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2. The Problem-Solving Process

Burns (1979) shared how “the decision making leader responds to unexpected events by analysis of the relevant facts
and reassessment of ends and means" (p. 408). Regardless of the setting in which a leader works, he or she will likely
spend a great amount of time solving problems. Understanding the problem-solving process is important for helping
leaders to make effective decisions. Butterfield (2013) suggested that one thing distinguishing a leader from line staff is
the role that leaders play as problem solvers. Many times, employees are involved in the decision-making process, but
ultimately, the leader is the one who is responsible for the final decision. If a wrong decision is made, the leader—not
the employees—uwill have to answer for it. So, leaders have an important reason to learn the formal problem-solving
process and how to apply it to situations for which they are responsible. The various steps in the problem-solving

process are illustrated below:
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