Figuring Customer Service

Group Activity:  

Sometimes customers don’t explain what they want in a clear and rational way.  It is then up to us to put the pieces together.  The hardest part can be deciphering the question.  In this way, helping our customers can be like solving a brain teaser.  Take five minutes to try and answer the question below.  There is a moral to the solution of this problem. 

Bruce wanted to run the Shore-to-Shore Marathon next month, a 26-mile race from one side of the island where he lives to the other. He decided to work up to 26 miles by running five days a week for the next five weeks. Each day he’d run one mile longer than he did the day before, except for the first day of each week, when he’d run the same number of miles he ran on the last day of the previous week. He wanted his last two practice runs to be 26 and 27 miles long.

How many miles would he have to run on his first practice run?

Answer:  7 – erase before printing
Beginning at the end: 
When a particular solution state is clearly defined, a problem can often be more easily solved by starting with the solution and working backwards toward the problem, filling in the necessary steps along the way. 

The classic example is the problem: Divide a triangle into three parts so that the parts can be put together to form a square. That's very hard. But if you start from the solution end, with a square, it's easy to divide it into three parts all of which form a triangle. 

Example: How do you count the number of people in a stadium that's over ninety percent full? Count the number of empty seats and subtract from the number of seats in the stadium. Easier than counting people. 

Example: How do you improve your relationship with your parents when you're not quite sure what the problem is? Start at the end, with the solution. Envision how you want the relationship to be and work backwards toward a discovery of the problem. 

Whenever the solution or goal state is clearer than the problem, then changing the entry point to the end may be the best approach. Start with the goal or solution and look for ways to work back to the problem. 
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