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Abstract v.

Although there 1is an increasing emphasis 1in t he
literature and in instructional mat:rial on problem solving,
it is important to canvass the needs of the target
population, especially when it involves adults. [t is an
accepted reality that individuals bring a predisposition to
the learning context, comprised of knowledge base, attitudes,
beliefs, and metacognitive abilities. The domain of everyday
problem solving has its own intrinsic variables which affect
individuals in their problem solving processes.

The present study was designed to elicit the mental
models or implicit theories held by adults about everyday
problem solving. Twenty-four adults, age 25-60, from a wide
range of educational and occupational orientations, were
interviewed in pairs. Research questions were posed to draw
forth the type of information which would allow the
researcher to identify the content of these mental models.

The integrated framework on Induction proposed by
Holland, Holyoak, Nisbett, and Thagard (1986) was adopted as
% conceptual framework for the study, by virtue of its use
for ill-defined problems and its application to social

science research.



vi.

The 1interviews were taped and transcribed verbatim.
These verbal protocols constituted the data for the study.
The research objectives were addressed through two distinct
vantages; firstly, through a content analysis of the specific
responses to the interview questions, and secondly, through
the frequency of responses obtained from the application of a
coding grid developed for the purposes of the study.

The study establishes the existence of mental
models or implicit theories held by adults about everyday
problem solving. The results identified the predominance of
the interpersonal and emotional factors salient to this genre
of problem solving. Individual differences, communication and
problem identification were highlighted as the most
significant and difficult areas wupon which success was
contingent. Degrees of self-confidence and habitual usage of
a system or method were seen to be significant factors,
often correlated with experience and education.

Participants were canvassed regarding areas they felt
adults would require help with in their everyday problem

solving, including specific course suggestions.



CHAPTER 1

REVIEW OF THE LITERATURE
Introduction

It is a2 commonly accepted notion that individuals bring
a set of knowledge, beliefs, attitudes, and abilities to the
problems they encounter, which predisposes the manner in
which they will respond. Often these subjective elements
lead the solver to choose idiosyncratic and unpredictable
alternatives in resolving problems. There seems to be a
general consensus, implicit and explicit, that the
operational methods utilized in problem solving are a type of
knowledge that one must acquire to cope in modern society
{Chipmar,1985). Current research has given enhanced
credibility to these subjective elements. This propensity to
associate theory with elements from the learners' personal
reality, lends itself to exciting new approaches and
opportunities for research.

A human being is confronted with a problem when a task
or situation arises which leaves the individual uncertain as
to how to proceed (Simon,1978). Regardless of one's
placement on the continuum of success, life is a problematic

experience for most of the human race, irrespective of
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colour, creed, or intellectual endowment. The information
upon which the present study is based comes from individuals
who, like most of the adult population, have experienced a
wide range of 'problems' with which they have had to cope.
It is iaportant to preface the remaining discussion with an
understanding of the depth of experience and difficulty these
men and women have known. This information stems from
discussions with the researcher previous to or following the
interviews. Some o0f these adults have had to cope with
poverty, various parenting and marital issues, businesses
going bankrupt, episodes of counselling, as well as various
degrees of socio-economic success or lack of same. Two
individuals have had young children die within recent years;
one participant has severe congenital deformities; another
the protracted illness and subsequent death of a spouse last
year; four have been struggling with dramatic problems with
their teenage children; one an unexpected pregnancy out of
wed-lock, to mention a few.

This study was conducted to identify and explore the
mental models or implicit theories held by such adults about
the everyday problem solving processes of self and others.
Parameters were drawn from these implicit theories, and
analysed for the purposes of gaining insight into

participants' views and awarenesses.



Review of the LlLiterature

The literature on problem solving is extensive. For the
purposes of the present research, a review of the literature
is focused on that pertaining to everyday problem solving,
and the approaches of researchers in their quest to wunravel
and reveal laypersons' implicit theories pertaining to the
processes involved. Throughout the ensuing discussion, the
terms 'implicit theories’' and 'mental models' are used
interchangeably. It is the goal of the present research to
hely uncover the form and content of people's implicit
theories.

Neisser emphasizes the contextual element of appropriate
intellectual behavior. "Intelligent behavior in real settings
often involves actions that satisfy a variety of motives at
once =~ practical and interpersonal ones, for example -
because opportunities to satisfy them appear simultaneously.
It 1is often accompanied by emotions and feelings, which |is
appropriate in situations that involve other people..."
{Neisser,1976,p.136)

' Creative thought and problem solving are evident even in
such seemingly mundane situations as making tea
(Cavanaugh,1985 p.147). Adults make decisions daily on the

basis of what they believe, how they feel, their level of



motivation, their insight into their own knowledge base and
the operative situational variables. Much of the considerable
body of research by Pressley (1989) and his colleagues 1is

predicated on the assumption that individuals hold general
beliefs about the factors which affect their performance and
determine their own competence. Cornelius & Caspi (1987)
found that the adults sampled did share similar views of
effective and ineffective solutions to the practical problems
presented, irrespective of formal training in psychology,
age, or gender. They found that performance on the Everyday
Problem-Solving Inventory and Verbal Ability Test increased
with age and that the level of education was unrelated to
everyday problem solving ability.

Alexander & Langer (1990) contend that cognitive growth
in adults is particular and conditional depending upon the
pragmatics and context of their lives. Adults bring a
particular predisposition to the learning situation which
differs qualitatively from children. The prior knowledge,
experience, habitual responses, broader life context,
differing motivational and attributional orientations,
ﬁistory of success or failure, personality, stress, social
and cognitive factors, locus-of-control, fear-of-failure etc.
which they bring to the problem space can all result in

endlessly confounding variables within the learning context.



In addition, Holyoak (1990) suggests that the
motivational factor of concern for the future is fundamental
to the goal formation and maintenance necessary for
successful problem solving. This concern for the future is
evident to a much greater degree within the adult population.
Not only do maturational factors influence the adult, as
distinct from the child, but the application of the cognitive
processes differ qualitatively. Adult problem solving is
often more purpose generated than that of a younger person.
Their emotional and practical committment to the outcome may
be far greater. Clancey (1987) confirms that problem activity
is constrained by a social-context and that the problems
themselves must explain and predict events in the world for
the purpose of planning higher-goal attainment.

The effective management of information and resources
necessary ior the achievement of a targeted goal is enabled
by a group of abilities referred to as metacognition. These
processes involve the predicting, checking, monitoring,
reality testing, coordination and control of deliberate
attempts to learn or solve problems. These functions are
Sroken into specific operations by Brown (1978,p.82) into

abilities to:



predict the system's capacity limitations

be aware of its repertoire of heuristic routines and their
appropriate domain of utility

identify and characterize the problem at hand

. plan and schedule appropriate problem solving strategies
monitor and supervise the effectiveness of those routines
it employs

dynamically evaluate these operations in the face of
success or failure so that termination of strategic
activities can be strategically timed.

(2] (6 ¥ AW} N -

Metacognition occurs during or through metacognitive
knowledge,metacognitive experiences, goals (or tasks), and
actions or strategies. Metécognitive knowledge is essentially
knowledge or beliefs about what factors or variables act or
interact in such fashions as to affect the course and outcome
of cognitive endeavors (Flavell,1979). These variables
involve those of person, task and their interactions. Whether
intentionally or unintentionally activated, metacognitive
knowledge has an influence on cognitive processes in problem
solving without it necessarily entering consciousness. Once
it has done so then it becomes a metacognitive experience
(Flavell,1979). It is the challenge of the present research
to attempt to uncover and illuminate the findings of such
complex thought processes about which the participants may
bave 1little conscious awareness. Most of the considerable
body of research in this area has been with children, with a
focus on three categories: knowledge about one's thinking

processes, control or self-regulation, and beliefs and
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intuitiohs (Schoenfeld,1987). As has been the case with
research in other areas of cognitive development,research in
metacognition has been dominated by concepts and techniques
developed for wuse with children and adolescents. Yussen
{1985)postulates that although there are definitely
similarities 1in cognitive development during childhood and
adulthoecd, the existent differences may warrant further
scrutiny.

Sustained problem solving activity requires
metacognitive skills for success, whether 1in business,
financial management, parental responsibility, sports
endeavours eic. This facility involves the workable
formulation of a problem, establishment of priorities (goals
and sub-goals),strategy development and deployment, flexible
accommodation of new or changing variables, and the constant
evaluation of progress until the desired goal is attained (de
Bono, 1985). The literature offers an abundance of material
on this monitoring process under the various umbrellas of
strategic thinking, executive control processes, reflective
thinking (Flavell, 1979; Brown, 1978; Baron, 1981; Borkowski,
1985).

Executive functions or metacognitive skills and
awareness do increase with 2ge and experience (Garner &

Alexander, 1989). Flavell (1985) states that metacognitive



knowledge 1is similar to other types of knowledge in that it
is abstracted from years of experience in the "domain" of
thinking. Individuals of all ages often fail to monitor their
performance and their cognitions in actual situations (Garner
& Alexander, 1989).

Individuals frequently do not make use of what they
already know or have mastered by making biased judgments in
favor of pet theories,attending to superficial or irrelevant
cues and based on erroneous heuristics. Instead of being
abstracted and transferred, knowledge often remains
contextually welded and strategies known to the individual
are often not deployed autonomously. Knowledge acquired 1in
the process of schooling is frequently not utilized by the
solver when faced with daily informal problems(Salomon and

Globerson, 1987).

The Domain of Everyday Problem Solving

Researchers in cognition and educators have been
struggling with the dilemma of how to adapt theories and
research paradigms from laboratory work on cognitive change
to everyday problem sclving (Cavanaugh et al,1985). Part
of this exploration is a resurgence of interest in
individual's perceptions of their own cognitive functioning,

driven by the acknowledgment that people's performance is
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determined not only by their actual skilis, but also by their
understanding of the salient cognitive demands of the
situation, 1in conjunction with their expectations about
possible outcomes of their behaviors in such situations
{Hultsch, Dixon,and Hertzog,1985).

This renewed interest in the informal problem solving
which constitutes the bulk of adult's experience has become a
distinct area of research in the cognitive sciences. This
domain of everyday problem solving necessitates research
outside the scope of formal education and what little has
been done is focused on the adult population almost
exclusively.

Many solutions to problems in everyday life are chosen
on the basis of emotions,values, beliefs, insights,
‘feelings-of-knowing', or may even be merely impulsive
responses rather than predictable, logical progressions
though identifiable stages. Heuristics known, and indeed
often applied by the individual, may be thrown aside at any
time in favor of tiese subjective elements. These factors
complicate the problem solving process in real life and are
ﬁndeniable confounding variables in the research into these
processes.

In his study of practical or everyday intelligence,

Sternberg (1985) delineates the differences between the
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problems people face in real life contexts and the types of

problems which are posed in critical thinking programs.

1. In the everyday world,the first and sometimes most
difficult step in problem sclving is the recognition
that a problem exists.

2. In everyday problem soclving, it is often harder to
figure out just what the problem is than to figure out
how to solve it.

3. Everyday problems tend to be ill-structured.

4. In everyday problem solving, it is not usually clear just
what information will be needed to solve a given problem,
nor is it always clear where the requisite information
can be found.

5. The sclutions to everyday problems depend on and interact
with the contexts in which the problems are presented.

6. Everyday problems generally have no one 'right' solution,
and even the criteria for what constitutes a 'best'
solution are often not clear.

7. The solutions of everyday problems depend at 1least as
much on informal knowledge as on formal knowledge.

8. Solutions to important everyday problems have conseguences
that matter.

9. Everyday problems often occur in groups.

10. Everyday problems can be complicated,messy,and stubbornly
persistent.

Sternberg's findings support the view that people have

definitive opinions of what constitutes a person with

practical problem solving ability. It is someone who: "reasons

logically and well, identifies connections among ideas, sees

all aspects of a problem, keeps an open mind, responds
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thoughtfully to other's ideas, sizes up situations well, gets
to the heart of the problems, interprets information
accurately, makes good decisions, goes to original sources of
basic information, poses problems in an optimal way, is a
good source of ideas, perceives implied assumptions and
conclusions, listens to all sides of an argument, and deals
with problems resourcefully." (Sternberg,1985,p.58)

It 1is surprising that research into the solving of
everyday problems with adult populations is so sparse. What
has been done generally falls into areas of
gerontology,memory, general intelligence, or mathematics. A
truly seminal work in this area of exposing implicit theories
lies in the much alluded to study by Sternberg et al{1981),
in which laypersons were canvased in three fashions about
their views on intelligence. Blank paper and questionnaires
were used to gather data. The research was c¢lear 1in
uncovering that people did in fact have well-established
implicit theories on intelligence, including problem solving,
which were compatible with those of experts in the field.

Williams, Denney, and Schadler (1983) addressed their
fesearch to the perceptions of elderly people about the
cognitive functions of memory and problem solving. Their
queries were directed toward a gerontologicél. developmental

view. Their findings revealed that subjects believed their



memory declined with age,but that their problem solving
abilities actually increased. Using verbal protocol
methodology, specific questions were posed, with a limited
choice of three proposed responses. Similarly, Hultsch,
Dixon, and Hertzog (1985) delivered questionnaires to
laypersons to study peoples' perceptions of their own
memories. They found memory perceptions to be multi-
dimensional, encompassing belief, affective, and knowledge
components. Cavanaugh et al (1985) present a most interesting
discussion of cognitive research and everyday problem
solving, but again in a gerontological perspective. Their
interest lies in the cognitive processes themselves, rather
than the individual's mental models of problem solving.
Cornelius and Caspi (1987) used a quantitative approach to
study the relationship between traditional cognitive ability
and everyday problem solving competence, or practical
intelligence. They presented problems from six domains,
giving options of possible solutions. They allowed subjects
to choose several answers to written problems dealing with
everyday problem solving in adulthood and old age. They do
caution that although their scores reveal the extent to which
2 person may display sound judgement in solving practical
problems, this doez not assure how the participant will

respond in an actual situation. They were able to confirm



previous findings which indicate that evervday problem
solving performance does increase with age.

As a final note, the findings of Schoenfeld (1985) are a
distinct asset to this particular type of inquiry. His
viewing of the metacognitive processes invoived 1in problem
solving in the area of mathematics is accomplished with
isomorphic problems using verbal protocols. He predicates his
remarks with the observation that virtually "none of the
students who entered my problem-solving classes are aware
that they can practice their thinking skills and get better
at them. Yet self-awareness 1is a crucial aspect of
metacognition, for awareness of one's intellectual behavior
is a prerequisite for working to change it" (p-199).
Schoenfeld's discussion is pragmatic in its intent, as he
explores the beliefs, attitudes, and mental models of his

students.

Conceptual Framework

An understanding of how people solve problems, indeed
even how they think they solve problems, does not come out of
a single problem solving theory. Rather individuals solve

problems in highly unique fashicons, depending on the nature
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of the problem, the solver's repertoire of experience with
the subject matter,and a myriad of other subjective
variables.

To study this eclectic processing, researchers propose
information processing frameworks. The advantage of an
information processing approach,for understanding human
cognition, lies in it's reasonably broad framework, allowing
the consideration of these processes to benefit from a
variety of general theoretical points of view (Voss,1989).

Over the past two decades, the major representative of
the information processing approach lies in the wunified
framework of cognitive sciences. Four major competing
frameworks for the study of problem solving activities are
SOAR, ACT*, PDP,and Induction. All support a problem solving
approach to human cognition, highlighting a goal-directed
process of working through an initial state to a goal state.
SOAR {Laird,Newell & Rosenbloom, 1987) and ACT*
{Anderson,1983) rely heavily on procedural and declarative
knowledge. PDP, Parallel Distributed Processing
(Rumelhart,McClelland and the PDP Research Group,1986) more
étrongly reflects a constructivist approach. The more
flexible framework of Induction proposed by (Holland,
Holyoak, Nisbett, and Thagard, 1986) is more suitable for

educational applications. It includes all forms of knowledge
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as it is modified through usage. ACT* and SOAR have been used
exclusively in Science,PDP? has been used in both Science and
Language, Induction has been used in Science, Language and
the Social Sciences, and is being currently used in several
Ph.D. researches at this time.

The most fitting framework for the present research
lies in its accommodation to the type of information
sought. Contrary to the class of well-defined problems often
found in the literature, the genre of problems facing daily
living are invariably ill-defined. These ill-structured
problems are the stuff of everyday living and the bane of
many individuals. The extent to which a problem 1is 1ill-
defined 1is contingent upon the knowledge of the problem
solver (Holyoak,1984). Problems are considered ill-defined
when the representations of one of the more basic components
(the goal, the initial state,operators,and consiraints) are
incomplete {Holyoak,1990).Herbert Simon (1978) suggests that
with ill~structured problems, the critérion for goal
attainment is more complex and less evident. In fact, it is
definitional that an ill-defined problem is one in which the
éolver is required to contribute to the definition of the
problem from his/her own repertoire of resources
(Hayes,198f). As the information necessary to solve the

problem is not fully contained within the problem space,
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there are no simple paths for solution. Action must be taken
within an atmosphere of uncertainty.

The present research requires as flexible and open a

framework as possible. The lack of theoretical basis
necessitates a pragmatic, interdisciplinary approach to
capture the most weltanchauung view. The unified framework

of Induction offered by Holland, Holyoak,Nisbett, and Thagard
{1986) outlines an integrative, inductive approach to problem
solving.Their approach has been adopted by virtue of its use
with both sciences and social sciences, and its suitability
for ill-defined problems.Integral to this framework is the
notion that exceptions and variabilities are a constant in
human experience. With Piaget (1972) and Vygotsky (1978),
these authors view the learner as an active agent in the
learning environment, continually modifying existing
knowledge to accommodate new learning.

Induction refers to "all inferential processes that
expand knowledge in the face of uncertainty" (Holland et
al,p.1). 1Induction then, is the study of how knowledge 1is
modified through its use. Their approach is not a theory, but
father a systematic set of principles, which may be expressed
as a rule~based classifier system; allowing for 1limited
parallel processing of rules, for'. testing their

effectiveness, and for generating new rules on the basis of



experienée. Constraints are necessary elements, or parameters
within which effective choices are made. As induction is
fundamentally context dependent, knowledge is ever being
modified through 1its usage. This process is directed by
problem-solving activity which provides feedback on the
success or failure of predictions. Certain kinds of trigger
conditions produce certain kinds of induction,focusing what
might otherwise become a random search through an
inexhaustible problem space. This feedback 1is a process
whereby humans learn from experience. Of primary interest to
these authors are the real life, ill-defined problems which
require parallel processing of multiple components of
knowledge. The problem representation is altered depending on
the complementary or competitive nature of this knowledge.

Individuals formulate categories as they generate goal-
relevant inferences. The relevance and validity of what the
learner brings to the problem environment will either enhance
or retard this inductive process. The use o0f declarative
knowledge (required factual information),procedural knowledge
({'how' to perform the task or implement the solution)
fAnderson,1990), and conditional knowledge ('when' to apply
which procedure)(Marzanc,1987),are foundational to this
framework, thus accommodating all of thought processing,

collecting and analysing information and forming conclusions.
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This perspective is a suitable vehicle for the understanding
of the mental models or implicit theories which form the body
of the present study.

Holyvak (1984) specifies that the activity of problem
finding, defining, and refining resurrects old knowledge in
such a way as to generate new possibilities, wvia the
construction of mental models. Such models are a
- psychological representation of a given environment and its
expected behavior. Some components of the model will
correspond directly to the components of what is being
modelled, a correspondence based on causal relevance between
the problem and the model which remains consistent despite
state changes. Examples of these components might be
affective or interpersonal variables, problem constraints,
executive control functions,or expertise. This mental model
is then used to predict the results of possible changes in
the external environment. Depending upon the nature of the
problem and the problem-solver, model construction may be
through morphisms, homomorphisms, isomorphisms, analogies,
metaphors, and schemas. Induction then, is the process
whereby mental models are generated and the components of
which are revised. An individual has a problem when his/her
existing mental representations fail to offer useful

predictions about what might happen next in the
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'environment'. The conditional element (if...then) of
induction can be understood and articulated in such a way
that 1learners and teachers may become active agents in the
identification and remediation of difficulties with these
processes.

