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1 Introduction, planning
1.1 General Introduction

The new Low End Juicer should be a very basic appliance and should succeed Philips HR1821 to have a price fighter in the juicer range (especially for the Chinese market).

The construction should be as simple and smart as possible, considering the Philips Q2 approach: Good is good enough. 

The pulp container and the juice tray must be separated to ensure easy cleaning.
The feeding Tube must be big and the device can afford the loading from the big feeding tube.

1.2 IPD milestones


[image: image1]
Project Plan Committed 

PPC: 
wk 1042
Prototype Consolidation
 
PC:
wk 1042
Product Validated 

PV:
wk 1114
Industrial Release 

IR:
wk 1119
Commercial Release 

CR: 
wk 1121
1.3 Introduction Regions/countries, Quantities, Price
	Type number


	Region
	First shipment (x1000)
	Going price

	HR18XX incl jug
	Russia
	2
	€60.87

	
	EEU
	3
	€49

	
	MEA
	5
	€31.29

	
	France
	2
	€39

	
	Italy
	2
	€39

	
	Singapore Export
	1
	€30.51

	
	Poland
	1
	€55.14

	HR18XX China incl jug
	China
	40
	€43.52

	HR18XX excl jug
	Argentina
	4

	€53.38

	
	Thailand
	1
	€37.62


1.4 Total predictions of sales (sales in Year / total sales)
	Total Sales Volume per NSO/Region(x1000) 
	Excluding Replacements
	            347 

	 NSO/Region 
	 
	 
	 
	Total

	 China 
	 
	 
	 
	 
	            200 

	 Argentina 
	 
	 
	 
	              20 

	 Russia 
	 
	 
	 
	 
	              18 

	 Eastern Europe 
	 
	 
	 
	              23 

	 Korea 
	 
	 
	 
	 
	              -   

	 Thailand 
	 
	 
	.
	 
	                9 

	 MEA 
	 
	 
	 
	 
	              41 

	 France 
	 
	 
	 
	 
	              11 

	 Italy 
	 
	 
	 
	 
	              14 

	 Singapore Export 
	 
	 
	 
	                9 

	 Poland 
	 
	 
	 
	 
	                3 


1.5 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
	Replace
	Scrap

	Latam
	Call center FAQ
Web support FAQ
DFU / User manual

Leaflet
	Carry/ Ship In
	Repair

	APMEA
	Call center FAQ
Web support FAQ
DFU / User manual

Leaflet
	Carry/ Ship In
	Repair


1.6 Consumer (CRM) & Loyalty
NA
2 Technical specifications
2.1 Range overview
	HR 18xx incl jug 
	 

	 HR 18xx China incl jug 

	 HR 18xx excl jug 
	 


2.2 Product specifications

Basic Product Features

	
	New HR1821

	Input Power
	220W

	Speeds:
	1

	Pulp Container:
	min. 750ml

detachable

	Juice Tray:
	Yes

	Juicer Lid:
	Yes

	Lid Clamp:
	Yes

2 Clamps lock the lid. (one with safety design)

	Juice Jug:
	2 versions (w/ & w/o Jar)

	Spout:
	Yes

	Drip Stop Spout:
	No

	Sieve (Metal Band):
	Yes

	Suction feet:
	Yes

	Feeding Tube:
	Yes

Big

	Pusher:
	Yes


2.3 New commercial features
NA
2.4 Commercial Accessories 
NA

3 Architecture and characteristics

3.1 Mechanical
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3.2 Electrical

Refer to Service Manual

3.3 Critical spare parts

- Motor

- Motor Coupling
3.4 Consumer replaceable parts 

· Pusher
· Sieve

· Coupling

· Pulp Container
4 Cost of non quality prediction
4.1 Call center cost
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4.2 CPI (Cost per Intervention) & Expected call center costs
	 
	 
	Total CPI  (€)

	 
	 
	 

	LE Juicer
	 
	 

	 
	 
	 

	WEU
	Exchange
	€18.9 

	EEU
	Repair
	€15.3 

	LATAM
	Repair
	€17.3 

	APMEA
	Repair
	€7.7 


4.3 Predicted Field Quality (PFQ) or Field Call Rate (FCR) 

The best estimate for failure rate is: 1.4%



4.4 ConQ (Cost of non Quality) 
	Region
	CONQ (in%)

	WEU
	2.4%

	EEU
	2%

	LATAM
	2%

	APEMA
	1.3%


4.5 Charge back agreement 

Yes
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4.6 Initial Stocking confirmation 

No. 
4.7 Fast feedback program
	Feedback
	regions
	Quantity 
	cost 
	Yes / No

	Repair via initial workshop?
	Europe
	
	€ 
	yes/no

	Call center feedback
	Europe
	
	€ 
	yes/no

	Web feedback
	Europe
	
	€ 
	yes/no

	Rapid exchange
	Europe
	50
	€ 2500
	yes

	
	
