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1 Introduction, planning
1.1 General Introduction

Toaster is a mature market and Philips has stable sales (€23.4M,actual 2009); Among the portfolio basic range drives the biggest sales turnover, we sold over >800k pcs in 2009, and also representing >48% of the total value of the application.

Toaster is rather a commodity but still influenced by added value; such as design, M&F. In the past most metal toasters were seen at the high-end price point but now they have taken over half of the shelf spaces, covering all price segments. Consumer also perceive metal will be more durable, high quality and more sophisticated design. 

In the mid end metal toaster, we will use a tactical approach which leverage our latest design and offer a proposition with metal panels to target the relevant segment. 

1.2 IPD milestones
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Project Plan Committed 

PPC: 
wk 1038
Prototype Consolidation
 
PC:
wk 1043
Product Validated 

PV:
wk 1113
Industrial Release 

IR:
wk 1119
Commercial Release 

CR: 
wk 1125
1.3 Introduction Regions/countries, Quantities, Price
	Type number


	Region

Stroke version
	Total

Planned quantity(K)
	Going 

price

	HD2586
	 Benelux 
	73
	€30

	
	 UK & Ireland 
	62
	£24.93

	
	 France 
	105
	€30

	
	 Nordic 
	69
	€30

	
	 Iberia 
	73
	€30

	
	 Platino 
	73
	ARS151.21

	
	 Turkey 
	12
	TRY58.27

	
	 Russia 
	73
	RUB1176.47

	
	 Poland 
	25
	PLN119.14

	
	 Greece 
	25
	€30

	
	 CEE 
	73
	€30

	
	 ISO MEA 
	32
	USD38.35

	
	 Ukraine 
	12
	UAH302.42

	
	 ISO APAC excl Korea 
	64
	USD38.35

	HD2587 (with bun warmer)
	DACH
	116
	€35

	
	Greater China
	63
	CNY338

	
	Korea
	227
	WON44285.71

	HD2585 (with sandwich rack)
	Italy
	73
	€35


1.4 Total predictions of sales (sales in Year / total sales)
	Type number


	Region

Stroke version
	First 12 months qty (K)
	Total

Planned quantity(K) until 2015

	HD2586
	 Benelux 
	5
	73

	
	 UK & Ireland 
	3
	62

	
	 France 
	6
	105

	
	 Nordic 
	5
	69

	
	 Iberia 
	5
	73

	
	 Platino 
	5
	73

	
	 Turkey 
	1
	12

	
	 Russia 
	5
	73

	
	 Poland 
	2
	25

	
	 Greece 
	2
	25

	
	 CEE 
	5
	73

	
	 ISO MEA 
	2
	32

	
	 Ukraine 
	1
	12

	
	 ISO APAC excl Korea 
	4
	64

	HD2587 (with bun warmer)
	DACH
	6
	116

	
	Greater China
	5
	63

	
	Korea
	17
	227

	HD2585 (with sandwich rack)
	Italy
	5
	73
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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
	Replace
	Scrap

	APMEA
	Call center FAQ
Web support FAQ
DFU / User manual

Leaflet
	Replace
	Scrap


1.6 Consumer (CRM) & Loyalty
No
2 Technical specifications

2.1 Range overview
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HD2586
2.2 Product specifications

Voltage:


220-240V

Frequency:


50-60 Hz  

2.3 New commercial features
New design 
· Prefers black + metal

2.4 Commercial Accessories 
NA

3 Architecture and characteristics
3.1 Mechanical
Refer to Service Manual
3.2 Electrical

N.A
3.3 Critical spare parts

NA
3.4 Consumer replaceable parts 

- For HD2585/2586/2587 Crump tray
[image: image3.emf]
For HD2587
Bun Warmer

For HD2585
Sandwich Rack

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

	All
	toasters
	1464
	1160K
	0.12%
	11 min
	€0.90
	€ 10,-


· ACR = Amount of calls / total sales

· Sales + Call of the last 12 months 
4.2 CPI (Cost per Intervention) & Expected call center costs
	Region
	CPI

	WEE
	€13.8

	EEE
	€13

	Brazil
	€20.9

	Asia
	€14.7


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

The best estimate for failure rate is: 

1.1 %
4.4 ConQ (Cost of non Quality) 
	Region
	CoNQ % of sales

	WEE
	1.0%

	EEE
	1.2%

	Asia
	3.1%


4.5 Charge back agreement 

Waiting for Back Charge Agreement
4.6 Initial Stocking confirmation 

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

	Repair via initial workshop?
	Europe
	NA
	€ 
	yes/no

	Call center feedback
	Europe
	NA
	€ 
	yes/no

	Web feedback
	Europe
	NA
	€ 
	yes/no

	Rapid exchange
	Europe
	50
	€ 2500
	yes/no

	
	
