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11Attachment 1: Explanation abbreviations





1 Introduction, planning
1.1 General Introduction

There is a trend towards more “quick cleaning” as part of the total cleaning process. This can be seen both in strong growth of quick cleaning appliances over the last years (e.g. electric sweepers and rechargeable hand-stick vacuum cleaners), as well as feedback from consumers (e.g. Olympus concept Lab). 

Philips has a broad portfolio in quick cleaning products (e.g. electric sweeper, rechargeable handhelds and 2-in-1 handheld/hand-sticks). However, with the current portfolio we have not been able to have a clear preference over competitor products. Our main competitor has a strong discriminating offering in the Quick Cleaning sub-category (Ergorapido), which has enabled them to take over the market leadership position from Black & Decker.

After a thorough analysis, we have selected the direction of “Bring a clean feeling to your home everyday” for the Olympus project. This would aim for a product that enables people to make the most of the limited time they have to clean, so they can bring back that ‘clean’ feeling to their home everyday.
In Western Europe, consumers are more and more doing “quick cleaning” as part of the total cleaning process. This is amongst other caused by a busy lifestyle and a decreasing number of full-time housewives. For this cleaning in-between the normal, thorough cleaning jobs, different appliances are used. However, many people find it a hassle to take out a normal vacuum cleaner and are looking for easy-to-use and easy-to-set-up appliances that are suitable for these smaller cleaning jobs. 
Since the application of electric sweepers and rechargeable hand-sticks are more or less the same, a further growth of the hand-sticks is expected while the sweeper market is expected to decline more. 
We would like to take a significant share of the rechargeable hand-stick market with the Olympus, thereby increasing our position in the quick cleaning subcategory.   

Olympus should be a 2-in-1 product, having both floor cleaning and spot cleaning functionalities. It should therefore be the combination of a handheld and a hand-stick. Next to that, it should be always ready to use and therefore blending interior. It should be cordless, so it’s ready to use and you don’t have to waste time plugging it in and moving the cord to new outlets.

It should have a sufficient runtime (>= 20 min) and suction power (=>20 W).

1.2 IPD milestones


[image: image1]
Project Plan Committed 

PPC: 
wk 1002
Prototype Consolidation
 
PC:
wk 1002
Product Validated 

PV:
wk 1022
Industrial Release 

IR:
wk 1025
Launch date       

CR: 
wk 1036
1.3 Introduction Regions/countries, Quantities, Price
	Type
	Total Sales WE
	Total Sales CEE
	Total Sales LatAm
	Total Sales APMEA
	Total sales per type

	FC6161
	333000
	48000
	71000
	24000
	476000

	Total
	333.000 
	48.000 
	71.000 
	24.000 
	476.000 


	Prices
	FSP €
	Average IIP
	Average NNP
	Going Price

	FC6161
	€ 35,41 
	€ 55,88 
	€ 74,50 
	149


1.4 Consumer Service Offering (CSO) and repair process
	Region
	CSO

Front end
	CSO

Back end
	Repair process

	Europe
	Call center FAQ
Web support FAQ
DFU / User manual

Leaflet

Quick start guide
	Repair/ carry in 
	Module swap / scrap 

	Latam
	Call center FAQ
Web support FAQ
DFU / User manual

Leaflet

Quick start guide
	Repair/ carry in 
	Module swap / scrap 

	APMEA
	Call center FAQ
Web support FAQ
DFU / User manual

Leaflet

Quick start guide
	Repair/ carry in 
	Module swap / scrap 


2 Technical specifications
2.1 Range overview
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2.2 Product specifications
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2.3 New commercial features
Olympus will be a 2-in-1 product, having both floor cleaning and spot cleaning functionalities. 
Always there when you need it

· Designed to fit your interior

· Instantly ready to use

Multifunctional: 2-in-1

· Stick vacuum cleaner to clean floors

· Handheld vacuum cleaner to clean furniture

Freedom to move around

· Cordless for ultimate moveability

· 20 minutes runtime to cover large areas

· Self-standing with easy detachable handheld
2.4 Commercial Accessories 
We are not planning develop specific accessories for this products. Replacement filters and other parts will be available through the service channels. 
3 Architecture and characteristics
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3.1 Mechanical
3.2 Electrical
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3.3 Critical spare parts