Mental models form hierarchal structures to accommodate
prior knowledge, deficiencies of prior knowledge,
constraints, and new learning by the experience of
feedback.Default hierarchies are those which provide a range
of adequacies to fall back on which allow the individual
alternatives under uncertain, or perhaps contradictory
conditions. These conditions of uncertainty are assumed to be
normal elements of the intricacy of thought required to
respond to the complexity of decision making.A model may lack
the necessary experience or level of detail to accommodate an
exception,or produce a useful level of expectation. Rules,
then, compete on the basis of match, strength, specificity,
and support.

Individuals naturally tend to use rules at the
lowest level of the hierarchy, those which are most specific.
ﬁigher levels are used by default when the more specific one
does not apply. People are alsc prone to error, in the
physical realm by perception, in the cognitive and social
realm by conception. They will be biased in favour of

inadequate default hierarchies, even in the face of



disconfirming evidence. Despite this tendency for individuals
to distort new rules in favour of old ones, it becomes the
role of education to introduce new rules to compete with the
existing ones.

The relevance of these findings and their embodiment
within the inductive network is aptly stated in the <findings
of Siegler (1983a, 1983b) that "what students learn is a
function of what they already know." The strong prior
intuitions brought to the learning situation are vital
components to the process. Although this is often a silent
factor, it may indeed be the most important condition for
learning predisposition. In order to facilitate learning, one
must begin where the student 1is at, assuming prior
intuitions. New rules can be introduced to compete with the
old rules. Holland et al.{1986) even suggest that one
approaches the student's metacognitive awareness of this
prior knowledge by having learners take a guided 1look at
these predispositions so that they may be more conscious
partners in their learning. For the students who have
difficulty inducing the preferred rules, the educator may
éssist in a comparison and evaluation of the options.

In order to begin remediation, the educator is advised to
ascertain exactly where the learner is at in his/her thinking,

including the =social tenets of his/her predisposition



to learning. This element of 'readiness' is integral to the
views of Vygotsky, which are highly compatible with the
conceptual Framework of Induction adopted in this research.
Vygotsky 1978) was concerned with cognitive
development within a socio-cultural context. He believed that
the social environment is the source of the individual's
concepts, ideas, facts, skills, and attitudes. The culture in
general, and the social context in particular define which
stimuli are selected and attended to. It is within this
unique socio-cultural patterning of events that the
individual comes to internalize particular aspects of the
environment. Vygotsky believed that all psychological
processes are fundamentally social in origin, manifest in the
shared interaction of individuals. His notion of the Zzone of
proximal development has had increasing influence. When the
learner is working independently, it is possible to ascertain
his or her actual developmental level. A zone of potential
development exists,beyond the level at which the student is
able to function autonomously, within a level at which the
student can function with assistance. When instruction is
given within an 'environment' of competence and nurture, a
superior teacher may correctly identify the level at which
the learner is working on his/her own, and to provide the

appropriate environment and tutelage to allow work within the
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zone of proximal development. This mastery of increasingly
complex learning is facilitated when the instructor provides
the opportunity for the learner to reach beyond what he/she

could do on his/her own. Through this social interaction,the
social learning becomes internalized, and the student is
enriched and capable 0f yet more complex learning.

When dealing with adults, it is appropriate to build
upon the existing base of prior learning and experience, by
assisting the learner in identifying and describing his/her
own level of understanding and educational requirements.

The paucity of the research into the area of everyday
problem solving higﬁiights the original nature of the present
study. It is unique to the literature to attempt to uncover
the mental models of individuals representative of the
general population in this domain.

Mental models or implicit theories already exist 1in
peoples' minds (Sternberg, 1981). They require that the
researcher discover them, by eliciting the form and content
through a sensitive and flexible methodology. As no adequate
theory exists to facilitate the formulation of predictions,
éhe present research is of an exploratory nature, and must of

necessity rely on research objectives.



Research Objectives

The objective of the stuay in question 1is to gain
insight into the mental models or implicit theories of
evervday problem solving held by adults. From the review of
the literature and a pilot study, consultation with experts
in the field, and collaboration with laypersons, questions
were devised to illicit the desired information. This
research addresses the following queries:

1. Do adults overtly think about their problem solving
processes?
2. How aware are they of these processes?

3. VWhat are the common parameters of these implicit
theories?

4. What do adults feel are the major issues facing others in
their everyday problem solving?

5. What would adults 1like help with in their problem
solving?

6. What suggestions would they offer for course content of
educational courses or workshops in problem solving?
The flexibility of the Induction Framework allows the
responses to the queries to directly address the research
objectives of wuncovering the implicit theories or mental

models of adults about everyday problem solving processes.



CHAPTER 2

METHODOLOGY

The study of the mental models or implicit theories of
adults about everyday problem solving, necessitated an open
and flexible methodology, which would not only generate the
desired information but would render it as transparent as
possible. The type of information desired is that of
metacognitive knowledge which is challenging to capture,
particularly with individuals who are unaccustomed to
thinking or describing themselves in this way.

From the corpus of information obtained by the
interviews, it was the expectation that parameters of these
mental models would emerge, allowing the construction of a
coding grid suitable for rendering these ideas as transparent
as possible for the purposes of analysis. The coding grid
provides a vocabulary for the purposes of discussion of the
content of the material obtained in the study.

The objectives of the research required a two-fold
research design. A preliminary pilot study was conducted to
establish a suitable interview format which would be broad
enough to allow the participants adequate amplitude and
personal comfort to express themselves in their own ways,

while focused enough to draw out the implicit theories which



they may or may not be familiar with discussing. Due to the
highly exploratory nature of the present research, the pilot
study allowed the flexibility to change and adapt the format,
on the basis of the feedback received and the material
derived. The pilot study was also intended to identify such
parameters as would be useful in describing the content of
mental models. Four interviews were conducted with six adults
for these purposes.

The main study, guided by the findings of the pilot
research, was conducted with pairs of adults, using a
consistent format, and a sample of twenty-four, between the
ages of twenty-five and sixty. The lower limit of twenty-five
was set to insure the participants were old enough to have
had some experience with the types of problems in question.
The upper limit was established to reduce the possibility of
confounding gerontological factors which may be particular to
post-sixty adults.

In both studies,individuals were encouraged to be
informal and conversational in their dialogue. Care was taken
to establish an atmosphere of congeniality and acceptance, to
éncourage the participants to speak freely about their views.
An initial preamble was conducted by the researcher to frame
the subject and help the participants to focus their

responses. Questions were then posed to draw forth the
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required information. Individuals were explicitly queried
about whether or not they had given much thought to this
subject at all. They were asked to describe their views on
everyday problem solving in general, their perceptions of how
they and others tend to go about solving the problems which
life presents to them. Questions were directed to wuncover
where they thought difficulties often arise, and what
specific areas they thought adults might like heip with in
their problems solving processes. Finally, participants were
asked to suggest content for a hypothetical course or
workshop 1in everyday problem solving. The latter was an
auxiliary way of focusing the discussion on the processes
involved.

Each interview was recorded continuously from the
initial question. The preambles were not taped to allow the
individuals time to accommodate themselves to the situation
and feel more relaxed.

In light of the research objectives, Verbal Protocel
Analysis was used as an effective methodology (Schoenfeld,
1985; Rowe,1985; Williams,1983). Ericsson and Simon (1984)
suggest verbal reports as a rich source of data for the study
of cognitive processes, capable of providing indices to infer
mental representations. They argue that -the process of
verbalization does not interfere or inhibit these thought

processes.
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Thié methodology necessitated the verbatim transcription
of the interviews, which content was later coded. Responses
were grouped into categories by virtue of content comparison.
A coding grid was established, on the basis of these
categories, to describe this content and to identify common
parameters among the mental models of the participants. A
second level of analysis was added Lo directly address the
research questions from the responses to the interview
questions. This allows the participants maximum amplitude to
speak for themselves, in their own ways. The complementary
nature of these two levels of analysis intended to make as
transparent as possible the depth and content of the
participants’' awareness about everyday problem solving, from
the 1level of pragmatic strategy usage to the more abstract

metacognitive knowledge.
Population

The target population for these two studies was
comprised of representative adults from the general
éopulation who would have some degree of interest in the
subject matter but little formal familiarity with problem
solving as a discipline. Volunteers for the study were

solicited by means of notices posted in publiec places, in



particular,several churches, a library, two community
centers,and grocery stores. Best results were attained by
word of mouth.

The sessions were held in a room of a centrally located
local church. The church in question was generous in it's
donation of space and availability of times during which
participants could be seen. Due to the schedules of the
participants, many people were only available during the
evenings; some only on weekends.

The researcher committed herself to presenting a
debriefing session on practical problem solving
techniques,after the data was collected, as a way to thank

the participants in a useful manner.



Pilot Study
Introduction

A preliminary pilot study was undertaken with two
objectives in mind. The first was to experiment with
interview format, in an effort to ascertain the most
advantageous design and atmosphere possible to elicit these
mental models of everyday problem solving through the process
of verbalization. The second objective was to uncover the
preliminary parameters which would most adequately describe
the content of these implicit theories. The data, which was
coded,analysed, and tabled, was derived from the interviews

with the participating adults.

Sample

The sample for the pilot study was taken from the
general public. For the purposes of this preliminary
investigation, it was not expected that the participants
would necessarily be representative of the population at
large. The emphasis here was on the interview format and the
;ccessibility of the mental models in question. Participants
were drawn from people known to the researcher,albeit on a
peripheral level, and who showed an interest in the study or

the idea of problem solving and a predisposition to engage in
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the process.

Six adults were interviewed; two singly, with two pair
interviews. Of the six individuals involved,three were male,
three female. Demographic data was collected to ascertain
categories of age, education, gender, and profession. They
were all in their thirties or forties. There was a fairly

wide range of education and professional experience.

T dur

Each participant was asked to sign consent forms
acknowledging confidentiality and to give permission for the
use of anonymous excerpts of their comments to be included in
text by the researcher (see Appendix E).

The interviews were conducted at the convenience of the
participants. The setting was informal, quiet, and certainly
conducive to conversation. There was no effort made to match
the two pairs in any way.

The entire sessions lasted sixty to seventy-five
minutes,with the actual interviews lasting forty-five to
sixty minutes. The researcher tried several styles of
preamble to note the level of comfort of the participants.

Each interview was tape recorded and later transcribed
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verbatim for protocol content-analysis.

nterview

As the interviewees did not know each other previous to
this encounter, introductions and general conversation was
important to establish a basic level of social comfort. It
was obvious that the participants were uncomfortable with the
idea of being part of an academic study and required a
reassuring environment within which to converse.

The format of the sessions was gradually improved after
each interview to reflect the degree of success in attaining
the desired quality of information. 1Initially, the first
three subjects were given practice scenarios of innocuous
problems to solve and asked for their suggested solutions.
They were then asked to generate two or more examples of
problems from their personal experience and to verbalize the
ways they were handled. Questions were posed to draw out
their implicit theories of problem solving, their views of
what adults tend to have difficulty with in this realm, and
suggestions for course content to be used in educational
settings to help people with their everyday problem solving.
(see Format #1 in Appendix A)

Participants four and five were given the practise

scenarios, but not asked to generate personal incidents. The



questions posec¢ were of a more explicit nature, in an attempt
to gain more abstract comments. {(see Format #2 in Appendix A)

Participant six was only asked to express her views on
problem solving through general questions. (see Format #3 in

Appendix A)}.

nterpretation and ult

Once established, the wuse of the think-aloud verbal
protocol method was effective in retaining the comments of
the interviewees. Asking pecople to generate their own problem
to discuss appeared to direct the individual more toward
thinking of specific problems and their characteristics. This
considerably inhibited a more abstract discussion of the
processes involved.

When comparing the transcripts from the individual
versus pair interviews, it was found by the researcher,
during the pilot study,and confirmed by such others as
(Schoenfeld,1985)that the use of pairs allows time for
reflection on the part of each person, often leading to
embellishment,rebuttal, or clarification of their views.
Pairs seem n..re relaxed, and therefore less intimidated by
the interview process. It was also felt that the interaction
stimulates greater verbalization.Perhaps most significant for

the purposes of this particular study, the researcher was
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interested to see if the pairs interaction facilitated fuller
discussion of the abstract level rather than the tendency for
a2 singular subject to become limited within the discussion of
specific problems. Although only an observation,this appeared
to be the case.

A coding grid was devised on the basis of the protocol
information (see Appendix B). Three levels were used to
define parameters, categories, and sub-categories. Five types
of parameters were identified, those of:

1. constraints on the problem solving process,

albeit of time,the actual problem itself,

ownership of the problem, or the situational
or contextual variables.

2. affective variables which affect the solving
process, whether by facilitating or inhibiting,
in general or in specific fashions.

3. interpersonal variables,including communication
or intervention,for both personal or common
benefit.

4. executive control functions involving understanding,
priorizing,clarifying or focusing,evaluating of
complexity of the problem,and the use of some
form of systematic approach.

5. expertise whether derived from prior knowledge,
practise or experience, training, or education.
The four protocols were coded on the basis of the grid;

results were tabulated on the frequency of responses, both
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within protocol and between protocols by frequency
tabulations. Narrative highlights were extracted from each
participant to glean the essence of their dominant themes.
Whenever such highlights are referenced, a subsequent
notation indicates the protocol number, followed by the line
number of the text in gquestion (eg. "depending what the
problem is.." (3:66)).

The findings were illuminating in their confirmation of
the fact that adults do indeed have implicit theories about
their problem solving processes and that mental models are
highly influential in their own 1lives and in their
expectation of the competence of othérs. Although
participants may or may not have identified what they think
about these issues, they were each able to generate a
considerable body ¢f opinion and conviction about their
views. In fact, once the participants realized that the
purpose of the interview was to canvas their opinions about
something they have a feel for, they were quite delighted to
chat about these views.

Frequency was used as an indicator of trends. For
éxample, {refer to Appendix C),o0f the 273 coded elements of
the protocols, 32 of those were regarding the inhibiting
nature of the affective orientation in the problem solving

process, 28 were stressing the necessity of a facilitating
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emotional orientation, and 28 were in support of the issue of
understanding the problem itself. These three top-frequency
categories are representative of the narrative emphasis
expressed by the participants.

Central themes emerged from the pilot study as a whole.
Perhaps the most strongly emphasized was that of the
preponderance of joint ownership of most of the problems
which evidence themselves in daily living. Communicating with
others for the solution is said to be the most frequent genre
of problem situation. Thus, many of the salient variables lie
outside the jurisdiction of the individual themselves.

"What I'm doing in a more daily way,whether it be

with business people,or associates,or with my family...

is having a consultation with the parties involved."

(3:73-77)

An equally dominant theme was that of the profound
effect of the affective orientation toward the problem.
Participants so often alluded to the impact of emotion on the
process.They were in accord as to the debilitating affects of
inhibiting emotional orientations.

"there's an emotional element to that complication.

I think a lot of what makes people complicate things,

is something you alluded to earlier. Perhaps not

being capable of achieving that state of calm before

they analyze something and going into it in a fairly

excited fashion,because often a problem can be an
emotional stress factor and if they aren't even aware

of that,I think its very hard for them to be objective.

I think its very human to approach things emotionally,
the vast majority of people do (3:119-129)
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Establishing the appropriate priorities, and identifying
what the problem actually was emerged as common to all
protocols.

"in my everyday living, I am very aware of priorities.

I have a certain amount of time to do things, and I

know I have deadlines on certain things and other

things I don't have deadlines on. I am very good at

organizing my day in terms of saying, well, I have to

meet this deadline, so0 this is what I have to do

first, regardless of whether I want to do it or not.

(4:55-63)

In response to the query regarding c¢ocurse content
suggestions for a workshop on problem solving, participants
recommend role-playing ({(two subjects), verbalization of
problems with both the giving and receiving of advice (five
subjects),and case studies (three subjects) with contextually
relevant subject matter(five subjects). They would like help
with determining the relative magnitude of the problem(two
subjects),the steps to follow {three subjects), assistance in
setting goals and objectives and establishing a plan of
action{two subjects). The participants were vocal on their

belief that the most important way to more effective problem

solving was to help young children learn these life skills.

ati t ilot Stud

The individuals who participated in the study were not

representative of the general population, due in part to the



methods ‘of contact, the extremely small sample,and the
limited age distribution.

By virtue of the exploratory nature of the research.
there is a certain inconsistency in the data collected due to
the continually changing format. Although effective in
structuring further research, there is an intrinsic
limitation in the material presented herein.

The pilot study proved to be useful as a
preliminary phase in the research into identifying mental
models of everyday problem solving processes. The findings
were formative 1in structuring the interview format and
establishing a coded vocabulary with which to discuss the
emerging parameters. The results led to a more direct and
explicit approach in the interview questions used in the main
study and highlighted the need for a more inductive coding
grid for the analysis of the material obtained. The reader
will note the continuity of content and methodology between

the pilot study and the main study, to follow.
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Main Study

Introduction

The purpose of the subsequent study was to conduct
further exploration of adult's mental models of everyday
problem solving, using the interview format developed in
the pilot study with a larger, more representative sample.
A new coding grid was developed to more adequately and

inductively describe the information obtained by this sample.

The sample consisted of twenty-four adults between
the ages of twenty-five and sixty from the general
population. These participants consisted of twelve male and
twelve female volunteers, who were contacted through public
notice,word of mouth,or invitation. Some individuals were
solicited by virtue of complementary age, education, or
occupational level to ensure that a variety of each was
included. Given the size of the sample, the methods of
selection were deemed to be more appropriate than random
selection by virtue of the need to reflect a potentially
large variety of responses. People of less education and

occupational exposure may be less likely to volunteer for
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such a study than more highly educated individuals with a
broader scope of professional experience. Similarly, problem
solving as a domain may have certain connotations with the
general public which could prohibit certain individuals from
feeling that they would either enjoy the process or have a
worthy contribution to make.

The full educational range included grade eleven to
post-graduate university degrees; occupational endeavors
included such variety as professional engineers, full-time
mothers and homemakers, nurses, mechanics, business owner-
operators, a real estate agent,fencing instructor,
musician,designer,and government employees in various
capacities.

Due to the highly exploratory nature of the present
research, the study was best accommodated within a reasonable
cultural homogeneity to avoid the confounding variables
inherent in a wider or cross-cultural sample. A selection
criterion was used, which resulted in the participants being
from as "Canadian" a context as possible. All were English
speaking, although four were French-Canadian, one Scottish,
one English, one Polish. All had spenf sufficient time in the

Ottawa area to be considered indigenous in a broad sense.
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TABLE 1 DEMOGRAPHIC INFORMATION

1. Sex: Male (12) Female (12)

2. Age: 23-30 (&) 41=45 (5) 56-60 (1)
31-35 (3) 46-50 (4)
36-40 (6) 51-55 (1)

3. Knowledge
Mode
Rational
Empirical
Noetic
Flat

Totals

4. Education

1. ERN
2. REN
3. ENR
4. REN
5. REN
6. ENR
7. ENR
8. ERN
9. FLAT
10. ENR
11. REN
12. ENR
13. ERN
14. ERN
15. NER
16. REN
17. FLAT
18. ERN
19. NER
20. NER
21. NRE
22. NER
23. NER
24. REN

Accessing Modes:

Total Male Female
(6) (2) (4)
(9) (3) (4)
(6) (&) {(2)
(3) (1) (2)

N
&
-—h
%]
-
[ 3]

/ Profession

B.Eng., MBA / Engineer

B.Sc.{Eng), MBA / Operational Research

B.Sc.{Eng) / Homemaker,Mother

B.Bus Admin / Tax Analyst

Gr.11 (Misc.evening courses / Homemaker,Mother
Gr.12 (1 ¥r. nursing) / Mother

Gr.12 (some business courses) /Manager Gas Bar
B.Phys.Ed.,B.Ed. / Teacher

Nursing Degree / Mother

M.A., Ct ESL / Mother

B.Sc.Nursing / Homemaker, Mother

Gr.12,Commercial Course/ Mother,Sports Instructor
Gr. 12,2yr.Technical School/Mechanical Maintenance
High School / Owner/Operator -Auto maintenance
Algonquin / Decsigner

High School / Mechanic

B.A.{(Music) / Professional Musician
B.A.(Classics) / Environmental Co-ordinator
B.A.(Arts),B.Music / Teacher, Mother

High School, some university / Homemaker, Mother
B.A.,B.S.W. / Social Worker, Mother

B.Sc., B.Ed. / Teacher

Gr.12/ Manager Arts Supply Bus.,Owner Antique Bus.
B.A.,M.S8¢c. / Real Estate Agent



Procedure

The interviews were held in the same room at the local
church as those in the pilot study. This location had proven
central and highly satisfactory, as most people knew where it
was. During the initial contact, usually by phone, every
effort was made by the researcher to be chatty and casual
about the nature of the procedure, in an effort to dissuade
any anxiety about being part of an academic study. This
process 1is foreign to many and has been known to discourage
participation.

