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& Objectives

To introduce a practical & systematic

way to apply lean principles to sales &
service

To structure some of the iIssues Into a
a step-by-step method
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Seeing the Opportunities &
Grasping the Situation




& Lean Thinking

Lean starts with value from the perspective of
the customer

Delivers value through end to end processes
(Value Streams) that no one sees

The aim is to get all the actions that add value
to flow at the pull of customer demand

Building in quality and standardising work

AS Nno one sees these processes, NoO one
manages them

Performance delivered by a management
system that at its heart Is characterised by two
principles

» Respect for people and the engagement of everyone
In continuous improvement

___Purpose, Process, People |,
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Lean Principle # 1

m Specify value from the standpoint
of the customer

> W
> W
> W
> W

no Is/are the consumer(s)?
No Is/are the customer(s)?
nat Is Value?

No decides what i1s value?
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& Exercise #1

m As a customer how would you
express value for the following:

» What do you want when you buy a
car? (5 minutes)

» What do you want when you take it to
be serviced? (5 minutes)
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& Value in the Eyes of the
Consumer:

Acquisition Maintenance

® “The right car In m “Fixed right first
the right p\ace at he on time”

the right tirge” the right price
= At the right
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2 Value:
Ml Extending the Concept

Right First Ease of the
Time Event

- Quality &

Acceptable Distance,

Price Time,

Remembering,
\ etc. /

How Information,
customers Care,
are treated Consideration 3
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The Kano Model

Delight

Degrees of
Customer Neutral
Satisfaction

V' Dissatisfaction
Absent Attribute Present9
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P Customer Fulfilment

Car provided to the exact specification ordered, without
defects

Correctly prepared including accessory fitment

Cleaned to the satisfaction of the salesperson & the customer
Customer has not been persuaded to take a different
specification

No unavailability or delay after ordering

Car needs no rework prior to or after the handover

. Handover at the time originall romised at the time of the
On Time order 9 y P

Right

First Time

A - -
L/

All service & repairs completed, with all the necessary parts
available

Car cleaned to the satisfaction of the customer

Right

First Time Car does not need to return for rectification or rework

On Time

Handback at the time originally promised
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& What About Cost?

® From “Selling Price = Cost + Profit”
m To “Selling Price (fixed) — Cost = Profit”
m Establish a “Target Cost”

o
@)

by

gl
@

AN
@

H Profit
B Cost

Selling Price
W
o

Time >
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. Principles of Lean
Consumption

Solve the consumers problem
completely

Don’t waste the consumer’s (or

the provider’s) time

Provide exactly what the bt ,
HE]\H‘LHI]]]H‘IJ‘LIEEG and Customers Can

customer wants Create Vitlue and Wealth Together

m Deliver it where It I1s wanted < * < _“_ =

= Supply it when it is wanted T Rals

= Continually aggregate James P. Womack
solutions to reduce the and Daniel T, Jones
consumers time and hassle T e s

Lean Enterprise Academy www.leanuk.org




S Introduction to Seeing
& Consumption as a Process

®m Problems are hard to see &
solutions are hard to imagine
without a way for consumers &
providers to see the current
situation o

® When doing lean transformations
the first thing we do Is.....

....... take a walk
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Creating Time
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Assessing the Current State




& Exercise #2

® From the customer’s perspective
what are the value streams in the
car dealer? (10 minutes)

Lean Enterprise Academy www.leanuk.org



P What are the Value Streams?

Sales | "™ Order Trade In

chﬂgl"d ﬁ E Enguiry Qualify Demenstrate “The Deal” | Hand Over
Sales | 5wm

Waorkshop
Contral

B - -*”-“**‘fw . |2
INEIVN I EA PN I -A A0

Wait Wait Whait Wait Wait

Parts | = [orden| — | |2 | ek
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, What iI1s the Demand?

Towar fllad O
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& What are the Flows?