Filter
Mesh filter

Charger 

3.4 Consumer replaceable parts 

Filter

Mesh filter

Charger
Charging base

Brush bars
Stick

4 Cost of non quality prediction
4.1 Call center cost
(Cost per call = average time * cost per minute)

	Region
	Type Number
	Amount of calls
	Total Sales
	ACR %
	Average call time
	Price per minute
	Price per call

	Europe
	FC6161
	1905
	381000
	0,5%
	10min
	€1
	€ 10

	Latam
	FC6161
	213
	71000
	0,3%
	10min
	€ 0,40
	€  4

	APMEA
	FC6161
	72
	24000
	0,3%
	10min
	€ 0,20
	€  2


· ACR = Amount of calls / total sales
4.2 CPI (Cost per Intervention)
	NNP
	 WE 
	 CEE 
	 LatAm 
	 ASIA 

	Average retail price (NNP)
	€ 74,50 
	€ 74,50 
	€ 74,50 
	€ 74,50 

	CPI repair
	 
	 
	 
	 

	Retail transportation cost's?
	€ 6,20 
	€ 7,50 
	€ 2,80 
	€ 0,00 

	Repair labour cost
	€ 14,50 
	€ 10,00 
	€ 4,00 
	€ 2,66 

	Sparepart cost's
	€ 23,14 
	€ 23,14 
	€ 23,14 
	€ 23,14 

	Discount
	30%
	26%
	0%
	0%

	Sparepart cost's
	€ 16,20 
	€ 17,12 
	€ 23,14 
	€ 23,14 

	Service concept that will be applied
	Carry in repair
	Carry in repair
	Carry in repair
	Carry in repair

	CPI exchange
	 
	 
	 
	 

	Retail transportation cost's?
	€ 10,00 
	€ 7,50 
	€ 5,00 
	€ 3,00 

	Retail fee
	€ 3,00 
	€ 5,00 
	€ 2,00 
	€ 1,00 

	Appliance cost's (IIP price)
	€ 55,88 
	€ 55,88 
	€ 55,88 
	€ 55,88 

	Total repair
	€ 36,90 
	€ 34,62 
	€ 29,94 
	€ 25,80 

	Total exchange
	€ 68,88 
	€ 68,38 
	€ 62,88 
	€ 59,88 


4.3 Predicted Field Quality (PFQ) or Field Call Rate (FCR) 
	Elements that contribute to Failure Rate
	Reference (ppm)
	Correc- tion
	Certainty
	Estimated  (ppm)
	CREX (ppm)

	battery / connection / fuse failure
	1000
	5
	0,2
	5000
	25000

	charging contacts failure [near to floor]
	1000
	2
	0,2
	2000
	10000

	brush bar / brush bar belt
	900
	2
	0,2
	1800
	9000

	PCB failure 3x
	1500
	1
	0,2
	1500
	7500

	handheld motor failure
	600
	2
	0,2
	1200
	6000

	misuse
	3000
	0,7
	0,4
	2100
	5250

	no fault found
	3000
	0,7
	0,4
	2100
	5250

	dust cup locking mechanism failure
	5000
	0,4
	0,4
	2000
	5000

	brush bar motor failure
	500
	2
	0,2
	1000
	5000

	adaptor failure
	500
	1
	0,2
	500
	2500

	charging contacts failure
	400
	1
	0,2
	400
	2000

	stick broken
	200
	1
	0,2
	200
	1000

	handheld locking mechanism
	200
	1
	0,2
	200
	1000

	missing parts [screw]
	200
	1
	0,2
	200
	1000

	clogged on / off button 3x
	200
	1
	0,2
	200
	1000

	clogged filter
	200
	1
	0,2
	200
	1000

	brush bar blocked
	700
	0,4
	0,4
	280
	700

	brush bar locking mechanism
	1000
	0,2
	0,4
	200
	500

	wheels [clogged with dirt]
	200
	1
	0,4
	200
	500

	transport damage
	200
	1
	0,4
	200
	500

	The best estimate for failure rate is:
	
	
	2,1%


4.4 ConQ (Cost of non Quality) 
	 
	CPI repair €
	CPI exchange €
	Exchange vs repair rate
	CPI mix €
	FCR
	Total sales
	CoNQ total