Previous to the commencement of the actual interview,
each participant signed a letter of permission for the use of
extracts from the protocols and acknowledgement of the
confidentiality assured to their comments (see Appendix D).
Participants also completed a gquestionnaire on basic
demographic information (see Table 1}.

The individuals were seen in pairs, as the pilot study
demonstrated this to be the most advantageous type of
interview for the purposes of the study. An effort was made
by the researcher to match the pairs on the basis of some
éommon denominator, whether of gender, compatibility of
education, occupation,or general life experience. The care

taken to do this proved highly significant to the initial



level of.comfort attained in the discussions. The pairs did
indeed have commonalities which enriched their sense of
mutual identification and openness. As these elements became
increasingly evident during the conversations, the
participants were more self-revealing and mutually
supportive. It was observed that this was important to the
quality of information attained.

Although some difficulties presented themselves in the
interview schedules, most people took the matter very
seriously and conscientiously. Whenever re~scheduling was
necessitated, the participants were accommodating.

An initial preamble to the interview consisted of
introductions, a sharing of a few biographical details to
foster rapport and a general discussion of the work
undertaken by the researcher to stimulate interest. It was
evidenced during the pilot study that it was essential to
make explicit that the study was on the processes of problem
solving rather than a focus on individual problems of the
participants. Likewise, it was observed that the individuals
needed to understand that the domain of problems to be
discussed was that of 'everyday' problems, lest they focus
too specifically on work or technical problems, including

stereotypical ideas that problem sclving was a logistical or
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mathematical exercise.

To insure the sample of the study was as
representative of the various modes of knowing of the
selected population as possible, each participant was given
the Knowledge Accessing Modes Inventory {K.A.M.L.)
(Rancourt,1986). The instrument was administered to identify
the dominant knowledge accessing mode of the individual (see
Table 1). This inventory has been developed to isolate the
dominant preferred information processing mode used by a
given individual (Rancourt, 1983). Three possible modes are
identified and scored for a gradient of dominance: 1) The
noetic knowledge accessing mode (N)characterizes an adherence
to personal or subjective experience preference for
collecting information. These individuals have a tendency to
be intuitive, c¢reative, and metaphorical by nature. The
symbolic language captures the valid knowledge. 2) The
empirical knowledge accessing mode (E} of relating to
knowledge is through sensory perception and inductive
reasoning. These individuals prefer to be activity oriented.

The observation becomes the valid basis for knowledge.

3) The rational knowledge accessing mode (R) characterizes a
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propensity toward conceptual activity and theoretical
information, and tend to operate in a deductive manner in
assessing the information. Logic is the wvalid tool for

knowledge.

The K.A.M.I. consists of twenty forced choice
statements. The instrument requires the subject to rank order
three possible responses of preference for each incomplete
statement. The instrument is easy to administer, guick to
score, and reliable. The K.A.M.I. has shown test re-test
reliability (Spearman) of 0.87 for the noetic scale, 0.71 for
the empirical scale and 0.81 for the rational scale
(Rabb,1989). A scored K.A.M.I. gives order of dominance of
accessing modes. Those modes differentiated by six or more
points are thought to indicate a distinct preference. There
are those individuals who do not show this differentiation.
Their scores are said to be flat. A person with a flat score
has a tendency to switch modalities as required by the
situation. This person does not then have a dominant mode of

knowledge accessing.

Interview

It was the experience of the researciher during the pilot
study that the most effective method of assisting

individuals to share their implicit theories was chrough very
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direct questions in a simple interview format. The most
influential element appeared to be the creation of an
informal, relaxed,and accepting environment for discussion.
Participan®s were most comfortable in expressing their views

in response to the interview questions when they felt at ease
and more conversational with the experimenter. As most
individuals are hesitant to become involved in academic
research, the environment created was significantly
influential during this study.

The administration of the AKnowledge Accessing Modes
Inventory proved to be advantageous to the interview process
itself. It was noticeable that completing the items before
starting the actual interview was extremely useful in
focusing their attention on their ways of thinking and
initiated an atmosphere of introspection. When contrasted to
the pilot study, this proved to be beneficial to the
individuals themselves and the quality of the information
obtained.

It 1is important to reiterate the diversity among the
participants in regard to their personal experience with
éveryday problem solving. Some of these adults have survived
extremely challenging and often debilitating childhoods.
Several individuals were younger and had not the extent of

personal responsibilities and difficulties of those older
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participants. The contrast is evident in the lives of three
younger adults who have yet to face personal «crisis, the
taxing burdens of home ownership or financial committment,
when compared with others who are in extreme financial or
professional difficulty or one mother who watched her five
year old daughter killed before her eyes in a freak accident.
It 1is apparent from reading the protocols that there 1is a
great variance in psychological insight and self-awareness.
These elements are certainly not contingent upon age but
rather perscnal disposition and many other subjective
variables.

It 1is apparent both to the researcher and to the
participants that discussion of the processes of problem
20lving in an everyday or personal context are not those to
which they have experience,an available vocabulary, or a
suitable conceptual basis. Also to be noted, was a lack of
conviction on the part of some respondents about what they
were saying due to the novelty of verbalizing about this
somewhat abstract subject matter. Thus, by virtue of these
constraints, it 1is therefore essential that the interview
éntironment be as unconditionally accepting as possible, both
in terms of the presentation and expectations of the
researcher, and the atmosphere creatéd between the

interviewees.
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The researcher found the participants to be honest and
prone to self-disclosure. Often the dialogue was touching, as
they shared many vulnerabilities; degrees of personal self-
confidence, interpersonal conflict,and histories of success
or lack of same in handling these dilemmas. The very nature of
everyday problem solving is personal.The skills and
approaches utilized by each of us are fundamental to our
outlook on life and are derivative of the sum total of our
experiences and learning. Gaining an understanding of these
processes generates personal evaluation and reflection. As
one participant so aptly said:

In an amateur kind of way,I often use it {her

knowledge of how others problem soivelto

understand new people that I meet, not saying

that my parameters are correct,new people and

how they,maybe if they have hang~ups you can

understand why they function in a certain way,

just as I go around, its a way of categorizing

people in one sense,it doesn't close them in ,

its just that you maybe understand why they

can't suddenly change their mind and do something

different or that kind of thing. (5:33-41)

Although some were trepidous about participating in
the study, without exception the interviewees expressed
enthusiasm and a heightened interest in the subject of
problem solving following their sessions. They seemed

delighted to be listened to and to have their opinions

valued. Many sttested to the fact that it was a subject
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worthy of greater deliberation and the intention to do so.
They appeared to find their own respcnses interesting and
illuminating, often alluding to the content in terms of
increased self-awareness. Lively discussions often followed
the formal interviews on the subject of problem solving and
its importance. The follow-up comments given to the
researcher seemed introspective in nature and conducive to
personal growth in relation to their understanding of their
own thinking processes. While the debriefing workshop to be
given by the researcher for the volunteers generated only
mild interest initially, following the sessions there was an
notable augmentation of enthusiasm and committment to attend,
often asking if children, spouses, or friends might also be
invited. It was exciting to see such change in their
attitudes toward this essential skill and toward their own

sense of themselves as problem solvers.
reparation ata for Analvysis

Twenty-four participants were interviewed in pairs and
asked to verbalize their views about everyday problem solving
ﬁrocesses. The twelve males and twelve females were from
diverse backgrounds and had varying levels of comfort in
discussing the subject matter. Most were hesitant about their

understanding of the subject and their own awareness of their



processes. As much as possible, each interview was uniform
in format and questions posed by the researcher. There was a

high degree of variation in abilities to articulate this type
of information. Prompting was required by the researcher as
well as intermittent assistance in staying with the 'process'
type of information as opposed to becoming side~tracked by
the exploration of particular anecdotes of specific problems
or situations. Although some individuals were more verbal by
nature than others, this did not appear to be highly
influential 1in the actual quality of material found 1in the
protocols. A sample protocol may be found in Appendix F, to
gain a flavor of the type of dialogue derived from the
protocols.

The interviews were audio-taped and transcribed
verbatim. The ensuing section discusses the process whereby
the material was broken into episodes and coded for content
and analysis.

The interviews were begun by asking participants if
they had in fact given much thought to problem solving
processes before. Sixty-three percent (15 individuals) said
fhey had not, the remaining thirty-three percent (9
individuals) said they had. It became apparent during the
interviews that among the assenting individuals, many later

attested to the fact that they had given little or no thought



to this type of problem solving, that being of the more
subjective, often interpersonal genre. One such example would
be "1 do, more in an academic way"...which was followed
several comments later,when asked the question again..."Its
just that I really haven't thought about it as such”
(5:13,20-21). When including these type of qualifiers, it
becomes evident that this is not a subject upon which people

tend to deliberate on a conscious level.

Qrganization rotocols

Two distinet but complementary methods of analysis were
applied to the content of the protocols. Firstly, highlights
from the answers to each research gquestion were analysed and
reported directly to pull verbatim components of the mental
models from the data collected. Secondly, a coding grid was
developed to describe the elements common to the protocols.

To provide a vocabulary for the analysis of the content
of the protocols, the data was broken into sections known as
'episodes'. Each episode was thought to have a2 common theme
or idea intended by the interviewee. Among the twelve
protocols, there were a total of 873 episodes identified; the
lowest number in a protocol was 47 and the highest was 109;

the average being 73 episodes per protocol. These sections
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may be a only few words or be quite lengthy.

Bearing in mind that so few people had ever discussed
this subject before, none in this context, they often had to
struggle for the vocabulary with which to express their

views.
Deve ment of Coding Grad

In order to develop a vocabulary to describe the
content for the purposes of analysis, a coding grid was
required to group the episodes into common elements. Due to
the highly abstract and broad nature of the material
obtained, the most significant difficulty in this exercise
was the inevitable interdependence of the variables brought
forth in the discussions.

It was not the purpose of the present study to develop
a taxonomy but rather to identify a collection of categories,
referred to as the coding grid,derived inductively from the
content o©f the protocols themselves, expressed 1in the
vernacular of the dialogues wherever possible.

Some degree of inference is inevitable with such highly
éubjective material; the application of this particular
methodology is subject to various types of biases. These
biases do exist and it is the function of the methodology to

reduce their effect.The first type is experienced 1in the
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partitioﬁing of the protocols into episodes. The second type
may occur in assigning codes to the episodes when applying
either reference or broad category codes.

In order to address the first type of bias, that of
partitioning the dialogue into episodes, two coders worked
independently and then consulted on the results. To minimize
the second bias,that of possible inference in assigning codes
to the episodes,two independent coders were asked to code
episodes. These coders were not required to partition the
transcripts, these had already been formed. They were asked
to recognize a code rather than produce one, to minimize the
potential for disagreement and inference.

It is the nature of such discussiens that one
participant may omit expressing an opinion, feeling that it
may be redundant to the comment of the other. This effect is
minimized by reporting the results in pairs, thus using each

protocol as a singular unit of analysis.

dentification o: arameters

The review of the literature was unable to provide
assistance in the development of the coding grid due to the
original nature of the study. The categories were arrived at
inductively from the content of the protocols, in
consu:tation with experts in the field of cognitive sciences

and this type of methodology.
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The coding grid provided three levels for the purpose of
analysis: those of reference categories, broad categories,
and qualifying statements. An initial category division was
made to reflect the nature of the reference made by the
individuals within each episode. Eight categories were formed
for those episodes referring to: the problem, people, talking
and feeling, education and experience, approach, method,
process,context. Broad categories, as defined below, were
identified to describe the episodes: belief (B),affect (Af),
heuristics (H), strategy (S), communication (Co),and context
(C). Forty-five qualifying statements were then used to
describe the content of each of these categories (Table 2).
Broad Categories
1. Beliefs (B)

Beliefs and intuitions are defined by Schoenfeld (1987)
as an important aspect of metacognition. People's views are
not necessarily founded on an objective reality basis but
rather on interpretations of what they perceive from their
experience.

2. Affect (Af)

The term refers to elements concerned with emotion.
3. Heuristic (H)

For the purposes of this study the term heuristic refers to
'a rule of thumb’', or a tendency to respond in a <certain way

toward a task or problem.



TABLE 2 CONTBNT BIANPLRS OF PARAMBTERS OF PAIRS INTRRVIRNS

QUALIFYING STATENENT

IRTBRVIEN SAMPLE

ptoblen solving is difficolt

problem s0lving is constant/
p don't go away and may
even increase

some are salvable/some are not

probieas get solved eventually

STATEMENTS REFERRING T0 PROBLRKS
(B) it's hard {10:104}

(Af} T have a really hard time getting down te the specific problea, taking
that abstract discomfort..{17:81-83)

{B) I have a hard time solving ay own probiems (3:122]
{B) ¥ell, we do it all the time (5:3)
(Af) People bring their probleas...they cart them around with them (1:90-91)

(B) it aever stops, I get this problem selving..I do that all day loag
(1:12-13)

(5} ..evea what you want for breakfast...its never ending (1:146-148)

{B) there are problems that you really ean't solve (2:577)

(B) learning when to differentiate between whem to let it go and when to just

accept it {10:471-472)
{8) Somehow you overceme it..{5:122)

(8) I just sort of let it happen..it will come, it will be there (2:121-125)

($) either I'1! usually find time to deal with it or its not an issue 2oymote,

or its over or something (10:73-76)

individual differences
{& personality] are
determinants

STATENRNTS REPSRRING TO PBOPLS
(B) T think everyone has different methods of solving problems (4:22]

(hf] pickiag and picking and if ...something you have to learn to adjust
to (7:471)

(B} if it's your personality, its hard to change that (B:256)

(5] how problems ..can be addressed by several differeat modes of action
{9:182-183)

(Co} you can present several alternatives and let them be the judge (3:409)
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TAglE 2 {cont'd) COETENT BIANPLES OF PARAMBYERS OP PAIRS [ETERVIBNS
QUALIFYING STATENEHT IFTRRVIRY SANPLE T o
people are encapsulated (B} ..far too fixed in the way they they apgruach things, their biases get in

the way {1:54~54]
{Af) people are just teo stubbern! (9:301)

{B) the ability to be creative and flexibility, to nmot be so rigid in your
thinking (10:354-355)

people need help with problem  [B] teachers and pareats...to learn how to solve a problem to begin with...
solving they could help younger kids (4:283-285)

TAf) ¥ell if you had somebody to tell you that..vou probably end half the
anxiety (7:341-343)

() In your mind that you couid maybe be given pointers om how Lo come to a
decision{8:202-203)

{5) a person who can't magbe get themselves together, they don't know where
to start...helping them (6:182-181]

{Co} some people really need to discuss a problem, help them carefully manage..
{2:693-895)

wost problems are interpersonal (B} Most probleas are people problems really (1:65)
{Co} problem solviag is not oniy one persoc..working together{4:272-175}
people problems are differeat; {B) DPeople probleas are the tough ones (1:83-84)

more difficult;technical/workf
practical problem are easier (B} 1 handle problems quite differently at work than 1 do at home (19:187-189)

STATBNENTS RBPERRIEC TO TALKING AND PBELISC
. commoeication (& language of)  (B] 1 have trouble expressing certain feelings (11:245)
is diffienlt

{Af) ..don't be afraid to communicate {2:542-543)

(Co) a lot of people have trouble commupicating {2:134)

comsunication is important (Af) sit down and talk about them instead of raising our voices {4:88-89)

(4} talking group probiem solviag. I can see that being a way to motivate a
child (12:373-174}
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CONTENT SIAMPLBS OF PARAKRTRRS OF PAIRS INTBRVIRWS

QUALIFYIRG STATENENT

IFTBRVIBY SANPLE

listening is important

degree of honesty/trust is
important

Jrd party intervention is
useful

support is important

(§) you can say what you want,say what you believe,without offending anyone
{10:227-128)

{Co] You have to make the time to talk {1:130)

(B] 1 think most people want to be listened to ([5:334)

{Af) it makes them feel worthy of being listemed to (3:446-447)

{(B) dealing with 2 person problem, [ tend to sit back and listea (2:49-50)
(S) [ dom't listem, it has beea pointed out to me (4:237-118)

{Co) the listeming aspect is probably the most important to teach someome in
probles solving (3:422-423)

(B} gou have to pick and choose who's going to help you out {5:323)

(Af) don't be afraid to comaunicate...or be honest about steff that's going on
{2:542-545)

(B) I'Il be as truthful as possible (7:117}
{§] 1 could have ended 2 lot of arguing by beiog a little dishonest (7:163)

(Co) depends on...the relationship vou have with other people as to whether or
not they trust you as 2 confidant (2:477-479)

(B} You can get an homest opinion fros them..its z third party, its good
{2:195-197)

(8] Uswally, then 1 seek outside advice {3:106}
(S) with some outside help, sometimes a phone call aI;Y (7:64)
(Co) she gives such tremendousiy practical adviee (10:377-378)

{B) They are there to support you and that's what a family is supposed to do.
(2:209-210)

(Af) gives me a large cirele of friends lﬁich in torn feeds me (3:285)

{B] if people ask for advice, the Ieast you can do is try to put yourself in
their position (3:33-34)

{Co} if you are dealing with people who are talking about problems, you can help
then...(6:232-233)



TABLE 2 (cont'd)

CONTERT BIANPLES OF PARANBTRRS OF PAIRS INTERVIRNS

QUALIFYIBG STATEMBAT

INTERVIEY SAKPLE

apotions are confounding

seif-confidence is important

positive attitude/funfcala
helps

{8} they're so angry with themselves...the basic problem is never solved or
ceven worked to. (3:213-214)

{Af] sometimes that's very uncomfortable and that creates temsion, and could
create a problea that wasn't there before (2:536-537)

{3) you try to keep aaxiety to 2 minigum (7:301)

(8] the biggest key to problem solving is people haviag the con{idence to do
it (12:410-411)

{Af) 1'wm very self-confident and 1 feel probably that 1 am best able to solve
any situation (3:107-108)

(B) to have an inventory of streagths..(6:288-289)

{Co} we can talk..its up to you to do what's right (10:46-47}
(B} people are too negative ...and it scares them {11:389)
(Af) try to relax (5:119)

(B] 1 try to remain calm, number one (12:8)

{Co) ...with more input froa everyone [10:556)

STATZNRNTS REBFERRING TO EIPBRIBNCE AND SDUCATION

childhood experiences are
important

many problens stem from
childhood

{B] as you grow up and you practice ways of problem solving, it makes you a
better adult {2:408-409)

(B) people resort to their previous experience,their upbringing (11:215-236)
{S) oy mom taught me hov...I learned a lot that way [10:452-454)

(Co} kids vill come to me with their problems {11:116)

(B} Growing up has 2 lot to do with the probless you have {4:189-190]

{B) My father drank, I doa't drink (7:261}

{S) I have difficulty coacentratiog...l find its because of my childhood
things (7:236-243)



TABLE 2 {cant'd) COBTENT STAMPLES OF PARAMBYRRS OF PAIRS INTRRVIRYS

INERRVIE¥ SAMPLR

previous experience (& practice] {B}
is significant (case
studies etc.)
{Af}

(8)

{§]

{Co)

education & experience enhances (§)
self-confidence &

a iat depends on how successful you've been in the past at solving
problems (3:100-101)

vhat seems to cure it is experience {7:311)

i trained in a field where you do a lot of task analysis and problen
selving {6:10)

the history of how the probize iad been resolved .. and more than one
exanple {12:349-351)

