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COURSE INTRODUCTION / OVERVIEW:

In today's dynamic and fast-paced office environments, the ability to effectively solve problems and make sound decisions
is no longer a desirable skill but an essential competency for administrative professionals. This intensive training course is
meticulously designed to equip participants with a comprehensive toolkit of creative problem-solving techniques and
structured decision-making frameworks. Moving beyond theoretical concepts, the program focuses on practical
application, enabling administrators to tackle workplace challenges with confidence and ingenuity. We will explore
seminal concepts from thought leaders like Edward de Bono, particularly his work on lateral thinking and methodologies
detailed in his book "Six Thinking Hats". Participants will learn to reframe problems, generate innovative solutions, and
evaluate options systematically to ensure optimal outcomes. BIG BEN Training Center has developed this course to
empower administrative staff to become proactive contributors, capable of enhancing operational efficiency, fostering a
collaborative atmosphere, and driving positive change within their organizations. This journey will transform your
approach from reactive troubleshooting to strategic problem management, making you an invaluable asset to your team

and a more effective professional.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

Office Administrators.

e Executive Assistants.

e Personal Assistants.

e Administrative Managers.

e Secretaries.

e Team Leaders.

e Project Coordinators.

e Office Managers.

e Support Staff and Clerical Officers.

e Anyone in an administrative or support role seeking to enhance their professional skills.

TARGET SECTORS AND INDUSTRIES:

Corporate and Commercial Sectors.

Banking and Financial Services.

Oil and Gas Industry.

Healthcare and Pharmaceuticals.
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e Hospitality and Tourism.

TARGET ORGANIZATIONS DEPARTMENTS:

e Administration and General Services.
e Human Resources.

e Executive and C-Level Support Offices.
e Operations Management.

e Customer Service and Client Relations.
e Project Management Offices.

e Finance and Accounting.

e Procurement and Purchasing.

e Marketing and Sales Support.

e Legal and Compliance Departments.

COURSE OFFERINGS:

By the end of this course, the participants will have able to:

o Identify and accurately define complex workplace problems.

Apply critical thinking skills to analyze situations from multiple perspectives.

o Utilize a variety of creative brainstorming and idea-generation techniques.

e Implement structured problem-solving models like the 5 Whys and Root Cause Analysis.
o Evaluate potential solutions against established criteria and organizational goals.

e Master decision-making frameworks for individual and group scenarios.

e Recognize and mitigate common cognitive biases that affect judgment.

e Facilitate productive group discussions to achieve consensus.

e Communicate decisions clearly and effectively to stakeholders.

e Develop robust action plans for implementing chosen solutions.

e Monitor and evaluate the outcomes of decisions for continuous improvement.

COURSE METHODOLOGY:

The training methodology at BIG BEN Training Center is designed to be highly interactive, engaging, and centered on
practical application. We believe that adult learning is most effective when participants are actively involved in the
process. This course moves away from traditional lecture-based formats to a workshop-style environment where learning

is achieved through doing. The curriculum is delivered through a blend of expert-led presentations, real-world case study

www.bigben-training.com




making but also bufld the'c

COURSE AGENDA (COURSE UNITS):

UNIT ONE: FOUNDATIONS OF EFFECTIVE PROBLEM SOLVING

Defining Problems vs. Symptoms.

The Importance of Critical Thinking in Administration.

Understanding and Overcoming Cognitive Biases.

The Problem-Solving Cycle and Its Stages.

Techniques for Gathering and Organizing Information.

Root Cause Analysis (RCA) Principles.

Introduction to the 5 Whys Technique.

Setting Clear Objectives for Problem Resolution.

UNIT TWO: CREATIVE THINKING AND IDEA GENERATION

e Unlocking Creativity and Lateral Thinking.

Brainstorming and Brainwriting Techniques.

Mind Mapping for Visualizing Problems and Solutions.

Applying the SCAMPER Method for Innovation.

Edward de Bono's Six Thinking Hats Explained.

Role-Playing and Scenario Analysis.

Reverse Brainstorming for Proactive Problem Identification.

Fostering a Creative and Open Team Environment.

UNIT THREE: A STRUCTURED APPROACH TO DECISION MAKING

e The Rational Decision-Making Model.

e Cost-Benefit Analysis for Administrative Choices.

e Developing and Weighing Decision Criteria.

e Risk Assessment and Mitigation Strategies.

e Decision Trees for Mapping Potential Outcomes.

e Data-Driven Decision Making for Office Professionals.
e Balancing Logic with Intuition in Decision Making.

e Ethical Considerations in the Decision-Making Process.

UNIT FOUR: GROUP DYNAMICS IN PROBLEM SOLVING AND DECISION MAKING
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e The Delphi Method for Expert Consens!
e Conflict Resolution in a Team Setting.

e Assigning Roles and Responsibilities in Group Tasks.

UNIT FIVE: IMPLEMENTATION, COMMUNICATION, AND EVALUATION

e Developing a Clear and Actionable Implementation Plan.

e Communicating Decisions to Stakeholders Effectively.

e Managing Change and Overcoming Resistance.

e Setting Metrics to Measure the Success of a Solution.

e The Plan-Do-Check-Act (PDCA) Cycle for Continuous Improvement.
e Documenting Lessons Learned for Future Reference.

o Developing a Personal Action Plan for Skill Application.

e Course Review and Final Q&A Session.

FAQ:

QUALIFICATIONS REQUIRED FOR REGISTERING TO THIS COURSE?

There are no requirements.

HoOWw LONG IS EACH DAILY SESSION, AND WHAT IS THE TOTAL NUMBER OF TRAINING
HOURS FOR THE COURSE?

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including breaks and interactive

activities, bringing the total duration to 20 - 25 training hours.

SOMETHING TO THINK ABOUT:

How can an administrator effectively champion a creative but unconventional solution to a risk-averse management

team?

WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO
OTHER COURSES?

This training course distinguishes itself by focusing exclusively on the unique context and challenges faced by office
administrators and support professionals. Unlike generic problem-solving courses, every module, case study, and exercise
is tailored to the administrative environment, addressing real-world scenarios such as managing conflicting priorities,
resolving scheduling conflicts, improving office workflows, and handling stakeholder requests. The curriculum provides a

dual focus, seamlessly integrating right-brain creative thinking techniques with left-brain analytical and structured
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skills that empoweradmini elrorganizations.
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