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1
• Define what we mean by ‘wicked 

problems’1 p

2
• Introduce a range of soft modelling

techniques

3
• Discuss how to use these techniques 

to formulate decision problems

2

2

‘Wicked’ problems/ Messes

There are either

Inter 
connected

Many 
stakeholders

Conflicting 
values and 
perspectives

There is no 
right or 
wrong 
solution

There are either 

•no solutions or 

•solutions that are perceived 
to be good by some, but 
seldom all stakeholders
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One-off 
problems 

connected
problems

(Courtney, 2001; Ackoff, 1974 )

Building an understanding

• How can we catalyse the process of ‘giving shape’ 
to the issues and relevant data?

• How can we share and record that understanding?

• Process:
– open brainstorming and discussion

– focus on objectives

– draw together issues into several perspectives and frame 
problem
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problem

– build model(s) and conduct analyses.
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Divergent vs. convergent thinking

New 
idea/ 
topic

Decision 
point
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Brainstorming

• Discuss issues and concerns in a group 

• List uncritically all the issuesList uncritically all the issues

• One idea triggers another

• All ideas and contributions have equal value

• Streams of ideas are also of value 

• Write up on whiteboard or Post its
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• Write up on whiteboard – or Post-its

4

Electronic Brainstorming

support
team and
recorder

group of
decision
makers

facilitator
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Flip-charts,
whiteboards,
and projection
screens

Electronic Brainstorming

8http://www.groupsystems.com



5

Check-lists

PEST 7’s
External 
environment

Political

Economic

Social

Internal 
Environment

Strategy

Structure

Systems
Technical

y

Style

Shared values

Skills 

Staff
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Check list - An aide-memoire

• Used to prime brainstorming

• Used to structure reports

SWOT analysis

Strengths Weaknesses

Threats Opportunities
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Stakeholder plot

National
Asthma 
CampaignICRF

Media

Power

CampaignICRF

GPs

Parents

Other 
media

Stake
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Patient 
groups

Asthmatic 
children

General 
public

Simple two dimensional plot

• Easy to draw on paper or flip charts

• Use of ‘post-its’ 

Exercise: Radiation accident in Japan
Power

Stake

12
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Stakeholder analysis

Context Manage

Power

setters 
(loose 

cannons)

Players

Vi ti /

Influence
Manage 
interaction

Stake

Bystanders
Victims/

beneficiaries
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Monitor
Meet 
responsibilities 
to

Uncertainty identification

Investigate

Importance

Contingency 
plans

Investigate 
(high priority) 
and/or seek 

robust strategy

Very 
unpredictable

Very 
predictable

Flexible 
implementation

14
Probabilities 
of 0 and 1

Probabilities 
of 0.5

8

Exercise: Identifying uncertainties
Importance

Very 
unpredictable

Very 
predictable

1515
Probabilities 
of 0 and 1

Probabilities 
of 0.5

Preference Modelling:
Attribute Hierarchies
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Mindmaps – TQM example

Profile

Purpose

Life of the team

Importance

Skills Required

Role Compatibility

The Role of
the Team

Team Type

Selection

Development

Leadership
Teams: the key to
successful TQM

Purpose

Goals

Importance

Lead Time

Manager Lead

Self-directed

Pragmatism

Eligibility & Suitability

Organisational Deficiency

Emotional Intelegence

TQ Skills

Ownership

Constant Learning

Flexibility

Internal

External
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Training Self-designing
TQ Skills

Team Skills

Mindmaps – MBS example
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Cognitive Mapping

3 increase in total
journey time

8 passenger
frustration with air

travel

9 increase in
airport reputation

f i ffi i

3 increase in total
journey time

8 passenger
frustration with air

travel

9 increase in
airport reputation

f i ffi i

2 high level of
anxiety about

missing flight ...
welcome routine

check

4 passengers miss
flights

5 flights held up by
late passengers ...
gate closed on time

6 all passengers
arrive at

destination late

7 flights run off
the schedule

for inefficiency

13 "staff standing
idle for half the

time"

14 inefficient use
of staff

2 high level of
anxiety about

missing flight ...
welcome routine

check

4 passengers miss
flights

5 flights held up by
late passengers ...
gate closed on time

6 all passengers
arrive at

destination late

7 flights run off
the schedule

for inefficiency

13 "staff standing
idle for half the

time"

14 inefficient use
of staff
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1 long queues at
x-ray ... 3 minutes

or less at x-ray

gate closed on time

10 reduce time in
shopping mall

11 reduce revenue in
shops12 deploy more staff

... "haven't got the
staff" -

1 long queues at
x-ray ... 3 minutes

or less at x-ray

gate closed on time

10 reduce time in
shopping mall

11 reduce revenue in
shops12 deploy more staff

... "haven't got the
staff" -

Cognitive Mapping

20
(Shaw, 2006)



11

Rich picture 
diagram of “hole

A picture speaks a 1000 
words ...

diagram of hole 
in the ozone 
layer” issues as 
perceived in 
1988 
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Daellenbach (1994)

Combination of plots

Vision:
•MBS ‘on the map with KM’
•recognised by:
- Academics
- Consultants
- Businesses
•KM in core teaching

KM Teaching:
•MBA
•EDC

MBS KM Centre: •KM in core teaching

Now:

KM 
Experience

KM 
Masterclass

ECF → new KM 
benchmarking club

KM Research:
•Journal papers
•Projects
•research students

MBS KM Centre:
•MBS staff
•Visiting 

MBSECF Unconnected
Research

Publishing

Industry Connections

MBS take over???

Network
Key Industries

Technology bias?

Middle ranking connections
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Other SchoolsCurrent leaders

Current
KM Issues

06/01/01 - v4

Warwick (IKON)

OUBS

EAIN

Strathclyde BS

MIT

GWU

Middle ranking connections

Japan

KPMG

JA's contact

Lotus


