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Product picture: 

 

 
 
 
Product introduction 
 
Perfect Care is a breakthrough in the Steam system segment, it is the first truly simplicity solution, 
offering unbeatable ironing performance with no more need to adjust the steam and the temperature 
and with no risk to damage any ironable fabrics.  
With Perfect Care, we aim to beat TEFAL/Calor stronghold and become a leader in the segment > €200. 
The range consists of 4 products priced between €229-299 and will be introduced in Western Europe and 
Russia/Turkey in September 2011 
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Consumer Insight 
 

 
 

 
Consumer Care Focus 
1. Consumer Education  

a. Pre-purchase 

i. New users/Upgraders – Consumers that have currently a steam iron and are looking 

at a faster way to iron  

ii. Repeat users – Consumers that currently have a steam generator 

b. Post – purchase – product experience enhancement 

i. Rinse reminder  –  after 2 months 

ii. Web portal – to capture user recommendations and experience (to be defined) 

 
 

Country focus: France, DACH, Benelux, Turkey, Russia 
 
Introduction and sales planning 

Country Month of introduction Planned sales year of 
introduction (x k) 

Planned sales total 
period 2011-2015 (x 
k) 

Benelux Sep 2011 60 (to be updated - 
provide split per country 
once available) 

800 (to be updated- 
provide split per 
country once 
available) 

Dach Sep 2011 

France Sep 2011 
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Other countries where product will be launched in Sep 2011 (planned sales total period): to be updated 
 
 
IPD milestones 
PPC wk1038 
IR wk1117 
CR wk1122 
 
Warranty and service policy (break fix) 

 2 year warranty (= standard for x-DAP products) 

 Carry-in Repair, component level repair 

 
Accessories, consumer replaceable parts 
No accessories 
Consumable replaceable parts:  

 Water-tank (estimated price: 22-24 Euros) 

 Soleplate Cleaning Stick (5 Euros) 
 
Consumables will be made available: 

 On line: thru Philips on-line shop (BNL, F, DA, UK, SP, IT, SE, DK) 

 Call center (ordering via local service provider) 

 Service center (ordering via regional spare parts provider) 

 

Consumer touch points for consumer care (to be updated for final conclusion on loaner scenario) 
In-box 
Web (.com, .care, on-line-shop) 
Call center 
Trade 
Service centers 
 
CoNQ prediction & cost driver assumption (per CC brief dated 14 Dec 2010) 
FCR: 3.5% 
CoNQ as % of sales: 2.3%  
CPI: €45 
NSP: €126  
Call center cost as % of sales: 1%  
 
NPS targets 

 Phone: 50% (GC currently @ 41%) 

 Web: 25% (GC currently @19%) 

 Repair & Exchange: 35% (GC currently @28%) 

 
Consumer care package 

Item Detail  Availability Timing 
(link to milestone) 

Owner (name) Additional cost 
(TIC) 

     

In-box / on-product User manual  
Quick Start Guide 
Warranty card (per existing) 
CRM registration  (use 

Wk1107 
Wk1107 
Wk1107 
Wk1107  

Ng Mo Tan 
Ng Mo Tan 
Tan Kok Leng 
David Jeanson 
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existing TV as base.  To be 
updated closer to 
production) 
External endorsement (on 
packaging)  
 

 
 
 
 
 (wk1110.1) – for1x 
product version 
Finalize rest by 
1112.1. 

 
 
 
 
David Jeanson 

     

Web – pre 
purchase 

FAQ 
Demo video 
360 degree picture 
Leaflet 
Buying guide (tbd) 

Wk1130 Simon Leong 
David Jeanson 
David Jeanson 
David Jeanson 
 

 

     

Web – post 
purchase 

User-manual 
FAQ 
Tips & Tricks 
CRP on line ordering links 
Decalcification video 

Wk1130 
Wk1130 
Wk1130 
Wk1134 
Wk1106 

Simon Leong 
Simon Leong 
Simon Leong 
Simon Leong 
David Jeanson 
 

 

     

Specify items for 
call center 

Product samples (5x) 
On-site call center training 

Wk1130 
Wk1134 

Simon Leong 
Simon Leong 

Sitel Ger -1x 
Sitel Eindhoven-1x 
Sitel Barcelona -1x 
Sitel UK – 1x 
Sitel EE – 1x 
 

     

Specify items for 
service center 
 

Product samples for service 
(7x) 
Training material 
 

Wk1130 
 
Wk1134 
 
 

Simon Leong 
 
Simon Leong 
 
 

DACH (3x) 
Benelux (2x) 
France (2x) 

 
Any relevant specifics for execution – plse list below 
 
CRM consumer care messaging  (execution and costing to be confirmed by CRM team) 

 Following reminder e-mails need to be sent to consumers who have registered 

o After 2 months of purchase, reminder to perform rinsing  

o Invitation to join web portal and share consumer experience 

 Action: David/Reinier to brief CRM team on this by end Q1 latest 

 
Consumer Experience feedback loop – plse specify 

Consumer Touch point Medium Additional cost 

Call center Easy Xtract Freetext No 

Web Easy Xtract Freetext No 

 

 


