Consumer Lifestyle                                                    [image: image5.jpg]DHILIPS




<DA/ AP Cooking>, <Optional Innovation Site>

<New 1 and 2>

<PPC>
[image: image5.jpg]

[image: image6.png]


[image: image7.png]


[image: image8.png]


[image: image9.png]



Consumer Care Book
<PPC>




Project name :
<New 1 and 2>





Project ID :

<Identification>
[image: image10.png]



	Version History
	The current document version is described below:

	Version
	Date of Changes
	Change Summary

	0.1
	2010-Jun-10
	Initial version

	
	
	

	
	
	


Index

31
1. Introduction, planning


31.1
General Introduction


31.2
IPD milestones


31.3
Introduction Regions/countries, Quantities, Price


31.4
Total predictions of sales (sales in Year / total sales)


42
Selected Consumer Care Experiences and Repair Process


42.1
Overview of selected experiences


42.2
Web specifics (optional)


42.3
Repair & Exchange specifics (optional)


53
Technical Product Description


53.1
Range overview


53.2
Product specifications


53.3
New commercial features


63.4
Mechanical


63.5
Electrical


64
Consumer Care Package planning


64.1
Consumer Care Package


64.2
Special phone number


64.3
FAQ (Frequently Asked Questions)


74.4
Repair & exchange


75
BOM/ODM Supplier agreements


75.1
Initial stocking confirmation


75.2
Charge back agreements (WCA)


76
Field Feedback


76.1
Fast feedback program


87
Consumer Care cost prediction


87.1
Predicted Field Quality (PFQ) or Field Call Rate (FCR)


87.2
Cost per Call (To be updated by latest data)


87.3
Cost of non Quality (ConQ)





1 1. Introduction, planning
1.1 General Introduction
Apparently, current Micom models are representing >60% of Philips China rice cooker sales, and the segment of >RMB500 is keep increasing and taking >40% of total market.

However, Philips is present in that growing segment with only 6 SKUs in which 2 of them (pressure type) is at premium segment.  To keep sales momentum and sustain market share growth, it is planned to launch additional 2 SKU at price point of RMB600-800 to capture 10% of total market. 

In principle, it is a micom rice cooker with various recipes to position as an upgrade of current fuzzy logic rice cooker.  And to make it differentiate from competition, we would come with new and unique design rather than just competing in cooking program, in other words, it is no more an OEM product.  

1.2 IPD milestones  SHAPE  \* MERGEFORMAT 



Project Plan Committed 

PPC: 
wk 1030
Product Validated 

PV:
wk 1113
Industrial Release 

IR:
wk 1118
Commercial Release 

CR: 
wk 1122
1.3 Introduction Regions/countries, Quantities, Price 
	Type number


	Region

Stroke version
	First shipment
	Total

Planned quantity
	FSP
	net – net price
	Going 

price

	HD4745
	APMEA
	Wk1113
	k 148
	USD$34.5
	€ 27.93
	RMB725

	HD4747
	APMEA
	Wk1113
	k 125
	USD$35.3
	€ 28.56
	RMB770


1.4 Total predictions of sales (sales in Year / total sales)4 years sales

========

HD4745
148K pcs
7.78M
HD4747
125K pcs
6.9M
2 Selected Consumer Care Experiences and Repair Process

2.1 Overview of selected experiences	Region
	CC Experience
Front end
	CC Experience
Repair & Exchange
	Repair Process

	APMEA
	Contact center

Web support

DFU
Leaflet (PSS)

Demo

Quick start guide

Safety & Warranty leaflet
	Repair/ carry in 
	Module swap / scrap / refurbish


2.2 Web specifics (optional)FAQ

Downloadable documents

Warranty & Service statement online

DFU

Quick Start Guide

Service Centre locater per country

How to contact Philips
2.3 Repair & Exchange specifics (optional)R&E scenarios (R&E Experience versus Repair Process)

3Technical Product Description
2.4 [image: image11.png]3-dimension (base, top, side) heater
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2.5 Product specifications
HD4745
Voltage:


220-240V (ASEAN)
Power consumption:

800W

Frequency:


50/06Hz

HD4747

Voltage:


220-240V (ASEAN)

Power consumption:

900W

Frequency:


50/06Hz

· China: 220V, Power consumption: 730W & 825W for HD4745 & HD4747 respectively.
2.6 New commercial features Same as the above, except replace porridge by cake with 2 reasons:
1) Cake is becoming a ‘mandatory feature in Micom range
2) Porridge can be cooked under the feature of porridge with grains
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China Version: [image: image3.png]



