   Why do people like the product/idea?

   What advantages do we have over our competitors?

Weaknesses

   What do we need to improve?

   What isn’t working?

   What should we stop doing?

Section 3: Know how to recognise possible solutions to a 
specific problem
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Opportunities

   What good options are open to us?

   What good changes are available?

   Who might want to work for us?

Threats

   What could go wrong?

   Is this high risk?

   What is the competition for our product/idea?

   Is the market changing?

   Could we be short of money if we do this?

   What if a key person leaves? 

Section 3: Know how to recognise possible solutions to a 
specific problem
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Knowledge Activity 4: You need to identify a problem to refer to in this 
activity.

If you are already in work, then it’s likely that you already have a current problem 
to address or you can refer to a problem from the past. If you are not in work at 
the moment or are looking for a job, your problem might be how to find a job or 
how to get work experience. Alternatively, you can imagine a problem that might 
come up in the type of job you’re looking for. 

There are plenty of problem-solving techniques available, as already seen in this 
section. Some of these techniques are more appropriate than others for certain 
problems.

Outline the work-based problem that you have chosen to work with. Select one  
of the problem-solving techniques that you think will work best for this particular 
problem and state why you think it is the best technique.

Section 3: Know how to recognise possible solutions to a 
specific problem
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Key features and solved state

The first step in resolving any problem is to describe the key feature or features of 
the problem.

This helps you to isolate the problem and provides a clear focus for applying problem-
solving techniques. 

It can also help you to think about the solved state of the problem in question. This 
means what you would want the final outcome to be. 

Example

Jen is an admin assistant and has just changed jobs from a large company with 
a number of depots to a smaller company that is nearer to where she lives. The 
software systems used by her new company are outdated and not nearly as efficient 
or fast as the ones she used to use. She finds it frustrating to have to input extra 
data every day, when she knows that she could save a lot of time using the system 
from her old company. She knows that rather than moaning all of the time to 
colleagues about this situation, she needs to address the problem logically and 
provide a solution to take the situation forward. She described the key features of the 
problem and then went on to decide what the solved state of this problem would be.

The key feature or features of the problem:

The company is using old versions of software.

This means that processes take longer than they need to, because staff have to 
input more data.

The solved state of this problem is:

A review of software currently used by the company. 

A cost analysis to show the savings that could be made in the long term by 
purchasing new software.

Well done!

You have now completed Workbook 13 and should  
attempt the assessment. If you require any help or 
guidance, please contact your Assessor/Tutor.

Section 3: Know how to recognise possible solutions to a 
specific problem
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Please use these pages for additional notes
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Please use these pages for additional notes
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Disclaimer

Every effort has been made to ensure that the information 
contained within this learning material is accurate and reflects 
current best practice. All information provided should be used 
as guidance only, and adapted to reflect local practices and 
individual working environment protocols.

All legislation is correct at the time of printing, but is liable to 
change (please ensure when referencing legislation that you  
are working from the most recent edition/amendment).

Neither Learning Curve Group (LCG); nor their authors, 
publishers or distributors accept any responsibility for any 
loss, damage or injury (whether direct, indirect, incidental or 
consequential) howsoever arising in connection with the use of 
the information in this learning material.

Whilst NCFE has exercised reasonable care and skill in 
endorsing this resource, we make no representation, expressed 
or implied, with regard to the continued accuracy of the 
information contained in this resource. NCFE does not accept 
any legal responsibility or liability for any errors or omissions 
from the resource or the consequences thereof. 

Copyright 2019

All rights reserved. All material contained within this manual, 
including (without limitation): text; logos; icons; and all other 
artwork is copyright material of Learning Curve Group (LCG), 
unless otherwise stated. No part of this publication may be 
reproduced, stored in a retrieval system, or transmitted in any 
form or by any means (electronic, mechanical, photocopying, 
recording or otherwise), without the prior permission of the 
copyright owners.

If you have any queries, feedback or need further 
information, please contact:

Learning Curve Group 
1-10 Dunelm Rise 
Durham Gate 
Spennymoor 
DL16 6FS  
info@learningcurvegroup.co.uk 
www.learningcurvegroup.co.uk

This resource has been endorsed by national Awarding 
Organisation, NCFE. This means that NCFE has reviewed it 
and agreed that it meets the necessary endorsement criteria.
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