
© Chris Dunn Consulting



© Chris Dunn Consulting



What is happening?

Who is it affecting?

When does it happen?

Where in the process is it visible? 

How often does it occur?

Why is it a problem?
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Empathy 
Maps
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5Ws & 1H
Also known as the

“Journalistic Six”
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Statement

Restatement
Technique
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Involve people with first hand 
experience of the problem

Gather together subject matter 
experts who understand current 
systems and processes

Deep dive into the underlying causes 
of the problem to ensure we solve 
the real issues rather than simply 
addressing the symptoms

Separate fact from opinion

Be data-rational 
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5 Whys
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Ishikawa
Also known as the

“Fishbone Diagram”

Why?

Why?

Why?

Why?

Why?

Why?

Why?

Why?

Why? Why?

Why?
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Brainstorm potential solutions (also 
known as “hypotheses”)

Encourage creative thinking

Generate as many 
solutions/hypotheses as possible

Evaluate all solutions/hypotheses 
without bias

Rank the solutions and decide which 
hypotheses to test 
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Brainwriting
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Impact & 
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Plan and implement a pilot test of each 
potential solution designed to validate 
or invalidate our hypotheses

Establish measures of success and 
monitoring procedures

Gather feedback & data from the test

Evaluate results 

Either abandon (hypothesis not 
validated) or iterate and improve 
(hypothesis validated)
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Focus 

Groups

Agile

Design 
hypothesised 

solution 

Refine 
solution with 

customer 
input

Test solution
Measure and 

learn from 
results

Refine 
solution for 

retest (or roll-
out)

Test and 

Learn
Also known as                                           

“Experimentation”
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NB: Roll out is likely to involve new 
challenges compared to testing. These 
include:

Change management

Resource allocation

Communication planning

Training 

Progress & results monitoring
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RACI

Matrix
RAG 

Status

Implementation 

Plan
Also known as a                                          

“Milestone Chart”

Responsible Accountable Consulted Informed
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Chris Dunn Consulting:

Business Coaching

Business Change
Business Development

+44 7927 638711

enquiries@chrisdunnconsulting.co.uk

https://www.chrisdunnconsulting.co.uk
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