2.8 Electrical
Refer to Service Manual
3 Consumer Care Package planning
3.1 Consumer Care Package	Mile stone
	
	Package

	APMEA

	Accountable

	
	In box
	
	

	CR
	
	User Manual
	Yes
	DFU

	CR
	
	Quick Start Guide
	Yes
	DFU/ARC

	
	Web
	
	

	CR
	
	Add Why to buy (pre-sales info)
	Yes
	ARC/ CMM/ UCC

	CR
	
	Recipe info
	Yes
	‘My Kitchen’ web support

	CR
	
	Warranty Policy Statement (wbo)
	Yes
	Regional

	CR
	
	Leaflet and photo’s
	Yes
	CMM

	CR
	
	FAQ’s
	Yes
	ARC

	CR
	
	Tips and Tricks
	Yes
	ARC

	
	Contact Centre
	
	

	CR
	
	Training Package – technical and soft skills
	Yes
	ARC

	CR
	
	Product samples
	Yes
	CMM

	
	Repair & Exchange
	
	

	CR
	
	Service Manual
	Yes
	UCC

	CR-4wks
	
	Service Bill of Material (SBOM)
	Yes
	UCC


3.2 Special phone number
For Apmea, 800-number Will / will not be added to user manual and quick start guide)
3.3 FAQ (Frequently Asked Questions)
FAQ will be translated in to following languages.
American English, Simplified Chinese, Traditional Chinese
3.4 Repair & exchange
Service Manual

Critical spare parts (No critical spare parts)
4 BOM/ODM Supplier agreements

(Service paragraph in Project Book)

4.1 Initial stocking confirmation4.2 Charge back agreements (WCA)
Yes
5 Field Feedback

5.1 Fast feedback program(product quality fast feedback / first 100 program)
	Feedback
	regions
	Quantity 
	cost 
	Yes / No

	Repair via initial workshop?
	APMEA
	20pcs per each CTN
	TBC (shipment cost + sample cost)
	yes/no


	Total fast feedback cost
	€ TBC


6 Consumer Care cost prediction
6.1 Predicted Field Quality (PFQ) or Field Call Rate (FCR)
Target FCR = 2.5%
6.2 Cost per Call (To be updated by latest data)(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

	APMEA
	HD4745
	
	
	3.6%
	4mins
	1.8RMB
	€ 1

	APEMA
	HD4747
	
	
	3.6%
	4mins
	1.8RMB
	€ 1


· No specified steamer cost per call available. We use the cost per call for all KA product 
· ACR = Amount of calls / total sales (450/12499, upto Jun result)
Cost per Incident (CPI) & Expected Call Center costs (rate: 1EUR=8.3556 CNY)
	Region
	Type Number
	IVPR 
price
	Transport
	Handle 
VI
	Parts
	Labor
	Total CPI 
	Cost per call
	CPI Estimation Attachment

	APEMA
	HD4745
	
	
	
	CNY62
	CNY30.5 
	CNY92.5
	
	

	APEMA
	HD4747
	
	
	
	CNY62
	CNY30.5 
	CNY92.5
	
	


6.3 Cost of non Quality (ConQ)	Region
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                                +                                       = ConQ in % of sales


	CoNQ (% of sales)

	APMEA
	[(2.5%*11.07+3.6%*1)/28.22]*100%
	1.11%



ACR = calls year / sales year 
	Region
	Sales * Net-Net price *  CoNQ in % = CoNQ in Euro


	CoNQ in Euro

	APMEA
	(148+125)*1000*28.22*1.11%
	€85,384



	Total cost of one year sales
	85384/4
	€21,346


Reference Attached     
[image: image4.emf]CONQ  Calculation_24Jun10.xlsx


BU CMM: Pacsy Lam


CC Bus. Mgt: Reinier Gratama


BU CC Mgt: Twinnie Leung
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Cooking Program


Asean: Cake/ Sushi/ Quick/ Rice/ Soup/ Steam/ Stew/ Congee





China: Firm Rice/ Soft Rice/ Quick/ Rice/ Soup/ Steam/ Stew/ Congee with grains








ACR x call cost





FCR x CPI





NSP
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Average NSP

		Model		Total Qty(K)		NNP(Eur)

		HD4745		148		27.93

		HD4747		125		28.56

				average NNP		28.2184615385		Eur

				Approx. CPI		92.5 CNY		=		11.0704198382		(Eur)

		CoNQ Prediction

				ConQ in % of sales = FCR x CPI  + ACR X Call Cost

								=		1.1083541728		%

				ConQ is Euro =		= Sales* NNP*ConQ%

				(148+125)*1000*28.22*2.11%				=		85383.6153956628		Eur

				Total Cost of one Year Sales				=		21345.9038489157
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