	 WE 
	36,90 
	68,88 
	2%
	€ 37,54 
	2,10%
	  333.000 
	€ 262.508 

	 CEE 
	34,62 
	68,38 
	2%
	€ 35,30 
	2,10%
	    48.000 
	€ 35.582 

	 LatAm 
	29,94 
	62,88 
	2%
	€ 30,60 
	2,10%
	    71.000 
	€ 45.625 

	 Asia 
	25,80 
	59,88 
	1%
	€ 26,14 
	2,10%
	    24.000 
	€ 13.176 

	 Total sales 
	 
	 
	 
	 
	 
	  476.000 
	 

	Call center costs
	 
	 
	 
	 
	 
	 
	€ 20.046 

	CoNQ (Euro)
	 
	 
	 
	 
	 
	Total CoNQ
	€ 376.937 

	CoNQ (% sales)
	 
	 
	 
	 
	 
	 
	1,06%


4.5 Fast feedback program

	Feedback
	regions
	Quantity 
	cost 

	Repair via initial workshop
	Europe: Germany/Netherlands
	50+50
	€ 7083


	Total fast feedback cost
	€ 7083


5 Consumer care package planning

5.1 Consumer care package

	
	 
	Europe
	Accountable
	Responseble

	In-box

	User Manual
	At CR
	ARC
	CMM

	
	Quick Start Guide 
	At CR
	ARC
	CMM

	
	Consumer Care Leaflet
	At CR
	DFU
	CMM

	Web

	Leaflet and Photo's
	AT IR
	DFU/ARC
	CMM

	
	FAQ's
	At CR
	ARC
	CMM

	
	Tips and Tricks
	At CR
	CMM / Marcom
	CMM

	
	Instruction movies (tutorials)
	N.A.
	Marcom
	CMM

	 Call Center

 

 

 
	Callcenter Scripts and Tips
	At CR
	CCQ/ARC
	CMM

	
	Training package - technical and soft skills
	AT IR
	CCQ/ARC
	CCQ/ARC

	
	Training execution
	AT IR
	CCQ/ARC
	CCQ/ARC

	
	Product samples
	AT IR
	CMM
	CMM

	Repair & Exchange

 

 

 
	Service Manual
	AT IR
	CCQ
	CCQ

	
	Diagnostics- and Service Tools 
	N.A
	CCQ
	CCQ

	
	Service Bill of Material, incl. spare parts Purchasing Master data
	 At CR-2WK
	CCQ
	CCQ

	
	Training package diagnostics & repair
	AT IR
	CCQ
	CCQ


5.2 Special phone number

For Europe: 800-number will be added to user manual and quick start guide 

	Country
	New Free phone number

	France
	0805025510

	Spain
	900800655

	Germany
	08000007520

	Italy
	800088774

	UK
	08003316015

	Netherlands
	08000230076


5.3 FAQ (Frequently Asked Questions)

FAQ will be translated in to following languages.

- English, French, Danish, Spanish, Italian, Dutch 

Attachment 1: Explanation abbreviations  

VPD:
Value Proposition Debriefing

AA:
Assignment Agreed

PPC:
Project Plan Committed

CC:
Concept Consolidation

PC:
Prototype Consolidation

PV:
Product Validated

IR:
Industrial Release

CR:
Commercial Release

PE:
Project end

FSP:
Factory Standard Price 

IIP:
Internal Invoice Price (FSP + NSO cost)

DFU:
Direction For Use

FAQ:
Frequently Ask Questions
PFQ:
Predicted Field Quality
CSO:
Consumer Service Offering

ConQ:
Cost of non Quality

ACR:
Average contact Rate
FCR:
Field Call Rate

FAQ:
Frequently Ask Questions.  

LATAM 
= Latin America

Nafta

= North America, Canada and Mexico

APMEA

= Asian Pacific, Middle East, Africa

Europe

= Europe 
CMM: Rienk Kentie
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Olympus will be a 2-in-1 product, having both floor cleaning and spot cleaning functionalities. It should therefore be the combination of a handheld and a hand-stick. 





Next to that it should be always ready to use, and therefore blending interior. It should be cordless, so it’s ready to use and people do not have to waste time in plugging it in and moving the cord to new outlets.





It should have a sufficient runtime (>= 20 min) and suction power (=>20 W).





It aims at one version (specifications) and 5 colors (for channelization). 
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