B (=
| -
B
ml:
: | . Body Shop
I
l

T 200000008 = =

Used Cors Inforrat m i Ackliticrial W
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Reminder to Drop Off Wor TV%II Deman

Lead Time =
9 Days 1 Day 1 Day Booking 5 Mins 7 Days | | rer——
Process Time | Drop Off 10 Mins | " X fe Fe IS 2o * 5 3 § 3§ &
=15 Mins__ 2 2v Bz 2y OlE T3¢ s
/l/‘/ Service Reception ervice Reminder 9>
Manufacturer Y
\ppointment
Parts Warehouse ) 25A 1 Book [r—— PP I_ *
. 1 Books g |ﬂr'r"V°||
Order times: VOR by 11.00 —1 _ -
Stock by 15:00 Book in C/T= 5 Ming] - Cars 1-10 years old
Drop C/T= 10Mins . Y
- .~ JobOrd.=420/mnth
Inform Parts Cos‘r&Infor‘m=.10Mm<-— . @ Lead Time= 7 Days
: I“V°'Ce: 2 Mins AW |Loan Car = 14 Days
| |cE=88% Collect&Del=9 Days
- * * Cust Fulfil = 59%
Parts Workshop Control
Q2 \ 1 Time up Job Invoice
I:R%%ZK/\G% SC/T Give Job C/T= 5 Mi Handover Car
VRIE A/W C/T= 3 Mins
’ - - :
= 15 Mins . A/W Inf C/T=1Min 92
Part Avail=92% Time Job C/T=10Mi —
A . 3 ' C/T = 10 Mins
Additional Work / cF = o6%
(A/W) Sheet |
I Car Park
Car Park Inspect Car Carry Out Road Test Valet —_
] Work ]
l Get Car = @7 @7 @2 @1 I I
5 Mins X . . .
600 Min M C/T =16 Mins | sooinv e [C/T =50 Mins | szoimmsner [C/T = 15 Mins | seomnsivox [C/T = 20 Mins | eooms nax
60 Mins Typical A/W = 35% ins Typical CF = 96% ins Typical CF - 98% Yp CF = 98% YpP
Dist.= 30m Dist.= 120m Dist.= 120m Dist.= 120m Drop Off to Pick Up
Bays = 12 . Cead Time =
60 Mins 5 Mins 35 Mins == 40 Mins 30 Mins 60 Mins 230 Mins
| 15 Mins | I 50 Mins | | 15 Mins | | 20 Mins | |1O Mins | P':ofgésMY::e




Creating a Future State




4 Future State Questions

m Understand the performance of your value &
streams in terms of “Right First Time, On |

Time” J\

What are the causes of failure to fulfil?

What is the demand?

Where can we flow the work?

Where can you pull?

What point can we gather information on what
to do?

Where do we schedule the workshop?
What timeframe do we use to plan?
How do we make sure work loads are levelled?

What are the supporting improvements we
need to ensure we reach a Future State? 22
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Reasons for Lack of
Fulfilment (Q & D)

Reasons for lack of Fulfilment

o
=]

20 30 40 B) &0 FO BO 93 100

Service advisor didn't gather oll the information needed from the customer

Additional work not completed n tme

|

Parts nat ovalloble i fime for job 1o be done

Warkshap not schedided correctly far the doy with r'r'nl.a_:h time to do eoch ot
Technician did rot fix job correctly

Dezley's in Service Reception, which delayped handaver

Foiled quality inspection due to defective wark

Invoice or ofher poperwork errors

Additrona! work net completed correctly

Infarmation rot reseived = time by Werkshap Control or Ports

Firt{s) of bad quality or incorrest parts for job

Cor MOT cleaned properly

Cor MOT cleaned in time

Details not correct on job card or additional jobs added by customer ab lest minute

] Frequency

e il Erve
Freguency

Customer informatian arrived too late for the workshop plannaing procese

Tech, did not compdete job in fime for car fo be honded over in fime

Service adviser didn't previde complete information to Workshap Control or Farts

Workshap not scheduled in tima for the doy's work to start

T I'—"—'I‘—'II._JII_.JI|_|-|_|I|_||]_|I|_|I|_|UI|_JILJ [ T

Dreday in cor being available 1o start job

Ensufflceent timea to test [ond then clean and hond ever i time)

a 10 20 30 40 30 B0 7O B0 90 144
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Reminder to Drop Off
Lead Time =
1 Day

