
 
 
 
Sample Problem Solving Skills Evaluation 
Read the scenario and then answer the questions. You have 25 minutes to read the scenario and 
complete the questions. 
 
You have been hired for a 5-week summer internship with a local hospital’s Information 
Technology Department. Your internship project is to identify a better way to prioritize 
requests for IT support from hospital staff. 
 
Currently, requests for support come into the department by email. The request is received by 
an automated system that assigns the request a ticket number, identifies the department the 
request originated from, and identifies the individual who submitted the request. 
 
As it is set up now, the automated system has not been programmed to prioritize different 
types of requests. Consequently, each request must be read by IT support staff in order to 
identify the level of priority. This is inefficient, costly, and potentially harmful to patient health. 
 
For example, as the system now operates, a request from Outpatient Therapy for help with the 
internal calendaring system receives the same priority as a request from the Transplant Unit 
for help with remote patient monitoring systems. Clearly, the second case, which may have an 
impact on patients’ health is more important than fixing a bug in the calendaring system. 
 
Your supervisor has asked you to research and recommend the best way to automatically 
prioritize requests for IT support as they come in so that staff doesn’t have to read each email 
and critical requests can be handled more quickly. 
 
Your supervisor has asked you to begin by creating a priority list for support requests that 
come from the Pediatric Department. You have all of the request emails and tickets from 
Pediatrics from the last 12 months. Additionally, the business manager from Pediatrics has 
agreed to help you conduct interviews with the technicians who most regularly work with the 
information technology in the Pediatric Department. 
 

1. Please describe the steps you would go through to create a priority list for different types of 
requests from the Pediatric Department. Put your steps in the order you would complete 
them.  (You may use a numbered list and write on the back of the page if needed.) 

 
 

2. Please explain why you began with the first step/task that you listed. 
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