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The viable system model - operational loops
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The Viable System Model
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The stability loop ce.
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The adaptability loop ce.
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The transformation loop et
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The transformation loop
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Loops in manufacture




Loops in service support
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IT SERVICE SUPPORT
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IT Service Support (outsourced)
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Loops in service support
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Loops In service support
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The stability loop in IT
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The stability loop in IT
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The stability loop in IT
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Information high volume

Stability loops - tiers ot effor
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Information high volume
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Adaptability loops — several outputs
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Loops - the set in IT support
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CAR REPAIRS




Loops In car repair
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The stability loop — car repair
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The stability loop in car repair
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The stability loop in car repair
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The stability loop — car repair
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Stability loops — tiers
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Adaptability loop — car repair
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Loops - the set in car repair?

troubleshooting pro-active purchases
i,
fault manufacturer user
driven driven driven
Transformation Transformation Transformation

new
manufacturer

replace car recall

repair ) service )

Operation Operation Operation




HEALTHCARE




Loops in healthcare
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The stability loop — healthcare
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The stability loop — health service
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The stability loop — health service
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Stability loops — tiers
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Adaptability loop — health service
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Adaptability loops — several outputs
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Loops - the set in healthcare?
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Reflections

* Service support (operational) loops take place at least partly
outside the service organisation — The ‘Muddy Box’ is muddier

O

ownership of processes changing in both directions

* |T and healthcare designed around maintenance — people
want/need transformation

e but... recurring patterns found across service support:

attempts to ‘regain’ control — reduce muddiness
self-correction options in all stability loops

tiers of support in stability loops — different “organisations”
several options for outputs of adaptability loops

O

O
O
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