1've learned through experience that if you are going to discuss, you make
stre you have every-thing well prepared before you go and talk (2:427-430)

edacation has made us good problem solvers whether or not we think we are
(2:191)

effectiveness
edacation & knowledge base {8) vou have a real problem then your knowledge can always kick in (7:33)
significant
{8) you pull from your previous experieace, you pull from what you've heard ot
read (11:34-35)
{§} we go back to the theory part of it and get the old books out (7:48)
STATEMENTS RBEBRRIEG TO APPROACH
gain or loose perspective/ {B} you become so into yourself..you don’t see the big picture (2:306-307)
objectivity
(Af) there's a problem not tecogaizing soeething in thesselves that mzkes thes
totally blind..(9:180-182)
(B) 1 have a hard time...to put it all in perspective (§:210-211)
(§) that ability to stand back and observe yourself in the thicd personi10:154}
{Co) discuss somebody elses situation and how they coped with the same problem
(5:431-432)
sinplify {8) wmost people tend to ..blow things out of proportion (12:119-111)

(8]
()

useally I tey to sisplify it and get to the core. (12:106-107)

I try to keep it simple [2:16)



TAILE T (cont'd} CONTENT EYANPLES OF PARARETRRS OF PAIRS INTRRVIRNS
QUALIFYING STATEENT (NTRAVIEY swpls T
takes time {Af) thes they are taking the time to really ideatify what the problem is..

vithoot that emotiona! reac ive element there (11:473-47%}

{E} taking the time to see haw i* can be resolved (3:67)

(S| I never get to maintain comcentcation for amy leagth of time (10:501-502}
takes effort/intent/sotivatios’ (3] They become compitied and your problem is selved {1:77-78)

(Af) it takes a lot of emesgy..(2:27%)

{8} everyone of us has something te brimg....{G:276)

{§} 1 go through those thiags at times...all of them {11:100)

{Co} at least they had something :n coamon to talk about (7:225)
sigeificance of problen {8) it all depends om hov important it is and whe it affects {1:32-1))

(Af} Sometimes you make 2 mouatain out of 2 mole hill..you are having 2 bad day
{6:120-123}

(B} ..to identify problems worth selving (2:53§)
(S} ...what's a small wee problem [7:477)

take egotional distance {Af} emotions and all that stuff get far tos :nvolved [9:171)
(B) te leara to saintain some kind of 2molional distance or detachseat [i0:163}
(§) I try to separate the action from the child (11:196)

take appropriate degree of (B) there are things not withia our controel {10:467}

responsibility/coatro!l

{Af} knowing that it's going to upse: somebody or make it difficult [B:134)

{8) they are so fed up that they are giviag the probles to yoo {2:320]

personal insight & openness/ (B] people would have tn be able to learn a lot about themselves..how Lhey
flexibility/philosophy fusction (5:407-408]

{Af) ..2 rea! good understanding of yourself, basically you will be 2ble to solve
problens vith yourself and with other people (4:368-370)

(B} 1its & way of categorizing people in one sease {3:38)
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CONTRNT BIANPLRS OF PARAMATRRS OF PAIRS IBTERVIE¥S

QUALTRYING STATENBKT

ENTERVIEY SANPLE

set realistic expectationsf
goals/priorities

{5} look to your intwition...how do I get my intuition to work ({9:376]

(Co} they don't have to say anything..you can start comsunicating with them that
way {2:283-245)

(B) you just have to set them (goals) achievable to to get what sou want
{1:199-200}

{S) putting yoursel{ uader a time limit {8:304)

confrant prables

not coafront problea

probien identification

{& definition)important

problen identification is
difficult

STATEMENTS REFBRRING TO PROCESS

(B) 1im fact when you actually take the plunge aad get on with it, it's essier
than you thought esozlly (5:304-305)

(Af) how was I going to force myself to do it {5:29}-

(B} then you are able to deal with it one way or the other {7:347)

(5) you sort of have to attack it (8:13)

(Co) you should say to her, I dan't like it (7:494)

(Af} by putting up that réll it has created a greal many probleas (4:350-15%)
(B} I tend to aveid a direct confrontation {1:21-22}

(S} I tey to find the path of least resistance (1:35]

(B} as soon as I have ideatified it then I can deal with it (11:38-8¢)

(Af) that's not an emotional problem, its 2 very practical problee (9:267-268)

(B} a5 soon as they can identify the problem, thea they caa really solve it
(4:72-73)

(S] first defime what the problem is (3:43}
(Co) I didn't realize I had a problem matil she talked to we {4:111]
(8] a lot of people don't kaow what the actual problem is to begia with (3:161}

(Af) there's a problea and they really doa’t know what it is,they jast don't
feel right (2:145-147)

(B} Often times you doa‘t know what the problem is {1:134}

{S} 1 identify the probles...but I doa't know, I doa't ...[4:34)
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TABLE 2 [comt'd) CONTBNT BIAMPLRS OF PARAMRTRRS OF PALRS INTERVIRYS
QUALIFY TG STATENBKT MRV sakels T
acknowledge praoblenm (B} aost of the tise you don't realize that you have a problem [7:191-142)

() 1 can't 2 lot of times accept the probles (4:101)
{8) ficst of all they have to recognize that ...[9:52)

problem breakdown iato saaller (H) some people tend to look at the big problea without breaking it down into
units vhat really are the issues {11:289)

{S] vyou try to break down the problem into little problems..it seems to work
sonetimes [2:140-141)

analyse fexplore probles {(B) (analyses}..a lot of times it keeps you out of

(B} another way may be far mare intuitive and may require you te gel outside
the system{9:388-189)

(S] listing 21l the different thiags (11:9

over-analysis [may cause {8) once you over-analyze it, it mixes you up {7:116-137}
confusion]

explore & evaloate altermatives (8) you should lock at ail the amgles (B:56)
{including Erom outside
resourees {S) sort of rum through different scenarios and try and figure out exactly
vhich one 1 caa use.{2:21-23)

(Ca] you only know that by discussing thal with other people and getting
different opinions of different things [8:136-338)

prevention/anticipation (B} 1'm doing iavemtory...if I don't bother the chances of them being iost are
importasnt a lot greater that's ay philosophy! (5:286-294)

{8) perhaps by prevention it wouldn't have been an accident [12:126)

{§] if be could foresee the consequences of his actions...even for five minutes
{9:194-195)

STATZMENTS REFERRING TO CONTRIT
relative {..... it depends) Depending on the situation...depending on who it is and what happened
(Af) Tt depends on you, if you are tired or having a bad day...{6:107}

(5) I probably have a technique for problem solving...they vary depending on
the situation.{1:29-32]



4, Strategy (8S)

The term strategy is used in its most general sense to
indicate '"processes (or seéquences of processes) that, when
matched to the requirements of tasks, facilitate performance"
(Pressley et al., 1989).

5. Communication (CO)

Talking or 1listening to others for the purpose of
enhancing the problem solving process is referred to as part
of communication.

6. Context (C)

The category of context is intended to indicate

references to situational variables as determinants in the

problem solving process.

The combination of the three levels of the coding
grid allows for a vocabulary to identify the common
parameters of the mental models of the participants. This, in
conjunction with the content analysis of the responses to the
interview questions renders the data as transparent as

possible.
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CHAPTER 3
RESULTS AND INTERPRETATION

The research questions presented in the present
study are articulated through two distinct vantages; firstly,
the material is described through the specific responses to
the interview questions, and secondly, through the frequency
of responses applied to the coding grid for the purposes of
analysis. The narrative presented in the first case, allows
the_twenty-four individuals to speak in their own words. The

frequency responses allow the pairs to speak as ocne

voice.

Responses to Interview Questions

The nature of the information found in the
interview protocols is such that the essence is often diffuse
and embedded in dialogue fraught with analogy and allusion to
previous comments. As previously mentioned the experience of
discussing problem solving itself may be novel to the
participant. Redundancy is a constant and important element
often used by the individual as a vehicle for emphasis. It
was found that the challenge of introspection required to
answer the interview questions naturally leads to a high

level of self-referential remarks and contexts. Thus, answers



to the questions are often presented in a subjective context,
regardless of the connotation of the question. It becomes
difficult to assess the intent of these remarks in the sense
that many of the responses intended to apply to adults in
general may be personalized in expression. V¥hile responding
to one question, a participant may be continuing a train of
thought initiated previously. For the reader,to gain insight
into the meaning behind the comments, it becomes a priori
that the individuals be allowed to speak for themselves.

The narrative provides an excellent complement to the
frequency description. The essence of these comments are
often predicated by such indicators as: "I think the most
important thing is.."”, "this is really the key" and such. The
extraction of these excerpts may require more insight on the
part o©of the researcher to ferret out the essence of each
participant, but this can almost invariably be justified by
the quotes themselves.

The ensuing section is designed to give a representative
sampling of the verbatim responses to the questions. Any
redundancy found by the reader will serve as emphasis that
ﬁhese comments are common to others. Analogical references
are eliminated where possible as they are often lengthy and
require greater contextual inclusion for appreciation. For

the purposes of fluidity and continuity, the author has taken



the liberty of drawing responses from throughout the protocol
which pertain to the question, rather than the responses made
immediately following it. Effort has been made to present the
individual's comments to reflect the intent of the speaker.
Some licence has been taken with punctuation to make the
dialogue more flowing.{('Sn' refers to the Subject, number

'n',where n ranges from one to twenty-four.

Responses to the First Interview Question

Question: What is your understanding of the process people use
to solve problems in their everyday lives?

Responses: (see Table 3)

The respondents made a clear distinction between the
types of problems they encountered in their work environments,
practical or technical problems, and everyday problems. They
identified that the two former types are distinct 1in their
more well-defined natures and the resources available to
enhance solution. Their concern lay with the latter genre of
problem. They felt that the everyday problems were 1ill-
defined, more difficult, and invariably involved other people.
Although defined as most significant, participants said they
rarely thought about the process involved and tended not to
use any method, unlike the work and practical problems. Their
propensity was to use instinct, intuition, or emotional

orientation to solve these problems. They suggested that many
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of the problems themselves originated in childhood
experiences, as did their habitual ways or solving them. Many
suggested that one must be motivated or the problems remained
unresolved. To generalize, the individuals felt that an
important element was realizing that a problem did in fact
exist. Once acknowledged, the primary difficulty lay in the
identification of the problem, its source. The participants

were of accord that in the issue of problem identification,
the emotional element was the most confounding variable, often
leading to confusion, distraction, and further complication.
They found that if problems were not resolved on an ongoing
basis, they had a tendency to become compounded and
convoluted. Every pair mentioned with emphasis that individual
differences were a constant and that the process of attack and
resolution were highly idiosyncratic. It was often mentioned
that people have a tendency to become encapsulated within a
certain view or 'tunnel vision' which was a seriously limiting
factor in the resclution process.

Once a problem was identified, it was important to take
the time necessary to solve it. Many verbalized a process of
identification, analysis, exploration, implementation, and
reflection. Although many seemed familiar with this structure,
few seemed to actually use it. Their tendeﬁéy was much more ad

hoc and instinctual.
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The most pronounced elements of interest and
concern to these respondents lay in the interpersonal and
communication requirements of everyday problem solving. They
felt that the skills of talking and listening surrounding
these problems were the most significant determinants of
success, to the point of saying that when communication is
inadequate a solution cannot be reached. The emphasis lay on
the extreme difficulty intrinsic to the emotional component
of everyday problems and the arduous and many times
impossible task of separating out the emotional factors to
gain objective perspective.

Proficiency at everyday problem solving was highly
correlated to personal confidence, which itself was often

contingent upon past experience and education.
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TABLE 3 EXCERPTS FROM VERBAL PROTOCOLS PERTAINING TO THE FIRST

RESEARCH QUESTION ON UNDERSTANDING THE PROCESS PEOPLE
USE TO SOLVE PROBLEMS

Subject Excerpt

Understanding of the process people use to solve problems in their

St

S2

S3

S4

everyday lives

sometimes you can't be lazy, you just have to attack a
problem and get it solved

trying to get the right framework to view a particular
problem. If you start off with a problem and you look at it
in different ways from different angles, you can probably find
one angle at which it appears quite simple.

sometimes what you see on the surface isn't the real problem
sometimes with people problems ...people problems are not
the same at all. And how you solve them is very different

..they start talking about it and talking about it they
solve the problem just because they needed to get it off
their chest...you learn that,from social interaction,the
older you get the better you get at it ...you see very small
things that are real non-issues as major problems,which is a
real danger, you become so into vourself,and into that little
world that you don't see the big picture

I try to keep it simple, figure out what's wrong..try to
analyse what different types of solutions can do it and...
what I've come up with that might be possible solutions and
pick the best one, sort of run through different scenarios
and try and figure out ...which one will give me the best
result. It may not be the way other people would like to see
the problem solved but it gives me the best result,thats what
I'11 use...The education has made us good problem sclvers
whether or not we think we are...it just becomes intrinsic
that we become good problem solvers and the further, the
better educated we get, the easier it becomes to solve a
problem...a big key,is to talk abour it,if you talk about it
then even if you are talking about something that really isn't
the problem,the problem will come out, and somehow ycu can
solve it. I think if communication breaks down then thats the
end, you won't b€ able to solve...
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Table 3 {(continued)

Subject Excerpt

S5

56

S8

sS9

Problem solving is a process..first define what the problem
is,and be clear, exactly what the problem is before you react
in any way,and look at possible solutions and assist those
solutions to find out which one best fits the circumstances
and then try that and if that doesn't succeed,start the
process over again...a lot depends on how successful vou've
been in the past at solving problems,that might determine the
method you use.

look at the roct of the problem, depending what the problem
is,taking the time to see how it can be resolved..getting down
to the basic problem

you have to solve them right away...not let them build

up, cause 1if you do that it seems that at one point in time it
all falls on you ...if you don't want to solve a problem, you
won't identify it, ¥you won't recognize there is a problem and
you get defensive about it and say no, I don't want te talk
about it and you walk away and that's the wrong thing to
do...if you notice the way your parents ..or anyocne in
authority over you..solve problems, you will either pick up
the bad habits or the good habits of problem solving. I think
one of the major things about problem solving is to be able to
listen to somebody else talking, to be able to realize what
they are saying, to be able to understand and take the risk,
anything you find, to find out where the problem lies.

There's no right answer, for one person it's easier, for
another person it's complicated..everyone has different methods
to solving problems. I have no particular view on this problem
solving. I think you are always learning about solving
problems. You have to want to solve the problem. Priorities
are important..solving your problems will help everybody else.

In my own everyday things... you aren't really working

out how you do things, unless you sit back and analyse
it...discussing things will sometimes show you a path out of
it or feeling that you are not alone in it...you problem solve
there within yourself,looking out.Its what you use all the
time and yet you learn it by the seat of your pants if you
like,you just learn it, life teaches you.



Table 3 {continued)

Subject Excerpt

$10

St1

S12

513

S14

S15

when [ think of problem solving I think of my academic
studies or even of children but how you look at the topic or
an area of research and how you go about that and that's a
very analytical sort of thing.I think on an everyday basis,
people just aren't conscious of it.Sometimes people
intellectualize problems too much...your experience is going
to Affect you.If you know you can get through difficult
situations its much easier to figure out how you are going to
do it

it presents to you so its how you see 1it,sometimes vyou

see a problem that maybe isn't there as much for the other
person....defining the problem from your point of wview and
from their point of view and then looking at ways that will
alleviate the situation,either make you feel more comfortable
with it or help them if its a problem they have ...you don't
think about this everyday.. it depends on you, if you are

tired or having a bad day or something and sometimes you don't
analyse it at all.its your backgrounds and the way you were
brought up and your experiences in life and what's happened to
you, what's gone on in you life that you react to certain
things more and its more stressful than something else

Most everyday problems are not really that dramatic, you can
always figure out a way to solve it very <fast ..for an
important problem..ycu certainly have to go through the pros
and cons of dealing with it, dealing with the consequences
too.

the hard problem is communicating your knowledge...everybody
is different, we all come from different backgrounds..they had
problems when they were kids and I think it all stems from
when they were kids..and it affects your problem solving.

If they have got a problem, I always thought they went, not
by the knowledge they really have but by their instincts...
think that problem solving comes automatically if you know
what you are doing. If you don't then you have got to seek
outside help..

I'1l go through a process but I don't think I've ever put a
lot of thought into it..maybe its your personality...sometimes
its good to talk and sometimes its good to sort it out
yourself...you go through a process of elimination basically



Table 3 (continued)

Subject Excerpt

S16

S17

S18

519
s20

521

you sort of attack it or go to the source of whatever it
is...and go from there...going through a process of
elimination...you come to automatic conclusions sometimes...

you should look at all the angles and I find most people don't
do that...

its whether there is or is not a problem, what is a problem
for some is not a problem for others...its only a problem if
you want to change...its an overall plan first...then you have
the structure...sort of using things you've already got...it
starts out intuitive and then you have to fix it,so that its
more acceptable or more balanced or just better...the whole
idea of making models...the more comprehensive your model,
the wider your point of view is then the more you are able to
see a clearer path of solving the problem...unfortunately,we
have discovered a2 few things along the way that the model
doesn't cover so we have to expand our model to include all
this new information...as many sources of information as
possible, information doesn't mean book information

people have a certain 'reality tunnel', a certain focus and
perception of the world and what's important and what's not,
and no amount of coercion can get somebody to shift from that
mind set...I think we are interpreting 'problem’' as a negative
thing whereas it might be more neutral than that...you don't
realize that your brain is doing that,you just sort of do it
...I think that education is the key to all that and just
exposing yourself to other views and even cultures...You have
to be receptive

first figuring out that you have one

problem solving to a great extent is problem
prevention...personal problem are always there

a lot of it is gut feeling...you pull from your previous
experience,you pull from what you've heard or read...their
upbringing
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Table 3 (continued)

Subject Excerpt

s22

523
S24

as an adult, you no longer go through those initial steps

in a conscious way and you sort of jump into the problem and
you haven't done all those little steps,you no longer do them
methodically and that can sort of mess you up at times because
you are trying to solve it without getting enough of vyour
background...when you face up to it, it feels much, much
better...there are biases...

frankly, most problems aren't really problems

I've seen a correlation between the ..degree to which they
approach things emotionally, and the degree of education
they have...the balance between an emotional approach and a
very practical, methodical approcach...between your experience
and your emotional input and drive,so I see that as an
important part of successful problem solving




Responses_to the Second Interview Question

Question: How do vou tend to approach a problem or
difficulty?
Responses: (see Table 4)

The participants admitted to solving problems
differently at home than they do at work. The modus operandi
of most of the respondents was procrastination, denial, and
avoidance. Many live in the hopes that their problems will go
away, if ignored. Most found the emotions of stress,
confusion, insecurity, and anxiety to be often debilitating in
the problem resclution process. Those who were able to remain
calm and obtain a degree of objectivity or perspective felt
more confident to work through the problem. Those who began by
simplifying the problem as much as possible seemed noticeably
more effective as problem solvers.

There was a great need to talk about the problems with
others, to receive support, reassurance, and input. Problem
identification was consistently mentioned as the major
difficulty. Once identified, they felt more confident in

proceeding toward a solution.
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TABLE & EXCERPTS FROM VERBAL PROTOCOLS PERTAINING TO THE
SECOND RESEARCH QUESTION ON HOW ONE TENDS TO APPROACH
A PROBLEM OR DIFFICUILTY

Subject—_ Excerpt

S1

53

S4

S5

56

¥

S8

Tendencies in Approaching a Problem or Difficulty

1 tend to avoid a direct confrontation ...thats how I get
through life,is problem avoidance,as opposed to problem
solving.

[ don't get to the point on a problem..I ask what the problem
is and every time you try to break down the problem into
little problems and once you have a bunch of little problems
you find little solutions which solve the big problem

I find that I answer my own question or I will solve it just
by being able to talk about it with somebody because I can
verbalize it instead of thinking about it...I've never sat
down and figured cut a lot of why I solve problems,I just
sort of let it happen...I don't want to create a problem
where there isn't one.

defining the problem,accepting the responsibility for
foilowing through..Il work through the solution myself,but when
it gets up too intense emotional or feelings I like outside
help. I think the fact that I don't become anxious about a lot
of problems and feel I can take my time solving them and work
on them and feel very comfortable stepping in and helping
other people

I just needed the reassurance of another person that the
situation could be resolved. I do try to remain very calm and
cool about it...if you become more excited..to no advantage
except frustration.I may be dying inside but it seems to work.

I always grab the problem.. I've had trouble identifying my
problems..to start to figure out and find the problem out here
and start to solve them...we sit down and talk about thenm
instead of raising our voices..if we don't realize we have a
problem, one or the other of us will tell the other..and then
we jdentify it from there. I created a lot of problems..
because I was not confident in myself at all.

