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A complication
“Spaghetti” diagrams
"Black Box" modeling
poorly-labeled model output
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The first role of a consultantisto
DIAGNOSE the client's situation/problem

Diagnose
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Next a consultant brings to bear EXPERTISE which
provides a solution to problems and needs

SN
Use

Diagnose Expertisé-f‘ ‘
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Finally a consultant’s role is to INFLUENCE
'gaining agreement on action steps .
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_People working in the field of system dynamics would
_benefit from strengthening communication/consulting skills
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A case study in the
credit card industry
e

Electric Utilities
» Entertainment and Sports
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The prpblem: A steady dec!;iné m market shjare, ‘

1985 1986

... in spite of repeated attempts to reverse the loss. This was

exacerbated by conflicting actions in different parts of the
organization and disagreement about what to do.
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The credit card industry snmulatlon model
‘became a platform for discussion sharmg of
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Competitors’ performance and decisions were
explicitly captured so they agreed it was the
most comprehensive model they had of their
Industry. b Bl s vdRlydel

Competitor 4

Competitor 3

Competitor 2

Competitor 1
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# Improvement in Dollar Volume Share
(share points)

& Cumulative Increase in Issuer
Profits ($B) (by end of 1998)

A testbed which spanned the functional organizations forced the cdmpahy
to put people from marketing, sales, product development, IT and business
" strategy in the same room... to look at the bigger picture.
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The result: co-branding strétegy reversed
client share loss...while doubling lssumg
bank profltablhty

19851986 1087 1988 1989 1990 1991 1992 1003 1994 1995 1996

Although communication was not always easy, the actions recommended
were followed and business performance turned around.
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Other model-building lessons from our éxmﬁgnéé :

— Draw out questlons that lead to model insights

Define appropriate bounidary to hide unnecessary technical detail that obscures
understanding
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Summary
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