Shifting from Problem Solving to Sense Making

Problem solving works for familiar situations when goals are clear.
In uncertain situations, we need to shift to sense making — exploring, learning and adapting as we go.

Known problems

Works best when
problem is familiar
and well-defined

Jump straight to solution
Focus on solution Problem

without checking solving
assumptions first

Based on assumptions

Relies on existing
knowledge and
assumptions about
what will work

Clear goal

Goal is known; you just
need to engineer
the path
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Action precedes full
understanding

Run small ‘probe and
prompt’ exercises to
gather more
evidence

Novel and
ambiguous situations

Useful in uncertain
situations where
problems are unclear
or rapidly changing
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Leave space for others

Leaders should step back
and leave space for
others to contribute

Understanding is a
working hypothesis

Be open to change and
surround yourself with
diverse opinions
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