1 Day

9 Days

Process Time
= 15 Mins

11—

Manufacturer

Parts Warehouse

Stock by 15:00

Order times: VOR by 11.00

Booking 5 Mins

| Drop Off 10 Mins |

Service Receptio

f A, 1 Books
recC
InCOMT™ e Brc/ T oM

Drop C/T= 10Mins

IReserve C/T
= 15 Mins

Cost&Inform=10Min

Invoice = 5 Mins

7-Class
Other

Y A/W
CF = 88% De\O\/,‘cor-
u’(hOT“sdﬂo
Workshop Control
o1 Time up Job

Give Job C/T=5 Mi

A/W C/T= 3 Mins

>

Cars 1-10 years old

JobOrd.z420/mnth

Lead Time= 7 Days
Loan Car = 14 Days
Collect&Del=9 Days

Cust Fulfil = 59%

Invoice

CorreC‘\-
S illing

Handover Car

A/W Inf C/T=1Min o
IPart Avail=92% ime Job C/T=10Mil 2 .
. Eeé?;/o’f'\ . | C/T = 10 Mins
. o — A 0 _ o
Additional Work R CF = 96%
A/W) Sheet
i LS wait forr Car Park
< of‘ \’\Of‘d nspect Car | “Ja o Work ‘\'e" Road Test Valet ar‘l a
2 o Fing 7D\ = /D\ 19
=L¢ - o7 @2 51 i
C/T =15 Mins 330M_/vi\?rs|sMA;\2x “4 7 le?:smzx C/T = 15 Mins 1250/\?;‘?:5”2\;\; C/T = 20 Mins 6%)%1_‘/?/:5\557\/:; Drop Off to Pick Up
A/W - 35% 35 Mins Typical s /o 40 Mins Typical CF - 98°/° 30 Mins Typical CF - 98°/° 60 Mins Typical $'}-‘nr\|gu-ghpu1-
Dist.= 30m Dist.= 120m Dist.= 120m Dist.= 120m 340 Mins
Bays = 12 . Wait Time =
60 Mins 5 Mins 35 Mins = 40 Mins 30 Mins 60 Mins 230 Mins.
| 15 Mins | I 50 Mins | | 15 Mins | | 20 Mins | |1O Mins I Process Time
= 110 Mins




e Predictable &
= Unpredictable Work

%

m2 100
Unpredictable 90%
at time of Y
Scheduling 80%
T0%
60%
50%
40%

@1 .
Predictable G
after checking 20%
vehicle history :
and phone call  10%
with customer 4o

Current State
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pA Greater Predictability by
i Pre-Diagnosing

Yo Yo
m2 100 100 3
Unpredictable 90% 90% Unpredictable
at time of - . evenafterl
Scheduling 80% 80%  and 2
70% 70% 0Oz,
60% 60% Predictable after
; _ land physical
507% 0% pre-diagnosis
40% 40%
01l . y W1
Predictable i 0% predictable
after checking 20% 20%  after checking
vehicle history vehicle history
and phone call 10% 0%  and standardised
with customer o 0% phone pre-diagnosis

Current State Future State

26
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Reminder to Drop Off

Lead Time =

1 Day

Future State # 1: 3 Months

1 Day

Booking 5 Mins

5 Days

Process Time
= 15 Mins

3 Days

Wor

Type][ Deman

40%

| Drop Off 10 Mins |

1.Servi
ce only
3.Servi
ce &
5.5ervi

0%
e
0% 0%

ce &

20%

7.5ervi
ce/Rep
9.Inte
rna
1-Class
3-Class
5-Class

|

7-Class
Other

/Mlnuf/c-n!{ Service Reception ervice Reminder|—>
anufacture y—
Parts Warehouse o \ppointment|—
2 2SA, 1 Books < lf rrivall
Order times: VOR by 11.00 — -
Stock by 15:00 Book in C/T= 5 Mins]
Drop C/T= 10Mins Cars 1-10 years old
=42
Inform Parts Cost&Inform=10Min JobOrd.2420/mnth
Invoice = 5 Mins Lead Time= 3 Days
- ¥ oan Car = 14 Days
CF = 88% pulfilmen ollect&Del=9 Days
* Cust Fulfil = 70%
Workshop Control
Q2 1 Time up Job Invoice
Reseqve /T ii/v\jcho/t')l‘ch;As Mi Handover Car
= 3 Mins
A/W Inf C/T=1Min o2
Time Job C/T=10Mi =
C/T =10 Mins
CF = 96%
Car Park] Health Check Carry Out Car Park
] Car C Work —_— ad Test — Valet |
[ 1 [ FIFO FIFOp» 27 |
I getcar= |\ 2 Q7 Q7 91 1
5 Mins
o C/T = 10 Mins | sootwsinox [C7T = 50 Mins C/T =15 Mins | zoninsiox [C/T = 20 Mins ] sootinsna-
e A/W = 35% " P CF = 96% CF = 98% ™ ICF = 98% e
Dist.= 10m Dist.= 40m Dist.= 120m Dist.= 120m Drop Off to Pick Up
Bays = 12 . Lead Time -
10 Mins 5 Mins 35 Mins 2 0 Mins 20 Mins 60 Mins 130 Ming.
| 10 Mins | I 50 Mins | | 15 Mins | | 20 Mins | |1O Mins I Process Time
|_= 105 Mins