	
	€ 
	


	Total fast feedback cost
	€ 2500


5 Consumer care package planning

5.1 Consumer care package

	
	 
	Europe
	Latam
	APMEA
	Accountable

	In-box
	 
	 
	 
	 
	 

	 
	User Manual
	1123
	1123
	1123
	ARC

	 
	Consumer Care Leaflet

(guarantee) 
	1123
	1123
	1123
	DFU

	Web
	 
	
	
	
	

	 
	Leaflet and Photo's
	1123
	1123
	1123
	DFU/ARC

	 
	FAQ's
	1123
	1123
	1123
	ARC

	 
	Tips and Tricks
	NA
	NA
	NA
	

	Call Center
	 
	
	
	
	

	 
	Callcenter Scripts and Tips
	1123
	1123
	1123
	Consumer Care/ARC

	 
	Training package - technical and soft skills
	1123
	1123
	1123
	Consumer Care/ARC

	 
	Training execution
	1125
	1125
	1125
	Consumer care/ARC

	 
	Product samples
	1123
	1123
	1123
	PM

	 
	 
	
	
	
	

	Repair & Exchange
	 
	
	
	
	

	 
	Service Manual
	1125
	1125
	1125
	Consumer Care

	 
	Service Bill of Material, incl. spare parts Purchasing Master data
	1123
	1123
	1123
	Consumer Care


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: Angela Leung
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Sheet1

		1		 Benelux 										Sales Volume				x 1000						73

				 Type 										2011		2012		2013		2014		2015		Total

		1		 HD2586  										5		15		18		20		15		73



		2		 DACH 										Sales Volume				x 1000						116

				 NSO/Region 										2011		2012		2013		2014		2015		Total

		2		 HD2587 (with bun warmer) 										6		25		28		30		26		116



		3		 UK & Ireland 										Sales Volume				x 1000						62

				 NSO/Region 										2011		2012		2013		2014		2015		Total

		1		 HD2586  										3		12		15		18		14		62



		4		 France 										Sales Volume				x 1000						105

				 NSO/Region 										2011		2012		2013		2014		2015		Total

		1		 HD2586  										6		25		25		28		21		105



		5		 Italy 										Sales Volume				x 1000						73

				 NSO/Region 										2011		2012		2013		2014		2015		Total

		3		 HD2585 (with sandwich rack) 										5		15		18		20		15		73





		6		 Nordic 										Sales Volume				x 1000						69

				 NSO/Region 										2011		2012		2013		2014		2015		Total

		1		 HD2586  										5		15		16		18		15		69



		7		 Iberia 										Sales Volume				x 1000						73

				 NSO/Region 										2011		2012		2013		2014		2015		Total

		1		 HD2586  										5		15		18		20		15		73



		8		 Platino 										Sales Volume				x 1000						73

				 NSO/Region 										2011		2012		2013		2014		2015		Total

		1		 HD2586  										5		15		18		20		15		73



		9		 Turkey 										Sales Volume				x 1000						12

				 NSO/Region 										2011		2012		2013		2014		2015		Total

		1		 HD2586  										1		3		3		3		2		12



		10		 Russia 										Sales Volume				x 1000						73

				 NSO/Region 										2011		2012		2013		2014		2015		Total

		1		 HD2586  										5		15		18		20		15		73



		11		 Poland 										Sales Volume				x 1000						25

				 NSO/Region 										2011		2012		2013		2014		2015		Total

		1		 HD2586  										2		5		5		7		5		25



		12		 Greece 										Sales Volume				x 1000						25

				 NSO/Region 										2011		2012		2013		2014		2015		Total

		1		 HD2586  										2		5		5		7		5		25



		13		 CEE 										Sales Volume				x 1000						73

				 NSO/Region 										2011		2012		2013		2014		2015		Total

		1		 HD2586  										5		15		18		20		15		73

		14		 Greater China 										Sales Volume				x 1000						63

				 NSO/Region 										2011		2012		2013		2014		2015		Total

		2		 HD2587 (with bun warmer) 										5		18		20		20				63



		15		 ISO MEA 										Sales Volume				x 1000						32

				 NSO/Region 										2011		2012		2013		2014		2015		Total

		1		 HD2586  										2		5		8		10		8		32



		16		 Ukraine 										Sales Volume				x 1000						12

				 NSO/Region 										2011		2012		2013		2014		2015		Total

		1		 HD2586  										1		3		3		3		2		12



		17		 Korea 										Sales Volume				x 1000						227

				 NSO/Region 										2011		2012		2013		2014		2015		Total

		2		 HD2587 (with bun warmer) 										17		50		55		60		45		227



		18		 ISO APAC excl Korea 										Sales Volume				x 1000						64

				 NSO/Region 										2011		2012		2013		2014		2015		Total

		1		 HD2586  										4		10		15		20		15		64
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