	
	€ 
	


	Total fast feedback cost
	€ 2500


5 Consumer care package planning

5.1 Consumer care package

	
	 
	Europe
	Latam
	APMEA
	Accountable

	In-box
	 
	 
	 
	 
	 

	 
	User Manual
	CR
	CR
	CR
	Lara

	 
	Consumer Care Leaflet

(guarantee) 
	CR
	CR
	CR
	Lara 

	Web
	 
	
	
	
	

	 
	Leaflet and Photo's
	CR
	CR
	CR
	Lara

	 
	FAQ's
	CR
	CR
	CR
	Kathy Lau

	 
	Tips and Tricks
	CR
	CR
	CR
	Lara/ Kathy

	Call Center
	 
	
	
	
	

	 
	Callcenter Scripts and Tips
	NA
	NA
	NA
	NA

	 
	Training package - technical and soft skills
	CR
	CR
	CR
	Kathy

	 
	Training execution
	CR
	CR
	CR
	Lara

	 
	Product samples
	CR
	CR
	CR
	Darwin

	 
	 
	
	
	
	

	Repair & Exchange
	 
	
	
	
	

	 
	Service Manual
	CR
	CR
	CR
	Twinnie

	 
	Service Bill of Material, incl. spare parts Purchasing Master data
	CR-4
	CR-4
	CR-4
	Twinnie


5.2 Special phone number

For Europe, 800-number Will be added to user manual and quick start guide 

5.3 FAQ (Frequently Asked Questions)

FAQ will be translated in to following languages.

	WE + MEA = 15 --> Eng, Ger, Fra, Net, Ita, Spa, Por, Gre, Tur, Fin, Swe, Nor, Danish, Arab, Farsi 

	CE = 16 --> Eng, Rus, Pol, Hun, Cze, Slovenia, Slovakia, Croa, Servia, Bul, Rom, Latvia, Lithuania, Estland, Ukra, Kazach.

	ROW = 10 --> Eng, Trad Chinese, Simpl Chinese, Korean, Malaysian, Thai, Vietnam, Indonesia, Arab, Farsi


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 kost)

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: Lara Barre
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WARRANTY COMPENSATION AGREEMENT 
1. Objective 


 
The objective of this Annex is to specify the way of working regarding the compensation that 
Supplier will pay to Philips in relation to Defective Products;  
 
This Annex does not cover: 
(a) any other damages that Supplier may be obliged to pay under the GPA in respect of 


Defective Products, such as arising out of third party claims to Buyer and without 
limitation to any other provision of the GPA.  


(b) any liability arising from delay or non-delivery of Products.  
(c) Any liability arising from Epidemic Failures. 


 
2. Definitions 


All words herein beginning with capital letters shall be as defined in the GPA. In addition, 
the following definitions shall be used: 


a. “ASCs” means all service centers, whether third party or Philips-owned, that Philips 
retains for collection, repair and/or disposition of Defective Products; 


b. “Representative ASCs” means those ASC’s that parties agree to be representative 
for a certain Region and which are listed in Schedule A hereto;  


c. “Field” means any location of Products not controlled by Buyer (for example – but 
not limited to – in the case the Product is sold to a customer or end consumer); 


d. “Confirmation Ratio” means the sum of the agreed number of Defective Products 
and the agreed Supplier’s contribution to returned products where no fault has been 
found, calculated over a certain period of time as percentage of the quantity of 
Products returned and/or claimed to be defective from the Field in that time frame;  


e. “Returned Products” means the Products that are returned to Philips from the 
field that are Defective Products and/or claimed to be defective. 


f. “Return Ratio” means the agreed percentage of Defective Products and/or claimed 
to be defective in the Field that Buyer will make available to Supplier for verifying 
the effectiveness of the Confirmation Ratio; the Return Ratio(s) agreed are listed in 
Schedule B hereto; 


g. “Region” has the meaning as set forth in Schedule C; 


h. “Unit Compensation” is the damages amount fixed per Product and per Region to 
be paid by Supplier for Defective products as set forth in Schedule D; 


 
3. Process Flow (Schedule E) 
 
3.1 Buyer shall supply to Supplier not later than during the first half of each calendar month, a 


monthly field service report showing the number of Defective Products and their cause of 







defect with reasonable details on the repairs and/or replacements made by ASCs according 
to the data format as specified in Annex F hereto (hereafter referred to as “Monthly Field 
Service Report”). Any additional information including identification elements that Supplier 
may request to Buyer shall be subject to written agreement between Supplier and Buyer.  


 
3.2 Within 15 calendar days of receiving the Monthly Field Service Report, Supplier shall either 


confirm to Buyer whether it accepts responsibility for the number of Defective Products 
reported in the Monthly Field Service Report or whether it desires to make use of a specific, 
to be agreed upon, evidence collection process. In the latter case, Supplier shall forthwith 
undertake verification and shall inform Buyer within 15 days of verification (but not later 
than 35 calendar days of receiving the Monthly Field Service Report) whether it accepts the 
reported Defective Products. 


