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VIDEO SUMMARY

Developing World-Class Professionals
Resource person: Uma Oza, with Anurima Chatterjee | Uma Oza is Director, Quality at CMI; Anurima Chatterjee is listed
by CMI among its trainers and facilitators.
Developing World-Class Professionals | Career Progression | careers

Title and caption mismatch
The published title suggests a lesson about developing world-class professionals through a change of
mindset. The available captions support a different topic. A direct comparison of YouTube’s official
transcript panels shows the same spoken wording as GuruSetu’s Problem Solving: Identify the Real
Problem upload. The W7 caption track adds four non-speech tags; all spoken text matches the other
upload. The duplication may be an upload error or a transcript-association error. This summary follows the
verified captions.

In those captions, Uma Oza and Anurima Chatterjee revisit the Five Whys and teach reverse brainstorming:
state the problem, reverse it, list ways to worsen it, invert those ideas into remedies, and assess the
options. For patient satisfaction, deliberately poor ideas such as double-booking, too few chairs,
abandoned calls and making patients wait outside become appointment buffers, adequate seating, call
standards and earlier waiting-room access.

The conversation then turns to ownership. Oza describes a nurse who coordinates people and resources
until a patient’s need is met. Phrases such as “they did not tell us”, “traffic” and “not my department” hand
away agency. Christopher Avery’s responsibility framework is cited to explain this pattern.

Finally, the speakers separate a task from its objective. Food service should create hospitality. Laying bricks
may contribute to a cathedral. Until the publisher confirms or corrects the metadata, this record stays
anchored to the captioned material on problem solving and professional responsibility. The advertised
mindset topic remains unverified pending publisher clarification.


