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1 Introduction, planning
1.1 General Introduction
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Design briefing

• Evolution, not revolution

• Maintaining the iconic Senseo values whilst innovating

• Evolution should be recognizable on shelf: consumers should be able to see 

clearly what the difference is between Snake, Senseo 2 and Senseo New 

Generation, and understand why they are paying more versus Senseo 2
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1.2 IPD milestones
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PPC: 
wk 913
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CC:
wk 916
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PC:
wk 926
Product Validated 

PV:
wk 1015
Industrial Release 

IR:
wk 1023
Commercial Release 

CR: 
wk 1029
1.3 Introduction Regions/countries, Quantities, Price
	Type number


	FSP
	net – net price
	Going 

price

	HD7826
	€ 25.69
	€ 47.36
	€ 89.99

	HD7827
	€ 29,80
	€ 52,63
	€ 99.99

	HD7835
	€ 37,40
	€ 71,79
	€ 139.99


*Not known yet.
1.4 total predictions of sales (sales in Year / total sales)
X 1000 units
	 
	2010
	2011
	2012
	2013

	HD7826
	        510 
	     1.020 
	     1.104 
	        562 

	HD7827
	        145 
	        375 
	        404 
	        208 

	HD7835
	          55 
	        132 
	        143 
	          74 

	Total
	        710 
	     1.527 
	     1.651 
	        844 


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

Instruction movies / tutorials

Quick start guide
	Repair/ carry in


	Module swap


2 Technical specifications

2.1 Range overview
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2.2 product specifications

Voltage:


220 - 240V

Power consumption:

1450W

Standby power:


<1W

Frequency:


50-60Hz

etc 

2.3 New commercial features
Basic features:

· Identical to the Senseo New Generation range
· Using Latte Select podholders
New commercial features:
- New Design

- Higher in cup temperature than Senseo New Generation

- Descaling indicator
- Brewhead lock (identical to Latte Select and Quadrante)
- Real metal finishing for high end models

- Metallic looking finishing for basic end models

- New, innovative materials and finishing 

Please also see commercial briefing:

Drinks:

· All SENSEO black coffees 

· SENSEO Espresso coffee

· SENSEO Hot Choco

· Pickwick Tea pods

· Ability to vary volume for France (100 ml) and Spain in the future on all models

· Volume variable selection (volume/ strength select feature in high end model) with minimum 80 ml and max 145 ml (France 140 ml)

· Brews 1 or 2 cups at once

For all models MUST
· Standard New Generation (basic end) specifications 

· Use existing Latte Select pod holders, only colors may be adapted. The combi podholder Latte Select – New Generation for tea and Hot Choco needs to fit in.

· Perceived compact modernized design is KEY

· Achieve Stiwa “GUT” mark, if necessary through Brew Head Lock (as in Latte Select and Quadrante)

· Standby-losses meeting the regulations sufficiently: stand-by time is 30 minutes and power consumption according to Philips ‘trustful basis’ requirements

· Fitting cups: 100 – 119 mm height adjustment (equal to New Generation)

· The standards, like: pilot light; auto shut-off and minimum water detection
· Water reservoir: minimum new Generation standard 1.2 liter 

· Ability to introduce metal lever at higher price points

· Ability to use special finishing such as spray paint and aquadeck such as in SNG Tord Boontje and high end HD7830

· Ability to use new types of materials and finishing (to be proposed by VTA before PPC)

· Meet Green Product requirements (in the most cost effective way)

· Descaling indication 

· Have a metal drip tray cover as default

For all models WISH: 

· Design:; develop plastic drip-tray cover for low end model, fitting in same housing as metal one.

· Achieve lower than 0.15 Watt off-mode-loss 

For higher end models only:

· Volume settings: default mid-point = 122 ml (France 100 ml) and variable selection with minimum 80 ml and max 145 ml (France 140 ml)

· Evolution in user interface vs current New Generation high end model

· Possibly buttons in the top/ integrated with volume select

· Top completely to be made of metal, including handle

· Apply a decorative and functional lighting in such a way it will be perceived as new and innovative by the target group (e.g. high-quality lighting on/around UI or high-quality backlighting in/on cup-area)

Quality and satisfaction

The appliance call rate should not be higher than the objective call rate for Senseo New Generation in 2009 (with all its action points in place)

Consumer satisfaction

Reference for targeted overall satisfaction score is the Senseo New Generation top model

Service requirements should be fully in line with current standard for Senseo. Proposal to be specified by CoC Quality Department.

