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to be an effective way to gather knowledge requirements, it resluts in the collection of

irrelevant knowledge and misses much of the critical knowledge required for successful job

performance.

0 The main problem with the KSA approach is that it does not create the conditions
needed to elicit from the expert the knowledge used to solve troubleshooting problems
(Murray, 2001). A simple demonstration using two conditions show why this is the case. In
the first condition, an interviewer asks an expert to remain silent while doing a
troubleshooting problem. When the expert has solved the problem, the expert is asked to
describe what he or she was thinking during the exercise. Unless the exercise took very

"think out loud" while solving the problem.

0 In contrast to the first condition, the second condition yields a very detailed list of
the knowledge used to reach a solution. In the first condition the expert literally has
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troubleshooting knowledge is so closely tied to the first condition in which he can't
remember the knowledge outside the condition. In this case the approach is inadequate for
the design of troubleshooting training because it is too far removed from the actual tast

performance.