I identify the problem and then think of the best solution,
one at a time...I've never thought about it..I don't solve

them right away...I can't a lot of times accept the problem
and take the time. I'1l 3just go on and not say anything
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Table & (continued)

Subject Excerpt

S9 In the house I either retreat or scream at evervbody, maybe

I don't scream but I think I'm screaming at evervbody
S$10 I'm more likely to create problems than to solve them
What I like to do is plunge into something and worry about the
problems as they come along.I tend to ignore as many problems
as I feel are safe to ignore because they are too time
consuming. Procrastination,putting things off until they are
absolutely critical and mavbe sometimes not being able to
talk about them, not wanting to show that I have problems
where I have them..I blank out possibilities completely.
S11 I probably over-analyse some things but I do a fair amount
of reading and I look back on how I've dealt with a particular
problem...so0 you go back and you change some of the steps.
You want someone to talk to and have them reflect back what
you are saying and you need some support for what you are
doing,or maybe they have an idea that really hadn't crossed
your mind at all.

$13 I have difficulty concentrating...so problem solving is
pretty hard...I find its because of my childhood...I get
anxious when I have a problem...trv to keep that anxiety to
a minimum..

a lot of it is by instinct, by what I've learned from other
people

the problem is that I look at it through so many different
ways...sometimes the more I think about it the more indecisive
I get...tend to procrastinate...

516

I try to logic it..to go
go from the most obvious
and a personal problem.
all...I have a2 hard time

through a process of elimination,lI
and work my way down...a work problem
You don't tackle them the same way at
solving my own problems.

S$17 I do take a step back

318 I have to make a mental inventory of how I go about solving
this problem

S19 either I'1l1 usually find time to deal with it or its not an
issue anymore, or its over, or something



Table 4 (continued)

Subject Excerpt

S20 I 1look at alternatives, the possibilities, the wishful
thinking, the total impossibilities,basically narrow it down
from there,and make due with what I've got...brainstorming...
that's where my best solutions come from...personally I need
to talk to myself constantly

S21 I iike to talk things out...I don't fairly often do it in a
methodical way,in terms of stopping and identifying what the
problem is...l handle problems quite differently at work than
I do at home...at home I'm much more emotionally involved...l
tend to react quite emotionally rather than going through the
objective...at work I can follow sort of a problem solving
method just in my mind

§22 1 know that as soon as I have identified it, I c¢an deal
with it...giving myself time to think of an answer...the
initial response is to run away and for a certain period I
tend not to face them...they will slowly creep back until
you say...l have to identify it

$23 I try to remain calm number one and think of exactly what
the problem is and come up with a solution...I tend not to
get confused...I tend to simplify things

S24 1 would be hard pressed to say I had a system...in the
kinds of problems I'm solving most of the time...I'm
consulting with other people...l think what I try to do is
back away from it for a short time and to try to assess all
the facts that I can come up with and sometimes that requires
a little research
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Responses to the Third Interview Question

Question: Where do yvou feel most people have difficulty in
their problem solving processes?

Responses: (see Table 5)

Many respondents were of the conviction that people were
too fixed, or biased in their approach to their problems.
This rigidity was thought to limit one's ability to be aware
of the existence of a problem.

They suggested that problem identification was extremely
difficult due to an ineptitude at separating out the emotions
and other non-essential variables. Everyday problems were
thought by many to become compounded and often overwhelming,
making it difficult to break the problem down into manageable
#nits. These influencing factors were serious inhibitors to
achieving the required detached or objective perspective
for successful resolution. The respondents mentioned that
most people do not use a method or system, but display a
tendency to merely react. The participants felt that they and
most others were victims of their denial and procrastination.
. Two proclaimed significant areas of difficulty lay in
self-confidence and communication skills. A paucity of either

was seen to be detrimental to the resolution process.
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TABLE 5 EXCERPTS FROM VERBAL PROTOCOLS PERTAINING TO THE THIRD

RESEARCH QUESTION ON THE DIFFICULTY PEOPLE HAVE IN THEIR
PROBLEM SOLVING PROCESSES

Subject Excerpt

S1

s2

s3

S4
S5

S6

s7

Where Most People Have Difficulty in Their Problem Solving
Processes

everything you bring is an inhibitor, because you bring your
own biases,your own values,your own norms,your own way of
thinking basically,

Oh, [ think they're far too fixed in the way they approach
things,their biases get in the way. They read a problem in a
very blinkered way,they can only approach it from one
direction.

identifving the problem, first you have to know what the
problem is,sometimes I think that people can't really see the
problem for all the periphery...then sorting it out..often
people don't know what's the problem,there’'s a lot of symptoms,
especially with people problems...sometimes the problem feels
overwhelming...they just don't feel right...sometimes there
isn't a problem at all...a lot of people keep so busy that you
need to make time to sclve problems.

I think a lot of people have trouble communicating,

A lot of people don't know what the actual problem is to begin
with...not very many people see themselves realistically...the
problems tumbling one on top of the other

pecple often don't see the basic sort of things they can do...
Problem identification. When people get into crisis with a
problem,it tends to manifest itself and become more than one
problem and people simply don't know what the real problem is,
things tend to build up and if they can't communicate well,
they get so frustrated that things tend to go on from there and
its blown out of proportion..they don't take the time to deal
with it.

Identifying that you have a problem to begin with is the
biggest problem. I think there are a lot of people who have
problems,have grown up to have problems that their parents had
...they don't know any other situations so they don't think
its a problem,there's a problem when they don't realize
there's a problem,the first thing to begin with they don't
want to talk about it.



Table 5 {(continued)

Subject Excerpt

S8

S9

S11

S12

S13

S14

S15

S16

to accept that they aren't perfect...they have so much going
on that you can't take the time to sit down and solve the
problem.

I can't think that everyone has one ...one way of solving
things,people solve things different ways

defining the problem. Getting to the heart of what's really
wrong or what really needs help.Sometimes vyou make a mountain
out of a mole hill and vice versa, you haven't picked up on
something that really 1is important and you put it off to
something else. The language used in discussing problems can
present problems on its own

deciding on the right approach, how to deal with 1it...the
first step is to recognize the problem, you know what I mean,

there may be a problem there and you don't recognize it.lIts
just not visible to you until something happens.

most of the time you don't realize that you have a problem...
self-confidence, knowing how good you are at problem solving
...what seems to cure it is experience

the problem is that you have to realize that you have a
problem, once vou have realized that it is simple to solve it.

trying to please everyone...maybe not worrying about what
other people think, just to stick with what is your gut
feeling...Guilt can also effect your decision...sometimes
when you feel evervthing is too much for you...when you find
out that somebody else has a problem similar to you, or worse
that you, you think its not so bad and you can continue on.

most people don't use a system, they just react...My
difficulty, it's coming to a solid decision and sticking with
it and not changing your mind...maybe controlling your
feelings...afraid of making a mistake..I have a problem to
put it all into perspective ...people have problems and just
sort of avoid it,totally blank it...I have a hard time
expressing myself



80

Tabhle 5 (continued)

Subject Excerpt

S17 what part of the situation is causing the problem...not
acknowledging that there's a problem, not recognizing
something in themselves that makes them totally blind to a
certain trait of their own...you get defensive...personal
defence mechanisms...holding to a particular view for some
people is more important than actually solving a problem that
comes up...their particular views or advocacy or feelings...
your status...if the people can transcend their own narrow
view points...then the more likely they are to see a better
way of solving a problem...perhaps its in identifying whether
the problem is an emotional problem, a practical problem

St8 Maybe just not taking a broad enough view of the situation
or not having the perspective or not noticing all the
influencing factors...foresee the consequences...trying to get
a more detached, objective view...any raticnal thinking or
reasoning is going to get muddled by emotions and so you can't
think straight is you are really upset, regardless of whether
its justified or not...your self-importance or your self-
image...if you sincerely want to solve this problem, you have
to discount your personal stake ...in it...they can't recognize
their own biases...People are just too stubborn!

S19 my problem is that I just let it go...when its emotions..its
harder...it may be in the confidence to know that you can
overcome it or work it out, that you have the strength to do
it...I don't analyze how I deal with things but probably
there's a pattern to it and I don't confront it and I don't
have my own personal beliefs strong enough that I should be
able to express it or have the confidence to express it,
that's my problem, having the inner strength to realize that
you can say what you want, say what you believe, without
offending anyone.

S20 it may not be an issue anymore for the moment but down the
line it comes back up again,if you haven't dealt with it...
it's sort of a symptom of a larger problem...I find it really
frustrating when I have problems getting past all the mental
blocks,my personal limitations to get to the core of what...
that bottom line...its self-doubt or lack of support...that
ability to stand back and observe yourself in the third person
...to maintain some kind of emotional distance long enough for
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Table 5 {(continued)

Subject Excerpt

S21

522

S23

S24

it not to get tangled up in shoulds and shouldn'ts and
childhood programming...limiting oneself...doesn't always
see all the possibilities or alternatives...some people don't
even realize they have a problem, denial...not to be so rigid
in your thinking...a lot of people have tunnel vision

dealing with only aspects or not the specific problem itself
but some of the superficial ones without dealing with the
problem...going around in circles...its really hard to
generate alternatives, options when you haven't identified
what the real issue is...sometimes problems get to the point
where they're multiplied...they get so large and its difficult
to break it down into something that's manageable,
understandable, specifi¢ enough that you can...look at options

people are really poor at communicating...trouble expressing
feelings...accepting of certain problems that you have no
control over, and dealing with the ones you can deal with

the biggest thing is that people complicate problems...to
blow thing out of proportion

perhaps the most difficult part is...to come up with a
compromise...perhaps not being capable of achieving that state
of calm before they analyse something...a big key...to try to
divorce that emotion from the solution
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Responses to the Fourth Interview Question

Question: What do you think most adults would 1like help
with in their problem solving?

Responses: (see Table 6)

The area where most of the participants felt they and
others would like assistance was in the domain of
personal problems. They suggested help with communication and
listening skills as perhaps the most productive. Assistance
would be beneficial in dealing with the emotional variables
associated with everyday problems, 1in gaining the confidence
necessary to confront and discuss these dilemmas. Overcoming
anxiety and defensiveness about problems was something they
would 1like to improve. By more effectively communicating
about their oHroblems, these individuals thought they could be
mere receptive to alternative views on their difficulties.

Assistance could be rendered by giving people a place to
start in their thinking, particularly toward gaining skill at
the ever-present task of problem identification. The
fespondents wanted guidelines, practical steps for working

through problems, and recognizing the salient factors.
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TABLE 6 EXCERPTS FROM VERBAL PROTOCOLS PERTAINING TO THE FOURTH

RESEARCH QUESTION ON THE HELP ADULTS NEED IN THEIR
PROBLEM SOLVING

Subject Excerpts

S1
S2

S3

sS4

S5
S6
s7

S8

S9

Help Most Adults need in their Problem Scolving
Well,vou have to give them a broader outlook towards it,
a lot of people like to have some help in personal problems.

the listening and talking, maybe they have gone through this
in their brain for weeks or days or whatever and have a big
headache trying to solve the problem,and they really need to
do it verbally...now they really need to get it off their
chest, also little bits of feedback so they can see the path
they took was reasonably logical, somebody more objective,
because obviously you are not necessarily objective yourself
cn a personal problem...giving them confidence...people
really need to learn how to discuss a problem, help them
carefully manage that discussion..especially if its a person
who does get emotional or irrational...not to be defensive.

just talking about it with someone who is willing to listen...
learn how to ¢asmunicate,don't be afraid to communicate,if you
can't communicate even to yourself or be honest about stuff
that's going on you are going to have a hard time solving
problems..all the big problems will come to the forefront
through communication...to identify problems worth solving,a
lot of problems you have no control over.

better listening skills
better communication skills, better listening skills

self-confidence..if you don't have confidence in yourself,
it creates problems later on.

school kids should be taught how to solve problems,and to be
selective about how to learn and solve their own problems.
Being able to get help,being able to have the courage to admit
or be able to identify a problem

They need someone to listen,not to give them solutions...I
don't krnow what happens in the process of the problem but it
seems to solve itself out,the other persons problems,I mean,
someone who can listen and not come up with the answer.



Table 6 {(continued)

Subject Excerpt

S10

S11

s12

513

S14

515

$16

I think most people want to be listened to, I think most
people have solutions but if you don't articulate it
sometimes you don't know that you have the solution...trying
to teach people to solve problems before they even arise

helping sort out the priorities....giving them some small
steps toward a larger thing...most people want almost an
outline of how they might resolve this problem because
cbviously they haven't been able to find a process to work
through that works...some kind of a guideline approach,

giving them a point where they can start their thinking or
their solving maybe they just don't know how to deal with it
like,how do I start,what is my first step,so maybe thats a
difficulty they have as well, once you get the ball rolling,
it all falls into place ... You can only help them so far.

You can't solve it for them,basically. Most people, depends on
how they were brought up, most people have a good base...maybe
they just lack the confidence and if you can just give them a
little push in that way...maybe they forgot a few steps and if
by boosting their confidence a little and saying you know...
they have intuitions that help, you can say ..how do you feel,
what's your basic thought on it..and maybe its right all the
way, its already there and maybe its just not coming out,so by
giving them a little boost like that it will all come to the
surface and they will be able to deal with it.

what they would like help with would be...to control the
anxiety about problem solving

go to a professional..to talk...who is straight forward...sort
of calms you down...talk about it frankly

to be more definite...Maybe a process to get there,to get to
the decision...to talk to somebody...getting different
opinions of different things...

maybe controlling your feelings...and how to analyze a
problem...somebody you can confide in...somebody neutral...
people learn from talking to each other



Table 6 (continued)

Subject Excerpt

518

519

S20

S21
522

524

logic stuff, practical step by step stuff and how tn think
through a situation, how to recognize the factors

sometimes you need a little help though, someone who sees
it a little clearer...with just identifying the nature of the
problem,to see how we really feel about it and what we are
going to do about it...just a kind of guideline,where you act
the same every time...a personal kind of thing that works for
them

people tend not to realize their own potential for creativity,
that wasn't nurtured when they were young or whatever...being
heard,a nurturing, supportive environment...someone else
outside of yourself who sees things differently and it alters
your perception of reality...a pattern...learning to
differentiate between when to let it go and when not to,when
to just accept it

identifying what the problem is

often you need a sounding board,or interaction with someone "~
else to identify something like that and then the next

thing is dealing with it...feel better about themselves...if
you can get rid of that embarassment,you can deal with problems

to analyse the steps they're taking in their minds
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Responses to the Fifth Interview Question

Question: What suggestions would you have for a course or
workshop on problem solving?

Responses: {see Table 7)

There was a lack of conviction that the required
abilities could be taught in a course. Most respondents felt
that problem solving was such a personal thing that it would
be difficult to construct a course with suitable
generalizability.

The participants wanted to learn how to deal with the
emotional elements, to communicate clearly and effectively,
to be more honest with self and others, and to listen
better. They identified a need to 1increase one's self-
confidence at problem solving. There were excellent
suggestions made to this effect. They highlighted the utility
of helping learners to identify the strengths and
predispositions they could bring to a course in particular
and to problem solving in general. The need for increased
self-~awareness was thought to be important. Suggestions were
made to help people separate problems that could or should be
solved from ones over which they had little or no control.
Again problem identification was clearly an area in which
these individeals wanted more help.

The request was made to teach people simple,
generally applicable problem solving steps which would be

meaningful to them in their everyday lives.



TABLE 7 EXCERPTS FROM VERBAL PROTOCOLS PERTAINING TO THE FIFTH

RESEARCH QUESTION ON SUGGESTIONS FOR A COURSE OR
WORKSHOP ON PROBLEM SOLVING

Subject Excerpt

St

s2

S5

S6

S7

S8
S9

S10

Suggestion for a Course or Workshnop on Problem Solving
It depends on what your target audiznce is

small groups and taking problems and taking different
techniques and applying them to those problems, I don't know
whether you video tape it or what you do and then play it back
and see how people react..... you study personal ways in which
you go about solving problems, what suits one person for one
problem may not suit him for another, may not suit somebody
else for the same one. Its a difficult thing to teach.

to start off the group asking why they felt they needed this
group, everyone comes with their own agenda ..a brain-storming
session with what methods you have used that you found
successful and we would probably work out something analyzing
these different methods and which applications worked best.

the listening aspect is probably the most important to teach
someone in solving a problem and I don't know how you can
teach that in a course ....maybe just basic confidence..to
make the first part of the course very success based

My suggestion would be to really get to the root of problem
solving,to learn how to solve a problem to begin with...so
they could go through like knowing these skills before they
get into adulthood.

make them understand that your way is not necessarily the way

I think the people would have to be able to learn a lot about
themselves..how they themselves function...so they can
understand the kind of things that are coming out here in your
questions because I don't remember in my life..that being
emphasized in any course or any diploma thing I did.

I think probably the most effective way of doing it would be
to first of all present some problems and say how would you do
this,look at what you've done,go back in a sort of intellectual
way and see what's wrong about that or what's right about it



Table 7 {(continued)

Subject Excerpt

...discuss somebody elses situation and how they coped with

the same problem,so that you get a lot of information on one
type of thing...pick out what's reascnable and why ...and then
from that presumably you can come up with a little neat theory
which is what you want..something meaningful...even if it makes
you think about what you are doing or why

S11 facilitating communication, giving people an idea of how to
voice their needs,number one, so that somebody else will really
understand what their problem is...have an inventory of
strengths and things you are bringing to the situation as
opposed to looking at all the problems. It sort of changes the
way you look at it,a challenge and you have got all these tools
or strengths you bring to it as opposed to this 'problem’ and
you don't feel you have anything in your repertoire of
experience to deal with it...first of all it would be to define
where their problems are, what are they having trouble with

S12 everyone of us has something to bring,to any situation, it
could be very little, it could be tons of experience but maybe
thats a good way of starting...almost need to have specific
groups where you are focusing on a particular issue that needs
very specific things looked at and then going from there

S13 a course on how to be honest! That would solve everything!

S15 something you can go through in your head...lets start at step
A and work from there and see if you can come to some sort
of conclusion

S16 sort of a guideline to follow,like a method of solving, a
method you can use in everyday problems and complicated problems

S17 maybe they should be more intuitive and trust their gut
instinct...you have to be pretty straight forward, give them
a nice formula, seven steps to problem solving

S18 maybe a whole bunch of different approaches,how problems can
be addressed by several different modes of action...that
would be useful, just to acknowledge that you can't solve every
problem
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Table 7 (continued)

Subject Excerpt

S19 helping people identify their problems...if you had a group
and you were doing problem solving...then have a discussion

S20 a short three step method to develop objectivity...Key phrases

$21 teaching people how to move from this emotional state, or
stop themselves and then move somehow into going through this
process...break it down and identify what is the issue here

$22 breaking it down into three,identifying the problem, dealing
with the problem,and then breaking those down into separate
ways...examples, just taking some problems and going through
how it was dealt with

$23 My advice is that they start with kids when they are about
five years old and teach problem solving in schools...social
learning and how we can just sclve everyday problems...you
should give them a confidence course first.

$24 increase that ability to anticipate a problem and therefore
divert it...then be given the history of how the problem had
been resolved...perhaps there were more than one example of
attempts to solve the same problem...confidence is a good
part of the whole process
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Responses by Episode Frequency

The process of deveioping a coding grid for this
genre of material is difficult. There is an inevitable degroee
of inference intrinsic to the analysis of such subjective
information. Two independent judges were asked to apply the
eight episodic reference codes to each protocol: problem,
people, talking and feeling, education and experience,
approach, method, process, and context. The agreement between
the judges ranged on individual protocols from 57% to 64% to
77%, which indicates that the individual protocols have a
wide range of transparency.