Reminder to Drop OFf Future State # 2: 6 Months Work Type][ Deman
3 Days w0
i T ] | [EIN § ew—

Lead Time =
| 5 Days 1 Day 1 Day Booking 5 Mins
| Drop Off 10 Mins | jampnaen | K

Process Time

= 15 Mins
W= Service Reminderf=P> “

/l/‘/ Service Reception
=)} & Booking

Manufacturer
Parts Warehouse ]
2 2SA, 1 Books r‘r‘ivall

Cars 1-5 years old
JobOrd.=300/mnth

Lead Time= 3 Days
Loan Car = N/A

Book in C/T=5 Min
Drop C/T= 10Mins
Invoice = 5 Mins

Order times: VOR by 11.00
Stock by 15:00

CF = 100%
Collect&Del= N/A
Cust Fulfil = 95%
Invoice
A 30 l\i\in ; Time up Job \
ointmen

'Eﬁ%eKXi% SC/T PPS lots Handover Car

A/W C/T

=5 Mins

o
IPart Avail=98% o2 —
d [¢/T =1 Mins
yandar —T00°
S Work !CF = 100%
Car Park STand.ar'd Road Test Valet Car Park
| Service = — ]
1 _:> FIFO FIFO 11 H
| Ges'r Car = Q2 Q7 91 I
Mins

o e [c/7= 20 mins C/T=15 Mins | ounenoe [C/T=10 Mins | iommsnar

" e A/W = 2% CF = 100% " P ICF = 100% e b

Dist.= 10m Dist.= 120m Dist.= 120m Drop Off to Pick Up
: Cead Time =
10 Mins 5 Mins 0 Mins 0 Mins 1 Mins 56 Mins
20 Mins | | 10 Mins | | 10 Mins | Process Time
= 40 Mins




consumer

Provider

Car Repair After Lean Processes
Future State 1

5 minutes 45 minutes 5 minutes 20 minutes
|LBook appointment ==, “1y/iv1 5 facility 5.Agree Additional | [6. Drive to facility
. Work (A/W)

3. Book in car

4. Drive away

113 minutes

20 minutes 18 minutes
1.Book appointment _.|3.Receive car,
2. Reserve Parts discuss & pre-
diagnose

B Value Creating time:

Necessary Non Value Creating

Time

O Waste
Total Time

6. Plan car

7. Ferry vehicle

4. Prepare estimate

8. Deliver parts

5. Contact customer

17 min
142 min
86 min

9. Carry out work

10. Road Test

11. Time up job

12. Valet job

13. Prepare invoice

Current State
Consumer

Provider
73 min 19%
31 min 8%
274 min  72%

Consumer
10 min 10%
84 min 84%
6 min 6%

25 minutes

J

7.Fill out
paperwork

8.Drive home

10 minutes

14.Hand over car |

Future State

Provider
68 min 42%
25 min 16%
68 min 42%

245 min———378min——————180min—————161min

consumer

Provider

Time Saved

245

minutes

100

minutes

7% 10%0
value- value-
creating creating
time {I—I time
378
minutes
161
_ minutes
1990 42%0
value- value-
creating creating
time .}-time




Car Repair After Lean Processes
Future State 2

5 minutes

25 minutes

35 minutes 25 minutes

[1.B00k apEJointment [—— 2. Drive to

consumer

facility

4.Wait for car (do
something VA for
customer)

5.Fill out

j paperwork

6.Drive home

////////'

3. Book in car

§

\4
20 minutes 20 minutes 20 minutes
1.Book appointment .Receive car, 4. Road Test
2. Reserve Parts dISCL.ISS & standard ”I5 Time up iob
service >
6. Valet job
7. Prepare invoice

