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Product introduction 

Key focus of the product is to cascade down Optimal Temp benefit to the €160-€230 PSG segment which 

is currently covered by InstantCare - EasyCare ranges. The aim is to grow Philips market share in this 

segment which represents the biggest part in the PSG market. 
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Consumer Care Focus 

1. Consumer Education  

a. Pre-purchase 

i. New users (consumers whose PSGs are at the Low End price point < €160) – 

Communicate the benefits of upgrading, focusing on unique Optimal Temp, fully 

visible water tank, Easy De-Calc and hose cord storage. 

ii. Repeat users (consumers whose PSGs are at the Mid/High End price point €160-

€230) – Communicate the unique Optimal Temp feature that competitions are not 

offering to consumers. 

iii. Cross selling opportunities in existing or new users of Easy6/8/10 ironing board – 

Focus on the ultimate Easy ironing experience by integrating Optimal Temp benefit 

with the conveniences of the Easy6/8/10 ironing board. 

 

b. Post-purchase – Product experience enhancement 

i. Readiness of Call Center & Web support (FAQ, Web Chat) to address users’ queries 

effectively. Identify the top hit queries from consumer experience wheel. 

ii. Availability of Accessory water de-scale filter (jug and cartridge) on Online Shop. 

Consumer touch points to clearly communicate the usage, benefits and where/how 

to purchase. 

iii. Availability of Consumer Replaceable Part (CRP) on Online Shop. Consumer touch 

points to clearly communicate where/how to purchase. 

 

2. Optimization of service execution for NPS and cost improvement 

a. Workshop repair policy within warranty period. Ensure service readiness (accessory, CRP, 

service manual and critical spare parts availability before launch week) 

b. Accessory, CRP and spare parts availability till End Of Production + 6yrs. 

 

Country focus: Western Europe, Russia, Turkey 

 

Introduction and sales planning 

Benelux France Russia Turkey Breville Germany CEE Italy UK Spain Greece Poland 

GC8615   1404                   216 

GC8620 9540 6300 3024 2052   1224 504 432 546 540     

GC8630 1080 648 720     144             

GC8635 3024 648 1008 2052 3780 252 180 180     324   

GC8640 2016 576 855       180 180         

Total 15660 9576 5607 4104 3780 1620 864 792 546 540 324 216 

 

 



IPD milestones 

PPC/PC wk1142 

PV wk1218 

IR wk1221 

CR wk1225 

LD wk1236 

Warranty and service policy (break fix) 

• 2 year warranty (= standard for DAP products) 

• Workshop Repair policy 

Accessories & Consumer Replaceable Parts (CRP) 

Following parts will be made available on Philips Online Shop. 

1. Iron Care GC024 (Accessory) 

2. Easy Rinse cap (CRP) 

Consumer touch points for consumer care 

In-box 

Call center 

Web / Chat 

Service centers 

CONQ prediction & cost driver assumption 

(1) CONQ as % of sales: 1.66% 

FCR target: 3.53% 

CPI: €47.82     (Source: ECS Jan-Apr2012, Europe Average Mid End, High End PSG) 

NSP: €101.82    

(2) Call center cost as % of sales: 0.2% 

 

Total CONQ as % of sales  = (1) + (2) 

    = 1.86% 

 

 

 

 



Consumer care package 

 

Item Detail  Availability 

Timing (link to 

milestone) 

Owner 

(name) 

Additional cost 

(TIC) 

     

In-box / on-

product 

User manual  

Warranty card  

Product label 

Wk1225 (PV) 

 

Therese  

     

Web – pre 

purchase 

FAQ 

Leaflet 

Demo video 

360° picture 

Wk1225 (CR) Therese 

 

David 

 

     

Web – post 

purchase 

FAQ 

Tips & Tricks 

 

Wk1225 (CR) 

 

Therese 

 

 

     

Specify items for 

call center 

Training material for call center 

 

Product sample for Call Centers 

supporting launch countries: 

Sitel Spain 

Sitel Netherlands 

Sitel Germany  

Sitel UK 

Sitel Poland 

Russia Call Center 

Turkey Call Center 

 

Wk1225 (CR) 

 

Wk1221 (IR) 

David 

 

Teck Kiat 

 

 

Product samples 

GC8620 

n=7 

     

Specify items for 

service center 

Service manual and critical spare 

parts on stock 

Wk1236 (LD) Teck Kiat  

 

Any relevant specifics for execution – please list below 

Nil 

Consumer Experience feedback loop – please specify 

Consumer Touch point Medium Additional cost 

Call center NPS Easy Extract Freetext No 

Web NPS Easy Extract Freetext No 

 


