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Key DEFINITIONS
• System: a group of interacting, interrelated, or interdependent elements forming 

a complex whole. Almost always defined with respect to a specific purpose. The 
terms system and structure are sometimes used interchangeably.  Example a 
house has many rooms with different purposes.

• Structure: the manner in which the elements of a system are organized or 
interrelated; the building blocks of a larger system. Example how a house rooms 
are placed provides a structure on how best heating/ cooling is done in the 
home.

• Boundary: where systems stops or changes its characteristics. Where two 
systems interact is the boundary point. Example when one room stops, and 
another room starts i.e. dry bedroom to a wet bathroom. 



THE SYSTEMS THINKING 

PROCESS WITH SOME TOOLS

4. Implementation 
& Assessing 

Progress
Sample tool: 

Theory of Change 
& Reflective 

Practice

1. Understanding a System
Sample tools:  System mapping, 
causal loop diagrams & Iceberg 

Model

2. Collaborating

Sample tool: 
Stakeholder Analysis 

from System mapping

3. Solution finding
Sample tool:

Co Design using Design Thinking & 
Envisioning a new future



Stage 1: System awareness
Problem definition- key problems

Effect
Cause

To get to the root cause 
as why five(5) times

Obvious problems

Problem Statement:
Why is my house so cold?



The SYSTEM iceberg model- Stage 1 ( systems awareness)
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SOURCE: HTTPS : //WWW. IMPROCONSULT. CO.UK/SERVI CE -DE S I GN- EXAMPLE - 7 -
347720 .HTML

Causes/ Effects

Interactions / decisions/ 
culture of parties 

involved

Government Legislation/ 
Policies/ parties involved

Thinking about the 
issue/ in the industry/ 
past ways of thinking/ 

behaving



Stage 1: System awareness 
Causal Loop mapping- how things interact

R: Reinforcing
B: Balancing

Feedback loops have either positive (i.e., reinforcing) or negative (i.e., balancing) polarity.

Cold House

InsulationOpen windows



Stage 1: System awareness  & Stage 2: collaboration

System mapping- what/who is Involved?

•Check 
insulation

•Check leaks

Roof

•Check windows

•Check 
insulation

Walls/ 
Floor

•Change ideas-
door stops

•Close windows

People



Stage 3: solution finding
Brainstorming- Fish Bone diagram

Insulation
Leaking 
window

Open
chimney

Broken 
Heating

Man Environment

These causes will vary based 
On type of system and 
Structures within that system



Stage 4: Implementation & Assessing Progress

• Recommendations- what are the best solutions?

• Implementation- how do you implement those solutions

• Change management- how do you measure success and 

institutionalise change.



Qantas issues Cause Effect



Stage 1: System awareness  & Stage 2: collaboration
System mapping- what/who is Involved?



Stage 3: solution finding
Brainstorming- Fish Bone diagram

Conflict Low Pay Over work

Sacking Agreements
Contracts

Environment
- PESTLE Analysis

These causes will vary based 
On type of system and 
Structures within that system



Stage 4: Implementation & Assessing Progress

• Recommendations- what are the best solutions?

• Implementation- how do you implement those solutions

• Change management- how do you measure success and 

institutionalise change.



Stage 4: Implementation & Assessing Progress

• https://www.qantas.com/agencyconnect/au/en/agency-

news/agency-news-november-20/qantas-response-to-customer-

service-restructure.html

• https://www.pc.gov.au/__data/assets/pdf_file/0004/187915/sub011

6-workplace-relations.pdf

https://www.qantas.com/agencyconnect/au/en/agency-news/agency-news-november-20/qantas-response-to-customer-service-restructure.html
https://www.qantas.com/agencyconnect/au/en/agency-news/agency-news-november-20/qantas-response-to-customer-service-restructure.html
https://www.qantas.com/agencyconnect/au/en/agency-news/agency-news-november-20/qantas-response-to-customer-service-restructure.html
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