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[bookmark: _Toc280197559]Product introduction
The objective of Floor Care is to grow in China by increasing market penetration. Therefore new propositions/segments need to be developed to attract new users to the FC market.
       The Reason to Win :brand strength (specifications ≥ competition)

       The proposition is: Small on the outside, powerful on the inside 

       This is the main  message of the current offerings in the Q1 Chinese market.

[bookmark: _Toc280197562]VPH 

For this project the generic Floorcare VPH is valid :
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[bookmark: _Toc243898368]Consumer care focus:

As usual : focus on pré-sales.
 

CRM strategy:
Not Applicable


[bookmark: _Toc280197563]Sales introduction and IPD milestone planning
	Country
	Month of introduction
	Planned sales year of introduction (x k)
	Planned sales total 2011-2016 (x k)

	PRC
	Jan. 2012
	9
	291

	
	
	
	



 (
IR
AA
PPC
PV
CR
PE
VPD
IR
PC
)
Project Plan Committed 		PPC: 	1127
Industrial Release		IR:	1146	 
Commercial Release 		CR: 	1148

[bookmark: _Toc280197564]
Warranty and service policy

· 2 Year warranty
· Replacement, Carry in, repair by component swap.

[bookmark: _Toc280197565]Accessories & Consumer Replaceable Parts

	Spare part
	Commercial Accessory
	Online shop price

	All purpose nozzle
	 N.A.
	 N.A.

	Crevice nozzle
	 N.A.
	 N.A.

	Small nozzle
	 N.A.
	 N.A.

	Plastic tube 3 pcs.
	 N.A.
	 N.A.

	Permanent Cotton Bag
	 N.A.
	 N.A.












Consumer touch points for consumer care

	ROW
	· In-box
· Web (.com / .care)
· Call Center
· Service Centers


CoNQ prediction & cost driver assumption

CoNQ as % of sales: 3 %
FCR:  2.4 % (best estimate)
CPI:  € 17,40
Call center cost as % of sales: 2 %


[bookmark: _Toc243898376][bookmark: _Toc280197568]Consumer care package
	Item
	Detail
	Availability timing
	Owner
	Cost (T.I.C) / Marcom budget 

	In-box

	 
	User Manual
	PV (text)
IR (final)
	Kajsa Beijer-Olsen
	

	 
	World Wide Guarantee Card
	IR
	Kajsa Beijer-Olsen
	

	Web

	 
	Leaflet and Photo's
	CR
	Kajsa Beijer-Olsen
	

	
	Pre-purchase FAQ's
	CR
	    Fenna Lesman /Kajsa Beijer-Olsen
	

	 
	Post-purchase FAQ's
	CR
	    Fenna Lesman
	

	 
	Consumer Care Leaflet
	CR
	CRM
	

	Call Center

	 
	Training package - technical and soft skills
	IR
	Yvonne Dingsté /Kathy Lau/Fenna Lesman
	

	 
	Training execution
	CR
	Yvonne Dingsté/Kathy Lau
	

	
	Commercial Product samples
	IR
	Kajsa Beijer-Olsen
	€

	
	Call center Feedback
	CR
	Fenna Lesman
	

	Service Centers

	 
	Service Manual
	CR - 2WK
	Yvonne Dingsté
	

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



[bookmark: _Toc280197569]
Consumer experience feedback loop
Feedback from Call centers China.
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