Launch countries:
- the Netherlands

- Germany, Austria, Switzerland (DACH)

- France

- Belgium

Potential roll-out countries:

- Hungary

- Denmark

- UK

- Spain

2.4 Commercial Accessories 
Special developed Glasses will be available, Sara Lee activity.

3 Architecture and characteristics

3.1 Mechanical
(Exploded view / source Senseo NG)
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3.2 Electrical

(Electrical circuit, source Senseo NG)
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3.3 Critical spare parts

Consumer replaceable parts + Boiler, 3 way-valve & sealing ring. 
3.4 Consumer replaceable parts 

Podholders, Water tank assy, drip tray cover, drip tray, spout cover & Coffee collector.
4 Consumer cost of non Quality prediction
[image: image11.emf]CPI 

repair €

CPI 

NSE €

NSE vs 

repair 

rate CPI mix €FCR Sales 2010 CoNQ 2010 Sales 2011 CoNQ 2011 Sales 2012 CoNQ 2012

Retail price 

basic 

HD7826 

(NNP)

Retail price 

Mid 

HD7827 

(NNP)

Retail price 

high 

HD7835 

(NNP)

Going price 

basic 

HD7826

Going 

price Mid 

HD7827

Going price 

high 

HD7835

DACH

22,13 47,00 15% € 25,86 4,2% 305000 € 329.663 650000 € 702.560 715000 € 772.816 € 47,36  € 52,63  € 71,79  € 89,99  € 99,99  € 139,99 

Benelux

23,18 52,28 15% € 27,54 4,2% 80000 € 92.102 272000 € 313.146 299000 € 344.231 € 47,36  € 52,63  € 71,79  € 89,99  € 99,99  € 139,99 

France

24,85 53,70 15% € 29,18 4,2% 325000 € 396.377 605000 € 737.871 637000 € 776.899 € 45,68  € 50,76  € 70,00  € 89,99  € 99,99  € 139,99 

 Total sales 

710000 1527000 1651000

 CPI (avg/weighted) 

€ 27,57

Call center cost € 156.200 € 335.940 € 363.220

CoNQ (Euro)

Total 2010

€ 974.341

Total 2011

€ 2.089.517

Total 2012

€ 2.257.165

CoNQ (% sales) 2,72%


4.3 FCR (field call rate) 

[image: image12.emf]nr. FMEA Certainty

reference 

number

Chosen reference 

(part/process/test/expert)

Failure rate 

of reference 

(ppm) Deviation from reference

Correc- 

tion factor

Estimated 

failure rate 

(ppm) CREX (ppm)

1 Podholder blocked SNG, basic 10.000 ppm 1,0 80% 10.000 ppm 12.500 ppm

0,00%

2 Boiler,fuses , TCO SNG, basic 5.000 ppmThermal cut out , fuses 20º C lower, extra 0.2% 0,8 100% 4.000 ppm 4.000 ppm

0,00%

3 Taste SNG, basic 4.000 ppmCarry over 1,0 60% 4.000 ppm 6.667 ppm

0,00%

4 Stalling pump/ boiler not filled SNG, basic 1.500 ppmCarry over 1,0 40% 1.500 ppm 3.750 ppm

0,00%

5 Volume (too low) SNG, basic 500 ppmCarry over 1,0 100% 500 ppm 500 ppm

0,00%

0,00%

6 Electronical SNG, basic 3.000 ppmCarry over 1,0 100% 3.000 ppm 3.000 ppm

0,00%

7 No failure found SNG, basic 3.000 ppmBetter readable DFU (CMM) 1,0 100% 3.000 ppm 3.000 ppm

0,00%

8 Cracked, deformed or loose parts SNG, basic 3.000 ppmImproved construction 0,7 80% 2.000 ppm 2.500 ppm

0,00%

9 Leakage general (wc socket, valve, hoses) SNG, basic 3.000 ppmImproved construction 0,7 100% 2.000 ppm 2.000 ppm

0,00%

10 Packaging (transport damage) SNG, basic 1.000 ppmmake more user-friendly packaging 1,0 80% 1.000 ppm 1.250 ppm

0,00%

11 After dripping SNG, basic 1.000 ppmCarry over 1,0 100% 1.000 ppm 1.000 ppm

0,00%

12 Assembly failures (incl. missing parts) SNG, basic 1.000 ppmCarry over 1,0 100% 1.000 ppm 1.000 ppm

0,00%

13 Noise SNG, basic 500 ppm 1,0 60% 500 ppm 833 ppm

0,00%

14 Hall sensor ,magnet construction SNG, basic 500 ppmCarry over 1,0 100% 500 ppm 500 ppm

0,00%

15 Left/right division SNG, basic 500 ppmNew design 1,0 40% 500 ppm 1.250 ppm

0,00%

16 Adjustable spout (blocked, leakage) SNG, basic, Tiger 3.000 ppmImproved spout, no leakage to the back 0,3 40% 1.000 ppm 2.500 ppm

