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What is a ‘system’?

You can’t touch it, but it

Riddle me a system... definitely exists

If you chop it into little

*When you try to change
parts, you do not have the

things you may get

unexpected results whole
*The whole can behave in *When a part changes, the
ways no one ever intended whole changes

A system has its own logic
and rules —it’s own identity
and behaviours

Source: Ackoff, Russell L. Ackoff's Best. New York: John Wiley & Sons, 1999.



And...you are the ‘system’

You’re not stuck in traffic,
you are traffic

Everything you do every day, every choice you make, either
reinforces the system or shifts it.

Source: Slavin, Kevin. "Design as Participation." Journal of Design and Science, no. 1 (2016).
https://jods.mitpress.mit.edu/pub/design-as-participation



Systems disciplines

Systems thinking

2. Systems theories: complexity theory, organisational theory, complex
adaptive systems, evolutionary theory, and more!

3. Systemic design: design-based innovation methods meet strategy and
systems thinking



How do we intervene in a
system?



Three steps to intervening
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1. Scoping & framing



Funnel of scope

Too high, too broad, Often the ‘broad

too abstract: no hope goal’ in the theory
. . of change

of creating a shift

Just right! Tangible enough to be  The frame for the
able to act & make a difference theory of change

Too low, too small: action  Perhaps some of the

won’t make a difference individual actions in a
theory of change

Source: Second Road



Drawing boundaries

Opportunity

Area map

Source: Ingrid Burkett

Employment
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of business process / hiring

practices
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Nature of jobs Readiness
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Employment
conditions
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Responsiveness

Family Support
Transport

Housing



2. Mapping systems

We tend to think systems maps are complicated and hard to read...
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Via http://systems.geofunders.org/systems-resources/systems-mapping







Actprs

Influence
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Concept maps

Source: https://galileikids.weebly.com/science/the-solar-system-games




Perspective
maps

“An accurate map
of the solar system”

Source:
https://cheezburger.com/820476
9792/an-accurate-map-of-the-
solar-system-accurate-edition




Source:
Richard
Scarry
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Network
map r ;

Source: Singapore transit map
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Mind
maps
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Source: Leyla Acaroglu, https://medium.com/disruptive-design/tools-for-systems-thinkers-systems-mapping-2db5cf30ab3a DISRUPT DESIGN




A visualization of the inputs
and outputs in the agricultural
production system

Rich
pictures
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ma p Possibility What
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Voice of People
‘Making it Happen’ in
the System

Source: Michelle Miller
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Family Support

Opportunity
Area / Scope
map

Transport
Employment

Policies

Employer Jobseeker
Viability /
sustainbility Recruitment
of business process / hiring
practices

Housing

Experience

Qualifications

Attitude
Employability

Nature of jobs Readiness

Skills

Employment
conditions

Increased productivity
Skilled & Available Labour force

Sustained & sustaining employment

Intermediary

Matching

... Qutcomes-focus
Accessibility

Responsiveness

Source: Ingrid Burkett



Journey

maps

.. ths looks nteresting.
V1l try this,

Hrmmm, ¥m ot sure how long
this will tak

Qaps! | signed in at the wiong
place

Oops! Signed in at wrong place.

o r Chhat | like the
persanal greeting

s tormer Cluat: | (ke that
someant is there in case | have
2 question.

o
5

data Entry 48% of customers
respanded it was easy ta enter
their personal information

At Um, i anyane

Cu £ a1 don't
understand that response.

1 That response
really answer mry
question.

Custamer Chat: Only 38% of
eustomers responded that the
answers they received from the
fe casy 1o

and fallow

tsure where

rd like more appoiniments-
available for the phone meetings.

Nol sure whal 1 fax and who is
receiving my documents,

Lswosder if my return ks accura
and if | entered my information
correcily.

Ty anious ta find sut how,
musch | owe or if Fil get a refund

| wander if they. got my fax

Do | need 1o be near my
‘computer for the phone
meeting?

°m nat sure what 1o expect for
the phone meeting,

L wander If the pro will phone at
the exact appointment e,

06 | have everything | need for
the phone meeting?

1 got the re-assurance | needed
during the phone meeting that
Y T PN i BECuTate.

I received the exact calculations
that the pro used to detemmine
the amount owed ar refunded.

74% of customers rated the
phane meeting 45 a positive
experience.

59% of customers rated the
expentise/knowledge of the tax
pra in the Excellent range.

67% of customers rated all of
their questions were answered

duting the phone meeting in the
Excell

Cops | need to fax more dacs

Sommetimes it was a litthe
challénging communicating
with the pro over the phone
regarding my tax docs.

| would have fiked 10 receive
tips-and future planning advice.

nly 35% of custamers
responded that they received
tax advice/ planning tips during
the phone meeting

Yeah, it's done!

coNT L

Tve printed everything out, but
do | need 1o mal anything 1o

the goverament?

What's the status of my
tewm?

When will | hear from the pro
gain?

What's the 1

neframe for

Source: http://cxday.de/wp-content/uploads/2014/05/KerryBodine.com-Intuit-journey-map.png

Via http://blog.uxeria.com/en/10-most-interesting-examples-of-customer-journey-maps/




Concept
m a p s Story Sharing

Community Links

Deconstruct
Reconstruct

Learning Maps

MNon-verbal Mon-Linear

Land Links

Symbols & Images

Source: Vicki Drozdowski, https://vickidrozdowski.files.wordpress.com/2012/10/individual-investigation-of-a-learning-theory-aboriginal-pedagogy.pdf




How the customer  How the project leader  How the engineer How the programmer How the sales
explained it understood it designed it wrote it executive described it

How the project was What operations How the customer How the helpdesk
documented installed was billed suppored it really neaded

What the customer

“All models are wrong, but some are useful”

George E P. Box



3. Influencing systems



Throughout the process

Scoping Designing Testing Spreading

Mapping and Asking questions Creating solutions Getting feedback Using a systems
engaging and seeking that address barriers, from different perspective to
stakeholders information from gaps & opportunities parts / levels of anticipate what is
across the system different parts / for different parts / the system needed to be
levels of the levels of the system successful at
system scale

There are different systems
activities at each step of a project



Leverage points

PLACES TO INTERVENE IN A SYSTEM
(in increasing order of effectiveness)

. Constants, parameters, numbers (subsidies, taxes, standards).

. Regulating negative feedback loops.

. Driving positive feedback loops.

. Material flows and nodes of material intersection.

. Information flows.

. The rules of the system (incentives, punishments, constraints).

. The distribution of power over the rules of the system.

. The goals of the system.

1. The mindset or paradigm out of which the system — its goals, power structure, rules,
its culture — arises.

N WD U1 O 0O

Source: Donella Meadows, http://donellameadows.org/archives/leverage-points-places-to-intervene-in-a-system/




Engaging people for systems
change

How influence in a

-n D system is meant to
i Unlocking influence, access, work is not always how
onsulting e e . . .
resources, permissions, etc. it works in reality

Organisation Organisation
1 2
o G0 @R OHG B
informal
e T B B Y B




Just a reminder...
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“‘None of us see the system. We see our own

part based on our own background & history.
And we all think we see the most crucial part”

Senge, 2014



Thank you!