Frequencies were obtained for the three levels of
analysis as an indicator of the emphasis found in the
material. It 1is a necessary caution that the tabulation of
frequencies in this particular type of research provides a
limited amount of information and may lend itself to a bias in
interpretation. It quickly became apparent that each individual
tended to have perhaps three or four major themes around which
his/her dialogue revolved. The level of redundancy of the
tndividual could very easily skew any inference based on
frequency. A more articulate and concise individual would

be less likely to repeat himself or herself. Likewise,a person
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with a more abstract and richer appreciation of the process
involved might easily cover a wider range oI elements in
his/her discussion. For this reason, frejuency counts were
tabulated if a category was mentioned once per protocol(Takle
B). Total frequencies, including redundancies are mentioned
solely for the purpose of emphasis

In conjunction with this caveat,it should be explicit
that the coding grid must not obscure the essence of the
dialogue. The trepidation of this kind of research lies in the
ambiguity intrinsic in much of the information. It is a
natient task to isolate components of mentzal models. They are
complex by definition and idiosyncratic by nature.

The coding grid provides three levels of analysis, of
increasing specificity. The most general level is described by
eight reference categories,as introduced above,to situate the
comments. The second 1level is that of broad categories of
belief, affect, heuristic, strategy, and communication to
provide parameters of the quality of the views of the pairs.
The third level, that of forty-five qualifying statements, is
intended to furnish a descriptive vocabulary for the common
elements found in the dialogue. Episodes by reference

categories (refer to Table 8)



TABLE 8 FREQUENCY OF EPISODES CLASSIFIED BY REFERENCE
CATEGORIES AND BROAD CATEGORIES

——— S e we e W S AN S S SRy e e e e Tk SN ML N S ik e R R W R WM W W e v

Episode N 4 B Af H S Co

reference to:

problem 26 52 15 2 7 2 --

people 64 12.7% 32 6 14 6 b

talking & 115 23% 25 31 21 5 33
feeling

education & 45 92 23 3 9 9 1
experience

approach 107 21% 25 15 A 18 5

method 27 5.4% 11 2 12 2 --

process 110 22% 16 15 29 47 3

context 11 2z 1 1

total 505 147 75 136 90 48

percentage 29% 15% 27% 182 9.5%

Broad Categories:

B:belief; Af:affect; H:heuristic; S:strategy; Co:communication
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1. Episodes referring to the problem

Five percent of the responses dealt with the issue of the
problems themselves (see Table 8). The belief category was most
pervasive.The most significant in this genre of comment was to
the belief that problem solving is a constant in 1life, that
problems don't go away, and that they may even increase.
2. Episodes referring to people

Comments referring to the interpersonal element in
problem solving explicitly (12.7%),fall most entirely in the
belief category. This theme does run throughout the other
comments but slightly more indirectly, those of communication,
third party intervention, childhood, to name a few.
3. Episodes referring to talking and feeling

Twenty-three percent of the comments, the highest
category involved these subjective elements, with significant
mention in all categories. This was the topic upon which the
most redundancy revolved. The concern of the participants was
evident throughout their dialogue.
4. Episodes referring to education and 2xperience

Although only nine percent of the comments, mostly in the
Belief category, referenced these variables explicitly, the

import was highlighted by the emphasis given to the remarks.
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5. Episodes referring to approach

Distinct from an actual method, the individuals displayed
a tendency to come at problem solving with a certain attitude
and intent. Twenty-one percent made comments to this effect,
most definitely in the heuristic category.
6. Episodes referring to method

Although infrequently mentioned (5.4%), the individuals
held beliefs and heuristics on the subject. The flavour
attested to the awareness of problem solving methods but that
they were not in conscious or deliberate practice in daily
living when faced with problems.
7. Episodes referring to process

Mention of these cognitive practices (22%) was highest in
the strategy category as would be expected. There was a great
variance in the quantity and quality of those used.
8. Episodes referring to context

As a separate category, nine episodes referred only to
context without some qualification. The frequencies are not
particularly helpful in the analysis of this variable, as the
individuals did mention that much of their differentiation of
ways of problem solving did indeed depend on what type of
problem it was, most particularly a distinction between work

and subjective problems.



Episodes by Broad Categories

A full reporting of the frequencies of these staiements
reflecting the broad categories 1is found in Table 9.

1. Beliefs (B}

A finding of the study was that these beliefs comprised
the majority of the implicit theories of the participants.This
element comprises a significant body of the predisposition
the learner brings to the problem sclvirg situation.

In eight out of twelve protocols, the halief element was
most predominant.The nature of these beliefs was the
permeating factor throughout the dialogues. The most unanimous
accord (12) was on the belief that individual differences,
including persvnality variables, is an enormous determinant in
how people g. about solving problems.

2. Affect (Af)

The emotional element in problem solving was mentioned
continually,in fact all agreed (12) that this was a confounding
variable in the solution process. Positive affective orientation
received some attention, particularly the concepts of self-
confidence and positive attitude, having fun 2and remaining
éalm. but not nearly to the extent of the mention of the

inhibiting factors of emotion.
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TABLE 9 FREQUENCY OF EPISODES CLASSIFIED BY BROAD CATEGORIES
QUALIFYING STATEMENT B Af H S Cco
PROBLENM: T
problem solving is difficult a 1 1

problem solving is constant/problems don't 7 2 1

don't go away and may even increase
some are solvable/some are not
problems get solved eventually

[SSR IS}
(R R

PEOPLE:
individual differences (& personality)
are determinants 1
people are encapsulated
people need help with problem solving
most problems are interpersonal
people problems are different;
more difficult;technical/practical/work
problems are easier

W W N
W D
[WS RO WA

TALKING AND FEELING:

communication {& language of) is difficult
communication is important

listening is important

degree of honesty/trust is important

3rd party intervention is useful

support is important

emotions are confounding

self-confidence is important

positive attitude/fun/calm helps

PERWPRNWW W
- —a .
WR VR = wWwW
X QP
£ W =

— ol

EDUCATION AND EXPERIENCE:

childhood experiences are important

many problems stem from childhood

previous experience (& practice) is
significant

education & experience enhances self-
confidence & effectiveness

education & knowledge base significant 4

W oawnu
"
S oW
-

([N
-l

Broad Categories: )
B:belief; Af:affect; H:heuristic; S:strategy; Co:communication



TABLE 9 (continued)

QUALTFYING STATEMENT

[#2)

APPROACH:

zain aor loose perspectivefobjectivity

simplify

takes time

takes effort/intent/motivation/
involvement/committment

significance of problem important

take emotional distance

take appropriate degree of responsibility/
control

personal insight & openness/flexibility/
philosophy

set realistic expectations/goals/priorities

(S (V)

~1

W [ 5 [fV]

48]

~I~Ir WU
NN W

~ W [« 0 S0 e 4]
[ IS V)

METHOD:

having/developing 2 method or system is
beneficial

not having or using a method/ad hoc/
intuition/instinct

193]

({8 ]

PROCESS:

confront problem

not confront problem

problem identification (& definition)
importanc

problem identification is difficult

acknowledge problem

problem breakdown into smaller units

analyse /explore problem

over—-analysis causes confusion

explore & evaluate alternatives (including
from outside resources)

prevention/anticipation important

context........ it depends {9)

N wm wn o

-—

Wy O LN

-

W L)
O On
-

~N PRI W
(V) O U -

o

Broad Categories:

B:belief; Af:affect; H:heuristic; S:strategy;

Co:communication
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3. Heuristic (H)

Th- strongest response was in the nature of not having or
using a method or system but rather solving problems ad hoc,
by instinct or intuition. Nine of the twelve protocols
explicitly identified using an ad hoc system, intuition or
instinet as their modus operandi in preblem solving.

4. Strategy (S)

The three most common mentioning of strategy usage, in
each case in nine out of twelve protocols, was the process of
problem identification or definition ,analysis and exploration
of the problem, and in exploring and evaluating alternatives.
5. Communication {Co)

The element of communication in the process of problem
resolution was far more important in the views of the
participants than the frequency counts would indicate. Eleven
out of twelve protocols indicated that communication was
important, and for many the most important element in problem
solving; eight out of twelve expressed that communication and

the language of communication was difficult.

6. Context (C)

. As a broad statement, the idea of context for problem
solving was so pervasive as to be frequently included
throughout the other categories. The number of episodes

mentioned as contextual which were not better 1included in
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another category was in the end very small, 2% of the total
episodes. Thus the frequency counts for this category are not
a serious indicator of the impcrt this had in the protocols.
It was found that the category when 1isolated was not

significant enough to have been designated separately.

Knowledge Accessing Modes

As previously noted, the administration of the K.A.M.I.
previous to the interview was found to be an excgsllent
stimulant to the participants in their thinking about
themselves and their processes. In devising such studies, it
is advisable to integrate such instruments as K.A.M.I. into
the research design to sponsor greater introspection and
verbalization, as observed elsewhere (Coombs,1987).

Due to insufficient size of sample cells, no statistical
treatment was possible of the K.A.M.I. 0f the twenty-four
participants, six were of the rational mode, nine were of the
empirical mode, six were of the noetic mode, and three were
designated to have ‘'flat' profiles, not indicating a
significant preference or knowledge accessing style. It is
ﬁarticularly interesting to note that when answering the
initial question referring to previous thinking about the
subject of everyday problem solving, there was a decided
difference in the modes. Fifty percent of those subjects who

had a dominant rational mode had given previous thought to the
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idea of problem solving, twenty-two percent for the empirical
mode, thirty-three percent for the noetic mode, and sixty-
seven percent of those referred to as having a 'Flat' profile.

Limitations _of the study

Any particular approach to the study of human cognition
is 1likely to clarify some aspects and obscure or distort
others. There may be biases inherent within the interview
questions. The responses of the participants may have been
mitigated by the interview process itself, the novelty of the
subject, other partiauiar predispositions to the experience.
There are no doubt significant components of the mental models
of these individuals which were not brought forward within the
interview process.

The methodology itself provi_es some limits on the
study of this subject matter, such as a lack of criteria or
adequate explicit standards of procedure for the analysis of
the content of this type of protocols. Despite this, however,
the author still considers there were greater advantages than
disadvantages to the methodology.

The interviews were conducted in pairs due to the
aforementioned advantages. There are however, possible
limitations to this choice. There exists the potential that

the responses to a jquestion by one partner may influence the
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trajectory of the other's thoughts and verbalizations. These
interpersonal dynamics are an inevitable consequence and must
be taken into account in acressing the data attained.

Due to the subjective nature of the content of the
material, the coding becomes a formidable task. There is an
unavoidable level of inference intrinsic to this process, both
cn the part of the researcher and on the part of the

independent coders enlisted.
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CHAPTER &
DISCUSSION AND CONCLUSIONS

A significant contribution of the present study rests
on tts utility as a vehicle through which the participating
adults could express the fundamentaily 'human' dimensions
implicit in everydav problem solving. The interviewees took
personal risks in their self-disclosures, which facilitated
meaningful introspection and produced rich data from which to
understand their mental models of everyday problem solving.
These narratives evidenced that each individual has several
themes around which his/her ideas revolve.These nuclei seem to
be the barometers upon which the subjects viewed themselves
and others as problem solvers.

Having rarely ever discussed this 1issue, participants
had to struggle for vocabulary and content. The natural
tendency seems to adhere more to the mundane level of problem
specificity. Once participants were overtly directed to
discuss process, they needed little assistance to maintain
the dialogue. Each individual expressed self-referential
interest in what he/she had kzon able to verbalize, and in an
éuxiliary way about the problem solving process itself.

One of the most interesting elements of the findings of
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the present study lies in the omissions; the metacognitive

awareness about evervday problem solving is elearly lacking.
This 1is evident in the nature of the remarks made by the
participants as well as in their admissions of a paucity of
understanding and conscious perception about how they
administer these problem solving processes, despite their
importance as determinants to personal success and happiness.
A case in point may be made on the basis that little self-
monitoring was done during the interviews themselves.

The study establishes the existence of mental models
held by adults about everyday problem solving. For many,
these models are disjointed, fragile, and lacking in
metacognitive perception. Time and again, these individuals
remarked on how difficult it is for them to stand back from
their problems and emotional entanglements to clearly
identify the source problem. Some participants displayed
what Brown (1978) classifies as 'secondary ignorance'.
This may involve a lack of metacomprehension or a 1lack of
understanding of what one does not know, or a lack of
knowledge inference about what is possible to determine and
what isn't. Unfortunately, the failure to acquire enriched
ﬁetacognitive knowledge is to some extent the result of self-
defeating beliefs (Borkowski et al,1987). This lack of

confidence is a touching element throughout the confessions



made by most of the individuals questioned.

Another relevant omission lies in the sparse reference
to personal philosophical,religious,or similar other
theoretical orientations, which often, on a metacognitive
level are the conceptual abstractions from which solutions
are directed.

Many individuals admitted to practicing substantial
degrees of denial and problem avoidance. As a criterion for
significance, people expressed that if a problem went away or
could be resolved without much effort they would consider it
minor. Priority was ascribed if a problem was persistent or
emotionally compelling.

Contrary to the beliefs of many educators, the
individuals canvassed in the present study had little
interest in the formal aspect of problem solving. Their
quandaries and expressed needs were decisively within the
subjectives realms of problem solving. Very few of the
twenty~four adults interviewed said that they have given much
thought to the problem solving process in general or to the
specific ways in which they go about it in their personal
lives. Fifty-eight percent of the individuals attested to
using no method in their solving but relying on intuition or
strictly ad hoc responses, contingent upon the situational

variables and moods prevailing. They believed experience and
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self-confidence to be a priori conditions of effective
problem solving. There 1is a congruency to the message
delivered by the participants. Their greatest concern in
problem solving lies in the interpersonal dimension and its
intrinsic complications. With almost total accord, they
identify communication as the most important and most
difficult element in any resolution process. They find the
most confoundings variable to be the emotional entanglement
within everyday problems and the inherent struggle to gain
perspective and remain objective,.

Within the cognitive process of problem stages,
significant concern was expressed by the interviewees that
problem identification was the most difficult part, often
convoluted by childhood, emotional, and interpersonal
factors. This appears to be often an illusive and
overwhelming task for many, one in which they were decisive
they would like help.

When asked to articulate their educational needs or
suggestions for others', the message was remarkably clear.
The demands of everyday problem solving, as expressed by
these adults, are such that they are lacking in conviction
that the required skills can be taught. They feel people need

to learn how to identify their problems, have some simple



106

steps toward solution which are applicable to emotionally
laden dilemmas. They want to learn to effectively express
themselves to others and develop acute listening skills with
which to hear the problems from the ocoint of view of the
people with whom they are involved. The participants
described problem solving skills as applied to everyday
contexts as ones they were never taught, but rather learned
from experience, role models, or social interaction. They
were emphatic that problem solving should be taught to young
children and that it is a responsibility and opportunity
incumbent to the educational system.

The findings of the present study are articulated
through the conceptual framework of Holland et
al(1986). These mental models are fundamental elements in
human cognition. Faced with the novelty of having to
verbalize their implicit theories of everyday problem
solving, it is evident that the type of triggering conditions
described by these authors are not being fully utilized by
many people in their processing. The individuals seem to
struggle to bring the knowledge, experience, and subjective
intuitions together to enhance their metacognitive awareness
of such an important body of skills as applied to problem
solving. There seems a decided lack of integration of these

variables, to the expressed disadvantage of the individuals
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involved. The views expressed reiterate Vygotsky's contention
that the social context in learning is highly influential and
is important to the development of metacognitive skills.
Unfortunately, there appears a significant discrepancy
between the amount of learning these individuals have had in
problem solving and the requirements of the genre of problems
reality bombards them with. Although attention has been given
to the importance of social modelling for children in the
learning context, perhaps it 1is a necessary reminder tc¢

educators that the need continues to exist throughout the

life span. Adults are perpetually facing novel situations in
their lives and the expressed need exists for assistance 1in
developing increasingly effective coping abilities in problem

solving.

Educational Implications

"Problem solving is a nearly ubiquitous human activity;
it is doubtful whether anyone spends an hour of
his 1life without doing at least a little of it."
Simon (1978,p 272)
As is evident in any sampling of people, there is a wide
range of cognitive abilities. These individual differences

may be described as propensities rather than capabilities,

and as such may be affected by values and expectations. Baron



{1981,p.291) suggests that propensities, "unlike capabilities
are to some extent under veoluntary control and are therefore
more subject to influence through education”.

It goes without saying that there is an explosion of
research and instructional material on the development of
cognitive processes. The past decade has identified problem
solving as an important domain for study. The processes
involved are deemed a basic life skill essential to
productive living. People are evaluated continually by
themselves and by others on their ability to be effective at
problem solving in individual, intra-group and inter-group
contexts. Problem solving has become a clearly established
goal of contemporary education. Robert Sternberg (1985)
reports that our modern western culture defines problem
solving asc one of the three streams of intellectual
ability.

In an effort to service the educational needs of the
adult population, it behooves the researcher to get in touch
with how people view their problem solving and what they,in
fact, would like assistance with. It is novel to the research
in problem solving to ascertain and utilize the substantial
body of experience and metacognitive awareness of the adult

learner in this way.
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APPENDIX A

INTERVIEW FORMATS FOR PILOT STUDY

FORMAT #1

A,

WARM-UP:

Explain procedure & expectations {stressing that the study is

on process)

participants are to have continuous dialogue

experimenter will only intervene to encourage dialogue

the necessity of speaking loudly enough and clearly enough
to preserve the content on tape

PRACTICE SCENARIOS:

You are walking through the woods. someone breaks a leg.
How do you deal with this?

You are meeting a foreign visitor at the airport, but you
do not know the person's flight number. How do you
handle this?

PROBLEMS TO SOLVE:

Could you tell me how a problem was handled by you, a
friend or relative?

What do vyou consider was effective or ineffective in the
handling of the situation?

SEMI-STRUCTURED INTERVIEW:
How do you usually approach a problem or difficulty?

How do you usually proceed once a problem has been
identified?

. Where do you think most people have difficulty in their

problem solving processes?

Are these difficulties you experience?

. What do you think most adults would like help with in

their problem solving?

a) What suggestions would you have for a course or a
workshop on problem solving?



APPENDIX A (CONT'D)

INTERVIEW FORMATS FOR PILOT STUDY

FORMAT #2

A. WARM-UP:

Explain procedure & expectations (stressing that the
study is on process)

a} participants are to have continuous dialogue

b) experimenter will only intervene to encourage dialogue

c) the necessity of speaking loudly enough and clearly enough
to preserve the content on tape

d)} be explicit about not trying to please the researcher, and
that the more they say the better.

B. PRACTICE SCENARIOS:

1)} You are walking through the woods. someune breaks a leg.
How do you deal with this?

2} You are meeting a foreign visitor at the airport, but you
do not know the person's flight number. How do you
handle this?

C. INTERVIEW:

1. Have you given much thought to how people solve
problems?

2. What is your understanding of the problem solving
process?

3. How do you usually approach a problem or difficulty?

4. Where do you think that people have difficulty with
problem sclving?

5. Are these difficulties which you experience yourself?

6. What do you think that most people would like help
with in their problem solving?

7. What suggestions would you have for a course or
workshop on everyday problem solving?
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APPENDIX A (CONT'D)

INTERVIEW FORMATS FOR PILOT STUDY

FORMAT #3
A. WARM-UP:
Explain procedure & expectations (stressing that the

study is on process)

a) participants are to have continuous dialogue

b) experimenter will only intervene to encourage dialogue

¢} the necessity of speaking loudly enough and clearly enough
to preserve the content on tape

d) be explicit about not trying to please the researcher, and
that the more they say the better.

B. INTERVIEW:

1.

N

Have you given much thought to how people solve
problems?

What is your understanding of the problem solving
process?

How do you usually approach a problem or difficulty?

Where do you think that people have difficulty with
problem solving?

Are these difficulties which you experience yourself?

What do you think that most people would like help
with in their problem solving?

What suggestions would you have for a course or
workshop on everyday problem solving?