17 Lid close detection Zebra/Latte Select 1.800 ppmnew switch, improved but open construction/ define alternative 0,6 60% 1.000 ppm 1.667 ppm

18 Temperature (too low) SNG, basic 500 ppm 1 degree higher 0,6 40% 300 ppm 750 ppm

0,00%

19 Watercontainer (hotplate welded) Iron Singapore 3.000 ppmWelding new in wc 1,0 20% 3.000 ppm 15.000 ppm

0,01%

20 Lid spring (no failure found) 1.000 ppm 1,0 20% 1.000 ppm 5.000 ppm

0,00%

21 Decalcification procedure 1,0 20% 1.000 ppm 5.000 ppm

0,00%

2,00% 2,30%

0,00%

1,68% 1,40%

0,00%

NEW IN SNAKE 0,50% 1,90%

0,00%

0,00%

0,00%

Current Status:

The best estimate for failure rate is:

4,2%

and with high a level of confidence we estimate that the failure rate is below:

5,6%

Target:

4,0%

Elements that contribute to Failure Rate Reference Values

SENSEO PRINCIPLES



Estimated Failure Rate Results

SENSEO SYSTEM

SENSEO SYSTEM

SENSEO PRINCIPLES

NEW IN SNAKE


4.5 Charge back agreement 

[image: image13.emf]

4.6 Fast feedback program

	Feedback
	regions
	Quantity 
	cost 
	Yes / No

	Repair via initial workshop?
	Europe
	
	€ 500
	yes

	Call center feedback
	Europe
	
	€ 5000
	yes

	Web feedback
	Europe
	
	€ 0
	yes

	Rapid exchange
	Europe
	100
	€ 5000
	Yes

	
	
	
	€ 
	


	Total fast feedback cost
	€ 10500,-


5 consumer care package planning

5.1 Consumer care package

	
	 
	Europe
	

	In-box
	 
	 
	 

	 
	User Manual
	Yes
	ARC

	 
	Quick Start Guide 
	Yes
	ARC

	 
	Consumer Care Leaflet**
	yes 
	DFU

	 
	 
	 
	

	Web
	 
	 
	

	 
	Warranty Policy Statement (.wbo)
	
	

	 
	Leaflet and Photo's
	Yes
	DFU/ARC

	 
	FAQ's
	Yes
	ARC

	 
	Tips and Tricks
	      Yes
	ARC

	 
	Instruction movies (tutorials)
	yes
	Marcom

	 
	Application Software + read-me file
	n.a.
	n.a/R&D

	 
	Firmware Upgrade + read-me file
	n.a.
	n.a/R&D

	 
	On-line connectivity guide
	 n.a.
	

	 
	Code finder universal remotes
	n.a.
	n.a/R&D

	 
	 
	 
	

	Call Center
	 
	 
	

	 
	Callcenter Scripts and Tips
	Yes
	CCQ/ARC

	 
	Training package - technical and soft skills
	Yes
	CCQ/ARC

	 
	Training execution
	Yes
	CCQ/ARC

	 
	Product samples
	Yes
	CCQ/ARC

	 
	 
	 
	

	Repair & Exchange
	 
	 
	

	 
	Service Manual
	 Yes
	CCQ

	 
	Diagnostics- and Service Tools 
	 n.a.
	CCQ

	 
	Service Bill of Material, incl. spare parts Purchasing Master data
	 Yes
	CCQ

	 
	Training package diagnostics & repair
	 n.a.
	CCQ


5.2 special phone number

For Europe, Nafta, Latam, Apmea; 800-number will not be added to user manual and quick start guide.
5.3 FAQ (Frequently Asked Questions)

FAQ will be translated in to following languages.

· English, Simplified Chinese, French (Belgian French and France French), Dutch, German, 

· In a second stage for the countries UK, Hungary, Spain and Denmark

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 cost)

DFU:
Direction For Use

FAQ:
Fast Ask Questions

CSO:
Consumer Service Offering

ConQ:
Cost of non Quality

ACR:
Average contact Rate
FCR:
Field Call Rate

LATAM 
= Latin America

Nafta

= North America, Canada and Mexico

APMEA

= Asian Pacific, Middle East, Africa

Europe

= Europe 
CMM: Martha Westpalm van Hoorn
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