Provider

B Value Creating time:

Necessary Non Value Creating

Time
O Waste
Total Time

Future State 1

consumer

5 minutes
8.Hand over car |

Provider

Future State 2

Consumer Provider Consumer Provider
10 min 10% 68 min 42% 36 min 40% 34 min 43%
84 min 84% 25 min 16% 49 min 54% 8 min 10%
6 min 6% 42% 5 min 6% 39 min 49%

68 min

1H00-min————b6tmin————90min———80Omin

Time Saved
FS1 to FS2

100 90
minutes minutes
10%06 40%0
value- value-
creating creating
time '{ ime
161
minutes
80
_ minutes
42%0 43%
value- value-
creating creating
time time




Planning & Managing
the Change




Reminder to Drop Off

Future State # 1: 3 Months
3 Days

Parts Warehouse

Order times: VOR by 11.00

Lead Time =
5 Days 1 Day 1 Day
Process Time
= 15 Mins . o
0a e Re der a
omer BoOo 0 LOOP
Manu

Booking 5 Mins
| Drop Off 10 Mins |

Wor

Type][ Deman

40%

Service Reception

'

only
Servi

<

Servi

ervice Reminder

0%
A e |
0% 0%

Servi
Servi
e/Rep
.Inte

rnal
Class
-Class
Class
-Class
e

=

ppointment & Pre-diagnose

Stock by 15:00

B
daly

Parts

Q2

ReseryfC/T
=1 ns

/T

0 a) A

(A/W) Sheet

Inform Parts

Appointme
Slots OX

| |
ook in C/T= 5 Mins]
Drop C/T= 10Mins

Cost&Informs it
Invoice 3 ins
CF =487

Workshop Con‘rr‘o._l

Give Job C/T=5 Mi

A/W C/T= 3 Mins

A/W Inf C/T=1Min

Time Job C/T=10Mi

Daily Plan OXOX

4

Arrival

w

Other

irs 1-10years old

 0bOrd.=420/mth

.ead Time= 3 Dc /s
Loan Car = 14 Da'is
Collect&Del=9 Dc ys

Cust Fulfil = 70%. |

7"

Customer Contact
and Handover Loop

Handover Car

Car Park Physically Pre- Carry Out Road Test
i - Diagnose Car C Work 1
l Get Car = @JZ @7
. . 5 Mins A D3 ce aker and
1 g%&“éal C/T =10 Mins | of TA:ASI C/T = 50 Mins Al Elo
A/W = 35% CF = 96% - h00
Dist.= 10m Dist.= 40m
) . Bays = 12 .
10 Mins 5 Min 35 Mi 0 Mins
| 10Mins [ ] ins 15 Mins

Q2
C/T = 10 Mins
CF = 96%
C
Valet ar‘l
o HioH
(®)
lUl I
N [C/T = 20 Mins 600 Mins Max op Off fo Pick Up
CF = 98°/ 60 Mins Typical —
- hd Lead Time =
Dist.= 120m 235 Mins
Wait Time =
130 Mins
|_ | 20 Mins | |10 Mins | rocess Time
= 105 Mins