APPENDII B

PARAMBTER
{onstraints
tige

ongoing
amount
solves problen

probles constraints

consequences
paguitude

problem ownership

self
aad others

context{situation

CODING GRID POR PILOT STODY

OBFINITIN

external factors which influence process
effects of time on decisions

conticuous Eactors which need to be dealt with

degree of urgency in situation
self-resolution through passage of time

elements which determine the sigaificance of problem

degree of severity of problem outcome
size of problea

degeee of control over problen

full jurisdiction
shared jurisdiction

factors in the eavironmeat with affect solution

affective variables
facilitating
gaining perspective

confidence
support

judgement /common sease

sotivation
effort expended

iahibiting
confasion

denial
stress

emotional or attitodinal orientation
emotional or attitudinal elements which enhance

ezotional distance from problem
belief in ability

encouragement frow athers
insight iato process

desire to succeed

energy exerted

enotional or attitudinal elements which hinder
gncertainty about eiements

uewillingness to address problee
2 feeling of pressure

w093



APPENDII B (cont'd)

PARANETER

interpersonal variables

cozaunicating

for personal benefit

for purposes of agreesent

conciliation

intervention

C0DING GRID FOR PILOT STODY

DIPINITION
necessity of interacting with others
talking with others

seeking help through verbalization
discussion for purposes of resolstion

compromise with others

seeking or receiving assistance with process

executive control functions

understanding

probier identification
options available
formulating 2 plaa

priorizing
clarifying {focusin

evaluating complerity

systematic approach

cognitive processes which determine solution path
being aware of the salient elemenis

being avare of what the problem actually is
knowing what the altermatives are

knowing hov to attack the problea

estabiishing relative importance of variables
disregarding extraneces elemeats

deternining degree of depth of problea

enploying some form of structore toward solutipn

expertise

peior knowledge
ractice [ experience

training (practical

training in the home
professional

formal education

individual components which contribute to soecess
knowledge base of individeal

familiarity with generic problea

instruction in applied context

influence of home eavironment
instruction within 2 diseipline

instruction in school enviroament

copg

B:Comp

B:5y

Bx:

Bx:Kn
Bx:Pr
Bx:Tr

Bx:Tr-h
Bx:Tr-pro

Bx:3d
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APPENDII C PARANBYRR goss
Loastraints C: time -ongoing C:T-on 5
time -apouat Clmamt 5 C:T (1)
time -soiution CiT-s0l 2
problea- tonsequences C:P-con 3 C:P (18]
probles- magnitude C:%-gag 8§ C:57
ownership ~self C:0-5 T G0 (18}
gwnership -and others C:0-0 7
context/situation C:¢fs 15 C:¢/5 115)
affective variables k: 1
facilitating A:F 1
gaining perspective A:F-per 11
tonfideace A:F-con & A:F (28]
support A:F-sup 1
judgement /comaon sease A:F-jud 2
gotivation A:F-mot & A:60
effort expended L:F-eff 2
inhibiting Al 17
confusion h:l-conf 3 AT {32)
denial A:I-den 6
stress A:f-str 6
interpersocal variables I 110 (3
compgnicating I:C 7
for personal benefit [:Coper 3§ I: (20 L[:N
for purposes of agreepent [:C-agr 8
intervention f:int 10 Iat: (10}
erecative control understanding B §
fugetions B: problea identification B:U-p 12 B0 {281
options available E:l-0 b
formolating 2 plan E:0-pl & E:75
priorizing B:P 22 B:2 {22}
glarifying {focosin £:C1 8 B:F (8)
gvaluating complezity B:Comp 8 EB:Cl {8)
systesatic approach B:5y 9 857 (9)
expettise prior koowledge B1:la 2 Br:fa (2}
Bx: ractice [ erperience Br:fr 16 Bx:fr (16)
trainiag (practiea Br:fr N Br:48
training in the home Be:Te-h 5§ Bx:Tr (19)
professional Br:Trep 3
formal education Br:Bd 11 Bx:ed {11}

TOTAL ¥UMBER OF CODED RESPONSES: mn



APPENDIX D
LETTER OF PERMISSION

i, the undersigned, agree to participate in the research
study on EVERYDAY PROBLEM SOLVING conducted by Margaret

Herbert, from the University of Ottawa Faculty of Education.

I understand that my participation is entirely in
confidence, that my name will not appear in the report. nor

could my comments be traced back to me.

DATE:

I, the undersigned, agree to allow anonymous exerts of
my comments to be used in text by the researcher, Margaret

Herbert.

DATE:




APPENDIX E

PARTICIPANT INFORMATION

NAME: SEX: M F

ADDRESS:

PHONE:

AGE: A. (25-30) B. (31-35) C. (36-40) D. (41-45)
E. (46-50) F. (51-55) G. (56-60)

EDUCATION:

PROFESSION:

1. Have you taken any courses, or workshops in problem solving?

2. Have you read any books on problem solving?



KEPENDIT F SAKELE PROTOCOL

PROTOCGL TWQ /SUBJBCTS TRRER AND FOUR

54

§

S4

§3

['n interested to koow if yoo have given much thought to how
people solve probiems ?

Kot really, sometimes I wonder how they do it, but [ doa't
think of it, not something [ think of too much.

[ sometimes thiok, 20t so guch how other people solve problens,
as hov better | can selve & problen. Sometimes [ think that I
don't get to the point on 2 problem and recently

when [ was at the school on & career day, [ said that

engineers were problea solvers, I was thinking about

could 1 solve, how would I go about soiving some of the probless,
aaybe in oy mind, how would [ do it. [ think about it that way
sometimes.

¥hat is your understanding of the problem solviag process?

You are presented with a problem and you have to solve it,
really, whea [ do it, | 5: simplify
try to keep it simple,

---------------

figure out what's wrong, sit down and §: p ident
try to analyse what different types of soletions cam do it and

then go through the different , or what I've come zp with that

might be possible solctions and

pick the best one, sort of §: explore
ran through different sceearios and try and alternatives
figure out exactly which one I can use,

wkich one will give me the best result. It

Bay not be the way other people would like to see the problenm B: indiv diff
solved but it gives me the best result. thats what I'i] use.

[ think I approach problems two different ways,I vas thinking

vhile you were saying that, thats hov { approach C: relative
problems arosnd the house, like the kitchen's too small, how

can I make it bigger,but thea whex I deal

with people, 2 lot of times when you are at home, its kid

related problens, neighbour problems, friead problems,or people

phone you up with a probles with their kid for help, what shecld

I do? I think those are slightly diffecent types of problems,

you don't deal with them the same way as getting from Greeabank B: pp > diff
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54

HEY

to here as quickly as possible, you sort of thiak of them as.

tc me anyway sometimes what you ses on the surface

isn't the real problem sometimes with people probless, where as

its black and white sometimes with a probles, there's aal enough

light 1a a room and how can i make it brighter, put a sky light

in there's different levels of prablem solving thare,

differeat solutions you could do, bet

vith people sometimes I thimk that this person is acting rude to  Af: confounding
you, say, but maybe the problem isa’t that they are a rude person

its other probleas going on in that persons life that makes this

just 2 manifestation. I think that people problems are B: pp > diff
not the same at all. And how you solve thea is very different.

Yes, I don't disagree with that, ! tead to , well if I'a

dealing with 2 person problea, I tend teo sit back and

listen & little more and B: listea
see what's going on and either I shut up and say nothing

hecause its not my place to say anything, or if I'w asked,

I give ay two ceats, whether its what they waat to hear or

they don't want to hear. If I've been asked I'Il iet them know Con: diff
vhat @y epinion is.

Sometines don't you find, I know this with my friends,that when

they have got 2 problem, they phone and say ob I've got this

terrible problea, and they start

talking about it and talking about it Con: BB
they solve the problem just because they needed to get it off

their chest. A lot of people problem,get..just by talking if

you listen and maybe

nov and again inject some questions to aake them think zbout

what their problems are

I think beiag a good listemer caa help,

a lot of the other person solve his probleas sometizes when you

have a probles, just talking abaut it with scmeone whe is

villiag to listen, I find

that I answer my own question or I will selve it just by being

able to talk about it with somebody becavse [ can verbalize it Con: listeaing DB
instead of thinking abost it, I find that the

verbalization brings out the asswer a lot of times, because

its there, usually it's there, its sitting in the

jungle of differcat thoughts that are running around your head,

s0 that will help too
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§4

| was reaily thinking aboet this the other day because | was
doiag a bit of 2 people problem, thats kind of 2

gut thing thats semething you

tearn over the years,

when you are z kid dealing with people problems is something

jou can't do,often you learn that,{rom social imteraction,

the older you get the hetter you get at it oftes,

if you leaen from what you see and what sou do.

Yea, 1 agree with that but at the same point in time I've
goticed that the way we solve problems is differeat than

the way other cultures solve problems, its just the way,

| vas talking to my dad the other day about it toc, we sort of
agreed that our society is so generated on educalion

vhere others are got fecessarily that generated.

The education has made us good problem solvers

whether or not we think we are, generally we are because

our educationa! background

or are taught from an early age when we are going to school

and school is & big problem for most of us,

its a big problem a big puzzie so you learm, it just becomes
intriasic that we become good problem solvers and

the further, the better educated we get, the easier it becoames
to solve 2 prabies.

Or maybe you're more analytical, like | have 2 lot of friends
who are Chinese, for example, my best friend is of Chinese deceat
and its very auch more, in their cultore its

pore analytical and there's less of the social, how to describe it,
when she has & problem, its

very hard for ber to handle people problems and social things
because its something that was never impoctant like, but

give her a math problem or a computer problem, she's just so
excited, but if its a

child problem, feelings and social things are

not the least importaat to her and her family, but thats more
the way she was raised, she's much more asalytical I find.

For us, 1 guess, we're more geperalists becanse we are, !

guess Aaglo-Saxen or whatever you want to call it, for lack of 2
better term, we're more people oriented, its

important for us te develop im the culture znd

develop as a grovp to be interactive,

within the family, and outside the family and so I thiak that is
one of th: reasons we're are able to come up with soluticns quite
easils.

§: previous
experieace

B: indiv diff

B: edec enhances

B: iadiv diff

B: personal
philosophy
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I've never sat down and figured out 2 lot of why { solve problems,
I just sort of let it happea. I don't know if that's usual or if
thats unusuval but

! find it will come, it might take a day i mights take a weak
but depending on the complexity but

it wili come, it will be there.

¥hat do you thiok that wost people have difficeity with in
their problem solving?

[ think, ideatifying the probles, first you

have to know what the problem is, sometimes 1 think that

people can't really see the problem for all the periphery,

and all the other stuff that clouds it,

then sortiag it out, I've noticed that often people

don't know what's the problea,there’s a lot of syaptoas,
especially with people probleams, there are

syaptoms that have nothieg, if you know what [ mean

--------------------

So sometimes you have to find out what the problem is, which

is true of amything, sometimes around the house

vhen sodeone is bugging me, I ask what the problem is and

every tise you try to break down the problem into Iittle probleass
and once you have 2 bunck of littie problew oo find

little solotions which solve the big probles, it

seems to work sometimes. I think that sometiaes

the problea feels overwhelming for some people, If

I'a talking to some of y friends, there's a problen and

they don't ceally know what the problem is, they

just ¢an't feel right or there's a problem in the house,

the husband is nmot talking to them, the kids are acting up,

what is the problem, sometimes there isa't a problea,

its just a aood thing and they think there must be some peobles,
azybe my husband doesn't love me anymore, its

often just a wood thing that they are going through or

somethizg like that,

sometines there isn't a problea at all.Sometimes people look for
probless and there is no problem, it that makes any sense..

It does

¥ith my job,my job is a problem, its 2 job of probles solving
aod 1 do a lot of research and 2 Tot of letter writing, [ have
to talk to 2 lot of people during the day, an the phone, so
sometimes you get, or develop the knack of being able to

read throogh what other people are saying Lo you and you know,

118

B: p get solved

B: ¢ indent diff

§: p breakdom

Af: p indeat diff
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§4

§3

1

i get to the point where [ caz tune them out o

ler them taik bt [ know what they are saying anyway se

[ %now where to go from not paying attestica to them and
sosetiges 1t backfires, but a iot of times it doesz't.
Somewhers, semeplace somebod: will say something ,they

pay be saving oh this is the problea, but when

you listen to them and yoo hear what's going on

you know thats not the problem. For =e

a big key, is to talk about it, if you taik about it thes
gven if you are talking about something that

reaiiy isn't the probles, the probles will come out, and
somehow you caa solve it. I think

if coamunication breaks down then thais the end,

you won't be zble to selve, If its interpersonal then

you have to be able to communicate, if you can't commumicate
you're not going to solve anything. If it isa

personal problem you vant to deal within yourself thea

you have sart of figure out how pou're going te do that

by yoursel{ and in a group the best thisg is to comswaicate,
whether its in writing ot talking but I think communication is a
big aspect of trying to solve probless.

--------------------

| think a lot of people have trouble comsunicating,

¢ lot of people don't feel comfortable communicating
in a group of people they know, but jyou get thes
alone vith people they don"t know, they'll comaunicate

--------------------

Yea, basically I thiak its that old adage, I may never see
this person again,and | don't have to worry about embarrassing
ayself..

--------------------

Ho.Yea, sometimes it is easier to pour it oul og 2 stranger
because they are so discomnected to everythimg thats goimg on
and because they are disconnected, you caa get an

honest opinion froa them..

its a third party, its good, I've doge it,

| don't knov many people why haven't dome it.

Ro.or call a dey cleaner, this is like a saall town, you kaow
everybody, it will come back..

g: listening

Com: 13

Com: diff

fon: 3rd party

B: 3ed party

>
-~
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D fiad being single. when I have a probien [ oo to 2y close

friends, 1 cen comsuaicats with them well, but if I don't Com: 1B
communicate or they don't communicatez, and there's 2 prablenm it

doesa't gat selved.

Nv {amily is here in Ottawa and its fairiv close, if I

have grobless I've always got my faeily 1 can go to

acd talk to but when they give Fou their answers its always B: support
suppart and that aay not be the best answer you need from them.

They are there to support you and thats what a fasily is suppose

to do. Because they are family they

may not want te tell you the truth, they want to support you

and thats happened. Your friends will give you 2

different aaswer, and you go to 8: 3rd party
3 third part aod sometimes that third part is the best answer

and they will give you the selution, only because

they don't care

That may be cold and it may be cruel but its the truth, its

the answer, because you are looking for the ansver B: trath
it doesn't mean that it has to be the answer that you wamt

[ think teo, like you were saying about communication, verbal
communication znd unresolved probiems,

somatines varesolved problems, they sit unresolved aad

if you are the type ,like [ 2@ 20d a lot of people are,

that if you have problems you are keeping that probier inside
even if its not really a real probiem, you are keeping
soaething inside of youo and maybe its

pakicg you grouchy or rude or depressed or weepy or whatever,
because its a syaptom of what's inside that Af: coof
should really come out and get on with your life, and

sometimes other people see that and that caeses

farther probless because you ate

igteracting with these people on a level that is maybe a

little out of character or @aybe its becoming aore your
character because you have these uaresoived issues inside

that creates more problems whereas if sou get these things
resolved or at least just

speak vour mind and say well, ['m feel a little weepy today
because instead of just acting all weepy, sometimes if you have
those unresolved problems....

If its close usually body langnage will tell me,like if I

kaow the person, they doe't have to say anything, you read the
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hody language type of thing, that will tell gou B: con ¥B
something's going on and you can start

comsunicating with thes that way. 1 always vill

respect someoae’s privacy too, if they don't want te talk

about it they don't have te talk about it cause that could cause Com: insight
another problem you don't need to have there but there's so much

going on in society now that in 3 certain respect there's times

when you doe't want to get involved anymore there's just too much  H: take approp
going on..

--------------------

There's too auch in the paper, everything is a problen..

It almost desemsitizes, sort of putting, like those jurors

had to vatch that Rodney King tape 150 times, you have got to
become desensitized to watching that guy get beat up after the
thirtieth or fortieth time well O, hete he goes getting hit
again, it doesn't do anything teo you anymore, there's just so moch Af: take approp
going on outside and you're getting buffeted with so moch
information and everything that just happeas os a day to day
basis, just

keeping your sanity somaetimes just takes a lot of energy.

¥ith fencing, and everything [ do, I see a sports psychologist,
and we are trying to get thiegs going on the right track 2nd

one of the things that we've found and we've watched in

the attitudes in the kids who are fencing, they've got

no pressure on thee to do very auch and there's really no,

like on the kids 15-20 that are maybe just befare university,

in their attitude they are really carefree,when you look at

some of the adults, ayself included, and you watch what's going Af: takes effort
on and jou try to disenfranchise yourself

from the stress of work,and everything else, of payieg the bills,
and just makiag sure yoo've got food on the table and everything
else, thats a big problem and to

try to set it agide and to concentrate on ome thing, like in 2
fencing tournament, it takes a lot of energy, aad if you are
constantly doimg that, there's got to be 2

certain amount of energy drain

that goes on just in the norsal course of the day, that sometimes
you don't wagt to have anything to do with other people's
probiens, because you are so

tired of solviag the daily problen,

sitting at home watching TV is enough,l koow I felt like that
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after days aiter work when all 1've wanted fo do to go home and
ture on the bube tube, and Af: esot distance
not even want to talk te ay girifriend,

or 10t want to talk to oy rooammate, not want to talk to arybody,
just sit down and watch IV hecause I've had it. The day has tzkea
so puch sut of me that : don't wamt to do anything, and being able
to have that quiet time for myseif, to let it sort of hang oet so
te speak, I'm ready for the next day, and I find being invoelved

in a sport, ia another sense, that its another thing that I cae §: wethod
get problems out or 1 can work them ot through physical exertion
and [ can go home 2nd sleep well and I'm really ready for the next
day.

I've been raised, in our family, if you have a problen

vou discuss it, ve're big on cosmunication, we're also big on
velling and screaming at each other aad tem miautes after its over
vith and you go on as if nothiag has ever happened. Com: HB
it works, for us it wotks, that doesn't mean that its going to
vork for everybody else, I thing you

have to find what works for you and use it.

You were gentioned about the sport outlet, its really easy to
become insulated in your own 1ittle world, four walls and the kids
or whatever,that you See very

small things that are real none issues as mzjor probleas,

which is a rezl danger, you becoae so iato yourself, and

into that little world that wau don't see the big picture,

this is not a probles, nov smarten up, get out of your chair amd
get on with your life, you've got it good when so much eise is
happening out there. A lot of times

its not a problem, its just one's own..often my girl friend will
call aod say, 've got a problem, I've got a problenm, she's phoned
everyday at work and 1 say, your problem is that gou

need 2 kick in the but, you have a great hubby, a fabelous job,
the world's greatest namny, pots of money, a great house,

vhat's your probles? Ok, maybe I doa't have 2 problea! I'd been
hearing this for weeks, I thought I'd better say it, because [
couldn't figure out what the problee was and [ had

giver up listening anymore, and she said B: gain persp
"Right, thats a good point®™ and that was the end of that.
Sometimes we 2ll do that, its very easy to fall and when you do
turn on the TV sometimes and you do see some horcor stories frea
far off lands, they are always so much worse than your problews. |
always try to think well saybe mine are none issues.l think that

--------------------



coamenication thing .5 realiy good.

In oy family, with uy pareats,

there was never 3 problea solved since I was bora, there they Cox: BB
are,there stiil there, we just

don't talk to them, they dom't talk to us and they

don't talk to their kids about problems and

theit kids don't talk to them about probleas.

If people listen,friends would come over, and if we have 3
disagreesent at the house, we'd yell and scream at each other, 2ud
people ...the world's ending, type of thing, and thea five minutes
later, ..you'd blow off the steam or you'd get it over with aad
ther its over with and that is

sonetimes that's all you need is that pressure release valve goes
and with your family you know that they are going to love you
aftecvards anyways, so if you've got 2 good family,

you'll say things to your family that you won't say to your
friends or [ woulda't say to my giclfriend because [ Com: support
know it would damage the relationship but I can go home and yell
and screan at ny Nom and Dad, or wy brothers and sisters, and know
that whatever happens they're still goiag to be there. The saying
is true ‘bloods thicker thae water', and 1 have that pressure
release valve thece and it helps. There's things I caa talk to ay
family that I can't talk to anybody, or say te anybody else, I
know thats there so if you don't have that it could be hard on
other people. [ would think !'a luck im that semse.

Some people, [ don't think thats am aveaue thats open to some

people depending on the family stroctuce that they have, Having 2

family outlet is important to solving the probleas, a faeily is

sort of a mierocose of what goes oz in society but at the same

time its very much different. Thete is 3 lot of segmented families

out there in society now, and thats got to be Af: support
confusing and hard on kids and other people. two Moms 2ad twe Dads

because of divorce. I'm luck, it was a stable family.

