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The role scrutineers can play... 

...in challenging the culture of targets

Professor John Seddon
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How do you halve the costs of repair AND 
improve the service?

Management’s measures:

Manpower costs
Value (£) of work completed
Sub-contractor costs
WiP
Vehicle maintenance
Fuel
Overheads (finance, admin, HR)
Repair targets
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Purpose, measures, method
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Impose targets

Creates de-facto purpose

Constrains method

Think about purpose

in customer terms

Derive measures from

purpose

Liberates method
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Radical improvement requires no plan 
and no targets

The only ‘plan’ should be to get knowledge
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www.thesystemsthinkingreview.co.uk