02/02

Date: Signatures
Site Manager Dave Johnson Value Stream Plan: After Sales (90 Days)
Site Manager Sales After Sales Parts
VG'AUAQ Stream Har.r,y Bamfor.d D. Johnson T. Plant H. Bamford | A.Harvey
anager
Review Schedule (Monthly)
Site Level Value Value Stream Target Weekly Schedule bercon Related With weeKly progress
Obiective Stream|Nd Goals ("Mefric") Responsible [;.’ndividuals/ Reviemer [Reviewer IRoviomer
J Loop ("Deliverable") 1 2 3114|5678 10 11|12 epartments 3ODD~T 60?}J % %J
ays ays ays
Develop a proactive | 100% of cust. Feb 28 | Mar 28 [ April 28
1.1] booking process evel, Retention . . ’ Q Q T. Plant SA, Adm °®
1
Pro Establish telephone pre- | Data 100% C/A Feb 28 | Mar 28 | April 28
active | 1.2 diagnosis at booking ‘ A O T.Plant Tch, Weo °
reminde
ré& . . - B9 .
Create visual capaci Planv Act = 5% Feb 28 | Mar 28 | April 28
Custome | 1 3 management pmpces;r\/ variation ‘_‘ ’ <> O H. Whittle Tchs\;Vco, ° P
r
Booki
o0King Book customers to Slot booking Feb 28 | Mar 28 | April 28
1.4 arrival slots implemented ﬂ <> T. Plant Tch, Weo
2 Develop std pre- €/T=10 min Feb 28 | Mar 28 | April 28
- ustomed 2-] diagnosis process 95% work known ’——‘ <> H. Whittle Parts °®
Arrival — — -
& Pre- Eliminate tech waiting | 18 to O mins ' O ) Parts, Weo, | Feb 28 | Mar 28 | April 28
"right first time, on Piagnosid >4 for authority H. Whittle | Ports. ¥ °
time, at the right
price.” J Del\’{elopr‘s;‘rgnrgirar'disfed 30 min cycles Adm Parts | Feb 28 | Mar 28 [Apri 28
Qualty < 94% 3 workfor carryout | - Quality = ﬂ <> H.Bamford [ ARG | o
r
on Tme - b7% Derelgr standapdized | o Qualty = O— P BT e e
CF Combined = 92% 3. o Sroad Fest” 100% ﬂ H. Whittle SA, Val
Productivity = 135%
i = Develop standardised | CF Quality = Mar 28 | April 28
Lead Time = 4 days 3 3.3 work fgr “valet” 100(% Y ﬂ O M.Rushton | Tch Wco et
(no loan car Pacemaker]
i Physical
or cgllﬁ.c’rlon & ﬂ;/wlﬁ?c Establish FIFO rules | Min=0 cars Mar 28 | April 28
3.4 between "road test ax = 3 cars 7 Butterworth] Tch, Wco
elivery o b e ;” d ol Yy 3
and “vale \
Develop pull between [Min =0 cars Mar 28 | April 28
3.4 "physical P/b* & Max = 3 cars O———A<> QJABUTTer‘worth Weo, Teh. P
carry out work" '
Pre-pick parts, 10 minutes to 0 ‘ ‘ A <> O Parts Tch | Feb28 | Mar 28 | April 28
3.4 ?:neel(:oﬁn?éliltll r:édellver' minutes A. Harvey Weo P
Establish flow of Invoices 100% Q\ A Weo. Tch Mar 28 | April 28
41 wfo:k f‘%r iné/qlicisnfg“ C/A & available / JAR N T.Plant | o4 parts, Fi
4 after "Road Te
Customer Establish handover C/T =10 Mins N Mar 28 | April 28
Contact | 4.2 slots to eliminate Slot levelling Q A T. Plant SA
" j‘ waiting 4
landover
Establish a handover | Eliminate waiting N ) Mar 28 | April 28
4.3 grea so cust find cars | for customers 7 <>T. Butterwort  SA,Fi
O Proposed Start @ Actual Start <> Review (Major Milestones) O on Target

A Proposed Completion A Actual Completion 4 Review (Major Milestones) Complete

A B&nd Target

X Trouble




The Sales Value Stream

B
™ L




P Sales Funnel (New & Used)

What praportion leak after here?
~New (to brand or dealer) potential customers =xist

ks 3o Ty _ : Enquiry
7l P PRI Management

Quality of sales
process

Leaks: not retained via After-Sales
35
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& Workshop # 3

m What are the major areas of flow In
the sales process?

= How would you eliminate waste,
unevenness & overburden?
(15 minutes)
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Sustaining the Gains




Y Glass Wall Management

Lean Enterprise Academy

Value Stream Project

______
______

www.leanuk.org




Daily Meeting
Management

Resource Planning
Communications for the day
Health and Safety

Customer Fulfilment performance P

Reasons for Failure to Fulfil ‘\___.

Concern, Cause and Countermeasure of issues /

= SRR & SR S 1 T % T
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P Summary

What are the main processes in your organisation?

How well does each process perform, in delivering value
for your customers and profitability for your
organisation?

What is the demand for each process?

What are the vital few types of work that account for
most of the throughput?

m How can you create stability by turning unpredictable
work into predictable work?

m How can you flow this predictable work through your
organisation, without delays, errors, rework and fire-
fighting?

= What does management have to do to create this flow
and then sustain it over time?
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Creating Lean In
Sales & Service

Lean Transformation Summit,
Orlando

David Brunt
March 5t 6th 2008
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