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Customer Issue Resolution 2 Kepner-Tregoe

Situation Appraisal 2W Problem Analysis

What situations represent threats, \ What should be happening?
opportunities, or areas for improvement? — What actually is happening?
Which require clarification or separate actions? What is the complete specification of this deviation?
What is their relative priority in terms of current

. " ; What are its possible causes?
impact, future impact and time frame? P

. . Which possible cause best explains the specification?
For highest priority concerns...
» what process should be used? How can true cause be confirmed?

¢ who should be involved for resolution?

E/PDR00-HD102e Copyright © Kepner-Tregoe, Inc. All Rights Reserved. 710-35-P578523A




