A Systematic Approach to Improving Services – Erratum
Page references as per the printed version


pg 25 para 4.20 - (see 3.1) should be (see 3.9)

pg 29 para 4.40 – replace “green” with “dark shaded”

pg 32 para 4.51 - (see 4.2) should be (see 4.67)
pg 38 para 4.74 - "See the Toyota example at 3.1” should be "See the Toyota example at 3.7”

pg 53 figure 23 - final column header should be "Repairs completed outside target time" and not "Repairs completed within target time"

pg 54 figure 24 – column 2  “5935” should be “535”