 
3.3 If Supplier rejects any reported Defective Products, it shall give adequate reasons justifying 


the rejection. 
 


3.4 Buyer may submit any disagreement on rejects to Senior Management of both Parties for 
resolution within 10 working days from the date of rejection. 
 


3.5 Within 3 working days of receiving Supplier’s confirmation of Defective Products (or after 
resolution of disagreements, as the case may be), at Buyer’s option, Buyer may either 
(i) request Supplier to issue a credit note based on supplier confirmation for an amount 


“Total Compensation”,  or 
(ii) issue a debit note to the Supplier for an amount “Total Compensation”.  
 
In either case, the Total Compensation shall be calculated as follows:  


Total Compensation = Unit Compensation * Total number of Returned Products * 
Confirmation Ratio 


 
3.6 Unless Parties agree otherwise, the Confirmation Ratio will be updated half year in mutual 


agreement based on the historical data of the last 6 months. During the first 6 months, the 
longest possible period will be used.  


 
3.7 Within 30 calendar days of the date of Buyer’s debit note, Supplier shall pay Buyer the sum 


indicated in the debit note. At Buyer’s option, Buyer may set-off the sums indicated in the 
debit note against any payment due by Buyer to Supplier. 
  


3.8 Schedule E provides an illustration of the process described above. Supplier and Buyer agree 
to review yearly the process of collection of the Monthly Field Service Report. 


 


4 Verification & Samples 


4.1 Supplier and Buyer agree that Buyer shall only have to make available for collection by 
Supplier a number of Defective Products equal to Return Ratio of Defective Products (“the 
Set-aside Products”). If Supplier wishes the Set-aside Products be shipped to its premises, 
the related transport, overhead and handling costs to ship the Set-aside Products shall be 
borne by Supplier. Any return-request regarding Defective Products not included in the Set-







aside Products has to be authorised by Buyer’s regional Service organization prior to 
execution by Representative ASC. 


4.2 Buyer shall be entitled:  


(a) to dispose or destroy immediately the Defective Products not included in the Set-aside 
Products; and 


(b) to dispose or destroy the Set-aside Products immediately if Supplier gives notice that it 
does not want to collect these or for have these shipped to its premises; or 


(c) to dispose or destroy the Set-aside Products within 1 month from the date of the 
Monthly Field Service Report, if the Supplier fails to collect the Set-aside Products;  


If Supplier wants to extend the date of collection of the Set-aside Products, Buyer may allow 
an extension of such date and under the condition that Supplier shall bear any additional 
costs resulting from such extension. Supplier and Buyer shall add to the Unit Compensation, 
such costs as Buyer may incur in the disposal of Defective Products which are not returned 
to or collected by Supplier.   


4.3 Parties agree that Defective Products found by Representative ASCs will be regarded as 
representative of the total number of Defective Products in the Region concerned. The 
Confirmation Ratio will therefore also apply to other deliveries in the Region. 


4.4 With Buyer’s consent and upon receipt of Supplier’s advance notice, Supplier may visit the 
Representative ASCs (together with a representative from Buyer) for the purpose of 
verifying the Monthly Field Service Report, Return Ratio and related service processes.  


1.1.1.1.1 5  Coordination 


 Parties appoint the persons listed in Annex D for coordinating the implementation of the 
warranty compensation agreement.  


 
Schedule A  


List of Representative ASC’s 
[to be made for each specific case] 


 
Schedule B 


Return Ratio (%) 
 
 
 
 
 
 


Schedule C 
Region definitions 


 
Region a 
Region b 


Region a 
 


Region b Region c Region d 


 
 


   







Region c 
Region d 







Schedule D 
Unit Compensation in [currency] 


  Region a Region b Region c Region d 
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  Product b         
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Schedule E 
Work Flow 


  


Buyer’s service 
organization supply 
Monthly Field Service 
Report 


Supplier confirms 
claims on a monthly 
basis 
 or  
proceed with 
verification of 
Defective Products 
 
 


Buyer issues debit 


note to Supplier   


or 


Supplier issues 


credit note to Buyer 


Supplier makes 


payment according 


to debit note 


or 


Buyer sets-off sum 


against payment 


due to Supplier 


 
Buyer 


 
Supplier 


First half of each Philips 


month following the first 


receipt of a warranty 


repair. 


 


Within 15 calendar days of 
receiving the reports  
or  
within 15 calendar days of 
verification (but not later than 
35 calendar days of receiving 
reports) 


Buyer 
Or  
Supplier 


3 working days after Supplier 
confirmation 


Within 30 calendar days of 
receiving the debit note  
or  
upon receipt of credit note 
from Supplier 


Supplier 
or  
Buyer 







Schedule F 
Information on Claims 


List of information will include (but will not be not limited to): 


 Model number  


 Production serial-number set (optional) 


 Repair date / Exchange Date 


 Failure symptom 


 Service action (i.e. Exchange, repair,..) 


 Country code 
 
Information Template [Attach excel file] 
 