Like evergbody else, ve had our problems but it was stable,

it vas good, didn't lack for anything, but I

dida't get everything I wanted either, so I leacrned

from that, thats a way to solve probleas in and of itself. If 1

vanted something and my parents weren't going to give it to me,

how was 1 going to get it.Its 2 minor thing, but to a kid, it caa

be a big thing so that if I wasted a new bike, well you've got aa .

old one, make it do. But its aot good emough.. That's a problea B: take approp
so, what did you do, so I'd go cut grass and earn the money to do

it.That was easy, it wasn't a big thing, it was 2 big thing back

thea. ¥hen | think abeut it now its really ainor, but it taught

independence and at the same time the support was always there, |
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think thats & key thing te be able to be successful aad thats
problem in itself, tryieg to be successful, living up ta what you
thiak everybody elses's expectations are of yea, that can be a
huge probiez to some pecple

Touching on that bicycle thing, [ thiak it was really good

because we've had these students through our house and one of the
things we've really noticed is that the mom and dad have solved
all the kid's probiems.

When vou solve somebody elses probleas costinuaily ail the time,

I really believe that it takes a certain amouat of pawer out of
their own lives. Solving vour own problems,

ve don't have a Lot of comtrol in a lot of ways over cur own
lives, we pay dur taxes, there are certain things you just can't
do and at the end of the day sou have to put thing on the table,
and one of the things

when you are growing up is usually your patemts

have a lot of say over what jou are up to but solving cectain
problens like that gives you some control, something to have a
little control 2ad power over and if you take all that away from a
person its like this , you can play and be happy and watch a video
and drive that aew bike dad bought you but its just handed to you
and its like somethiag missing,I'e not sere if its power ot
control or what, some type of taking charge over your own life is
gone and [ think thats really a dangerous thing because you need
that even when you are little and its some part of you life you do
take that.Bven a two year old needs some type of control aver
their own ife too and if that means for exagple having a probles
and having to deal with it yourself, like a kid in the scheol yard
punches you, now is momey going to run over to the school and say,
doo't puach ay kid agaic or 1'1l punch you but mothers do that,
but [ don't think thats OK because children have te have that
control over theic lives and also as

vou learn those problea solving thiags a6 you grow up

vhether its 2 two year old trying to figure out...well my two

year old figured out you just get a chair amd open the cupboard
and climb up, there's a problee solving thieg,

she's learned how to solve this problea , but I

thisk that as you grow up and you practice ways of problem soiviag
it nakes yoo a better adalt, it

teaches you initiative because you have to think ..

I've got a problem I've got to solve it,if I'm going to go to
schoo] tomorrow and this kid is going to punch me again or

I teally do want those roller blades and I'm goicg to figure cut

2 vay of getting them s0 as an adelt you doa't

sit there waiting for people te solve your probless you are

going to take the imitiative

B: take approp

B: take approp

B: childbood

132
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Getting away with things you werea't sup_ ised to

helps you solve probless. I thought I got away with 2 lot of

things I vas deing as a teenager but my parents kaew about it

bet in the long rum it wasa't hurting angthieg so they

lat me get away with it, B: previous
being conniving, its a bad word but, being coaniviag and trying to e1p
snezk around and tcy to do things is probles solving because you

ate trying to out-wit your parents. Ky dad was am intelligence

officer in the armed forces and 2 Churck Ninister and he

can think of everything weil ahead of anybody else, when you are

trying to have an atgument with him, I've learned theough

experience that if sou are going to

discuss you make sure you have Com: IR
everythiag well prepared before you go talk to him because he'll

twist you up and have you turned zround so badly you woa't kaow

vhere you were coming from before, but when we wanted to get away

vith something you had to prepare really well, if you want to stay

out, sneak, do something you werea‘t supposed te do you had to

prepare for it so you had to solve that problem, we thought we did

but they knew what ¥as going on anyway. Being a teenager...

--------------------

Taking control but in your owe mind because you thimk you are
getting away with it regardless, as a 16 year old ou don't think  H: take approp
your pacents know, you've gotten away with it , its not watil you
are 10 years old and you are talkieg aboat it ...we knew, s0 its
15 years down the road that you find out ..

[ think thats good that you can talk to your pareats about
problems because in our house it was just never something that you
did and it was always something very funny too because if you did
have a probles and you solved it in a different way you weat to 2
gitl friend or a teacher or scmeone and you told your problem and
they heard about it ...¥hy dida't you come to us, we're your
parents, bot I thiak that problem too Iike your goisg to open that
up like you've got to communicate with the kids, like ay parents
vould never bring 2 problem up to us, [ remember when [ was about
§ or 9 the word economize...l was so frightened, we wvere
‘economizing' it was just so scary, [ thought gosh, we've got no
food and no money bat what it meant was that my mom wanted to get
a gev house or something, there was 2 certain amount of cut
backing going on, but they never discussed it with us , it was
noae of our business and here was a parest, it was aoee of oor
business to know what ‘economize' meant or why or if there were
any other problems goieg on, they

never discussed anything with us Com: support



36

54

53

8

134

and then we turned around and weat to 2 friené or a teacher or a
neighbour's mom ..shock..why woulda't we come to the parents
because they were our parents, I've never felt comfortabie with
that to this day because ! think that as an adelt, kids cam take a
fot, kids are a lot more adaptable that adults wsually and if ['p
having a bad day or having 2 problem, [ don't thiak tha: I
shoaldr't talk to ay son about it ...we're having 3 real problen
nov fike there's a strike on at work or something,

we just can't take that holiday this year or

talking to hia about the problems so its not scary,mystericss
thing because children are really good at understanding and Con: 13
then they will come to you with their probleas.

¥hat do you thiak most people would like help with in their
problen solviag?

--------------------

That depends on what the probles is... C: relative

--------------------

Yea, I think so. Depends on you too and | guess the

relationship you have with other people 25 to whether or ot they

trust you as z confidaat to be able to give you the amswer or B: trost
tell them the probles, I think what your relatioeship is with that

pecson is going to detecmine what tyoe of problem you are told

about, whether its big or saall.

[ think too there are 2 lot of problems you can't solve ,

there really are. There are somethings you caa't evea help with,

nebody can help with, like your back problem, nobody caa,

you need to get it off your chest,

you're feeling down maybe but mobody can

do aaything other than do grocery shopping, make sure you are B: some solvable
confortable but its not going to solve the problem, but its

comforting to get it off your chest. There are other problems that

you can actuaily solve, maaybe a parent who really can't take that

kid another time because she's already hit her once this morning

and she's going to hit her again, she's just feeling so bad for

vhatever reason aad she's feeling so bad imside that you can say

"why don"t [ just take the child for lunch” you can selve the

probiem , remove the child, that type of problem but sometimes ail

it is is listening.. Con: listening

Do you think that people want belp in the processes they use?

Sometimes...

--------------------
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the listening and talking, maybe they have gone through this

in their brain for weeks or days or whatever and have & big

headache trying to solve the proble, and they really need to do

it verbally, they've beer thinking about it for a long time and

now they really need to get it off their chest, also Com: 1B
little bits of feedback so

they can see the path they took was reasonably logical,

somebody more objective,because obviously you are not necessarily
abjective yourself on a personal problem so that they can see

the path they took and their problem solving was OF and

then almost like they reached a couple of teatative solutions they

have been thinking about and sert of getting

some positive feedback on that,

a feeling that this was OX, that they have done 0K,

not self-esteem, but giving them, confidence, that aaybe that

course of action really is O, maybe they ate going to tell their Af: self-c
hesband to smarten up or go live with him mother, I think thats

part of it too, giving them confideace

1've had the sitecation where close friends or even family

have handed problems to you because they are

5o fed up that they are giving the problem to you

for you to soilve and you go ahead and you deal with it,

you solve, [ caa't hardle this amymore,

what's going on..solve it for me, and that sometimes is worse

than trying to verbalize ot B: take approp
hefp the person solve his problem, is

having a problem that you dida't want to have..to have aaything to

de with and having it solved, and I've had that happen a couple of

times, basically who I work for, I've had people with tax problems

because [ work for , dod they figere well you can
solve thea, any problem vith . vell I can to an
extent,but thats mot ay job to do that. [ could get ayself in Af: pp > diff

trouble. Hine times out of ten becanse they are a close friend, ot

tecause they are fanily or whatever reason you'll capitulate and

do it to keep the harmony going 2nd go anc fix up whatever needs

to ve fizred up and find out whatever bas to be found out, use 2

contact, sometimes thats very uacoafortable and that creates

tension and could create a probles that wasa't there before. I Af: conf
think a lot of times relationships have to , you have to let them

happen and its & part of being..

Yhat suggestioas woeld you have for a course or workshop in

prablen solving for adolts oo everyday probles ?

Communicating, leara how to communicate, don't be

afraid to comatnicate, if you caa't commgpicate Af: com diff

--------------------
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even to yourself or be

honest about stoff thats going om you are geing to have

3 hard tige solving probiems and 1 would think that

unless vou can cosmunicate and communicate well you are

a0t going to selve your problems,

there's a real fine line between communicating properiy and
comaunicating improperly and if you

can't focus on the problem to

the extent te say..well this {s what I think it is , it may not,
like you were saying somebody's giving you all these little
probleas and there's a big problem in the background they
kaven't figured ost, but being able to commueicate

all the little problems that big problem will come to the
forefront through the coamtaication, uniess they can de that
they are never going to solve the problem.

[ was thinking too..to ideatify problems worth solving,

2 lot of problees you have no control over,

yau cannot solve, there not, you only have to turn the

7 on or read the newspaper and I think first of all is to
realize that vou can't solve everything and ...

--------------------

Are those problems..te me thats just something thats going

on, its interesting but it has not real effect on me to an extent,

[ can't help it what's geing on in Bthiopia. [ can do ey part to
pive canned goods and every thing else, that helps but thats not
solving the problem because I'm so far away and in those

countries the problems are so endemic that these people want to

wipe themselves out anyvay, do I want to concern myself with this

But 2 lot of people maybe do, people who just carry that,

they want to solve the world probless, they want to solve all
their neighbours problems,or their friends problems and [ think
you have to learn that you can't solve everybody's probless all
the time because to

identify problems that are worth selving...Fiest of all some
things aren't problens, somethiags

that are probless that you really can't solve or you

shouldn't be solving, like yoo said about people coming to you,
[ tend to be the other way, I see people with probless |

jump iz whether they like it or not, they've got probless and
I've got to solve it, I

spend days trying to resolve, wy poor cleaning lady, she want to
bring ber two nineteen year old sons to Canada and she can't
afford it, its a probler and I can solve it somehow so ['ve been
on the phone for days tryisg to learn all about immigration and

13p

Com: trust

Con: 1B

§: signif of p

B: some so}vahle

B: some solvable

B: signif of p

B: some solvable
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charch groups that could give her 2 hand, and stuff ané its going
to come down to that [ can't solve this probiem, what I can do is  E: take approp
give her support,give her furziture, make sure she's comfortable
and make sure she has work so she can pay for the kids to come. !
think part of it is to realize that you can't solve all the
probiens, that

some problems aren't worth it, they really area’t problems ani
thea to tackle them the ones that are worth solving,

the ones you have some coatrol over, somethisgs you don’t have
controi over, liviag in Canada. [ think te realize that you can't
solve everything and there will be problems in your life that
won't be resolved properiy, aad

not to have that guilt trip that that wasa't resolved, that

even though you can't resalve it you can't et it fester iaside..
its tike a relative that you didn't get along with and they

drop dead,in 2 way you are never going to resoive that
relatioaship, the person is dead, you can't evea deal with it..
get on with your life and not let that upset you. If I

was in a bad mcod aad ay father dropped dead and 7 feel I caused B: some solvabie
his heart attack, you read about people who carry that to their
grave as baggage acd I think thats also that maybe

we fee] that we have to resolve all the problems but maybe

some of it is that we cen just forget about it )

Sort of 1ike opening and closing a door, I oaly make so much
money 3 year and [ can't give to every charity who comes to »y
door, and I caa't...

you don't feel badly zaymoce...

no and [ can't do it all, if I could I would but I can't and

if by saying I can't why should I feel bad thats just the reality
of life I know in ay heart that if I could { would so...I doa't
vant to create 2 problem where there isa't a problems ..so if B: some solvable
someone as5ks for sometbing there is nothing wrong with saying no
and I shoulda't feel bad for sayiag mo..if that doesa’t

create a problems then find it doesn't create a problems

I koow there are people out there who want to be

involved in absolotely everything and they waat to run

2ll the fundraising drives for 40,000 charities

fea, you've got to say no...they have a real problen. to me
thats 2 wajor problea B: take approp



8¢ I fied that 1 have to set aside time for mrself ever if that
aeans tucnieg on the TV or curling up with a good book for me
thats ...for oyself I meed quality time. Bves if 1'm reading a
book that doesn't mean that ay brain has gone dead [ still have 2 H: takes time
fairly active thought process, sometimes that helps solve
oroblens that I have
33 what you are maybe making is time to selve that probleq, a
lot of people keep so busy that you need to aake time to solve
probleas and there's times whea you shouldn't solve problems like
before you fall asleep, you know what happens when you are up all
night, if you're trying go to sieep with this problem,2nd you've B: takes time
got one probles at 3 o'clock in the moeming there's usually half a
dozen that come up, like to try and get that accoss too, [ know
people who say, when I'm i bed I*1l try and sort it out, thats 2
poor time to start to try and solve a problen

S& [ find sleep very good for solving probleas ..
§3  Now that I'e older I found that thats become 2 prodlem
because it is when [ pick up probless , its when
[ taught eyseli to pick up problems whea T went to sleep, Af: coaf
but its not good on some of the emotional problems like if
you are having a problem with your husband or whatever..
its not Iike lying on your income tax,
there are things that have feelings ..it doesa't aix with sleep
84 T use it to solve...and I like it. [ can
control it and sort of [ call it & special place vhere [ go
vhea I sleep and I'll solve the problem and I°'1l remember it , §: method
I've taoght eyself to remember what the seletion is,
sort of put it on video aad soct of play it back when I wake up..
I*ve never found that its bothered me
or cost me any sleep or anything like that

....................

§3  You don't wake up at three AN
§4 1 think 2nybody can train themselves to do that...its just 2
matter of doing, its like anything vou have go to practice to be
able to ride 2 bike, you have to take lessons to learn how to ski  §: previous
if yoo are willing to learn somethipg and se it, you will be able exp
to do it. I've never been held back when I wanted to try scmething
it was up to me to decide I couldn't do it..if I wanted to try I
vas alvays allowed to try , if I failed OK you failed get wp off
your behind and try it again until you succeed, we were mever,
vith ay pareats, if we started something we weren't allowed to
quit half way through, the deal we had w#ith aay sport or anything
if you are taking it up you take it until the end of the season
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and at the eed of that season if you don't waat to do it you doa':
have to do it 2gain next season but while you are in it

you pet 1101 in it because if you don't you are not going

to sit down and sometimes it was tough but it was fair

thats the way we were always taught, you've sade 2 committment,

if you don't like it,tough luck, you bave wade 2 committment,
ve're spending that money on you and you do it and thats aiways...
whea | spend I make sure when [ spend it's something I'a going

to vant to, and if [ do spead soney on something I don't like

and it 1asts for whatever, [ don't stop because ['ve made a
comaittaent to go and do it even if its o hard pill to swallow
hack to that question..you were saying in your family about
shouting aed stuff, for most people its not necessarily the
grestest way to discuss a probles, if you have & problem and you
could talk to the person or talk to somebody about the problems or
azybe even talk to the probles, maybe youo feel there's 2 problea
in the house, there's socks on the floor aand you needed to discoss
that and maybe get it out but it sort of has to be done with a
certain approach, 2 rational, cala logical approach, there are
steps to go through, you don't just screech "I don‘t want to see
your socks on the floor, if [ see them again I'll throw your soup
at you" aad thats oot O You have got to approach the problem and
if it does start to get out of hand, take 2 break because
sometimes problems are very emotiomal, specially iaterpersomal
skills, [ thiok some people really

need to learn how to discuss 2 problem, help them

carefully mamage that discussion and carefelly,

especially if its a person who does get emotional or irrational
and there's plenty of people like that especially maybe by your
bringing up the probles its wounded anm ego or it comes right to
the heart you have to present the problem the way they don't get
on the defensive and so that you are able to commuaicate, you want
to keep the communication open, if they go on the defensive

and clam up,and become emotiomal, irratiomal, hysterical,this is
not going te get solved, you are going to have another problea
because someoze iz going to say something they wish they hadn’t
said and then its compounded. I think a

Tat of problem solviag, people have to learn hov to communicate,
disesss and manage that discussion, and not be offensive,

you know there are certain types of people who make you

feel like dirt or something,they've got this probiem and

they tara it on you, mow what do you do with something like that,
nost of us throw up our hands in horror and tuca away and

feel guilty for a day or twd or feel depressed or something aad
you think ..I should talk to that persom and stop this, for

three days and what you need to do ...its a certzin

ampunt, not only are you learning to manage the problea but if you
do leara it, it

--------------------

B: takes effort

Com: belp

Af: conf

133
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gives you the seli-confidence,and a directness, you kaow

how to handle it befare it happens, whem it happens ar

vhen certain types of problems come up you know how to carefuily
aanage the situvation, oot mamipulatively but to say...the
neighbour is building 3 fence on your property, now what are you
going to de, thats ay property, he believes its his property, it
would be really easy to have 3 real fight here and there is no
resolation to ...carefully go up to that persen withoot offending
bim and keeping communication open and saying I think maybe 'we',
don‘t say ‘vou', doa't point, I think maybe we might have
sorething to discuss here why don't we get a sucvey because !
think maybe this feace is a little bit on ay property bat ia such
a way..all the time ..the probleas we've been talking about are
interpersonal probiems, they are the worst pcoblems ...its really
easy to reroute traffic or put a stop light op but its reaily,
really hard to handle neighbour problems . family probleas,
girlfriend,bopfriend, husband, children probleas . Those are the
real probless we have to live with everyday, 2 lot of them don't
have real resolutioms...[ was thinking that

learning basically like you said coemunication,

learning to communicate logically, rationally, amot puttimg other
people on the defeasive and actuzlly maybe

letting them help solve their problea.lts a lot like the

vorst job on the plaaet, being 2 teacher, there's this kid in the
class and this kid is a real pain and won't do his work and
jumping on the desks, you have to discuss this with the parent,
both of them and they think the world of their child, what are you
going to say. There going to say..teacher its your problem,

you aust be a bad teacher, I'sm going to have you f{ired. Row you
have to somehov discuss with these parents, saybe its their
career, maybe the fact that they work ‘till midnight every night
zad they've had a ninety year old aan who's blind to look after
there kids..we all have those problems everyday but we have to
learn...

Dur educational system and our educational levels do it,l

know from watching and listening to people who are totally
different to the way I would do something..and its just watching
these guys walk over broken glass sometimes to get to the sime
thing where..bey build bridge. Making it through high scheol and
eaking it through college or vaiversity

mzkes you to an exteat amalytical aed everything else and

you are socializing with peeple

vhe are generally at the same level as you are or magbe they are
at a higher level, but it

exposes you to different people who are taking differeat courses
and [ weat through business administration aed [

bumped into engineers and architects and everything and jou are
talking vith people...here agaie it gets back to tha®

Com: belp

B: educ sigoif

14
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cs3munication 'cause an engineer is goimg 1o 52

sogething different than I see it..someone wha is goirg to loo¥ &t
it throsgh oy eyes as an adeinistrater znd

learn from other peapie...and other people who

drop out at high schoal or even before high school, they're sort
of shooting theaseives in the foot. the oaly people they are

going to hang around with are people who have éropped out and

the level of whatever they are doing is going to hover at a
certain level, B; educ enbances
they doa't fearn or got values instiiled on them that the

rest of society want, they don't learm how to..it doesn't even
gean you have to be super successful and making 3 or 6 hundred
thousand dollars, you

learn a certain amouat of self-esteem aad a certain

anount of self-confidence being able to do it. Just by

beieg able to pass college or university is a step if

people vho are uneducated loose that step, they're still

learning to walk, while we're running, its 2 loosiog battle and

1 think thats why there are so sany problems

going on in this coeatry now because there are so many people who
are opting and we are becoming like 2 lot of other countries where
there's a rich and there's a poor, there's no middlie ground
20FROTE.

If you are on welfare you have 2 very

different set of probleas than if vour cleaning lady dida't €: relative
show up this merning
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Thaak yeq for your views!





