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1 Introduction, planning
1.1 General Introduction

The Toaster ovens HD4494 and HD4496 are the follow up of the toaster ovens HD4493 and HD4495. The purpose of this launch is to continue the presence of toaster oven in the market. 
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HD4494
Ideal for cooking different snacks

• Toasts or warms food and snacks 



• Adjustable temperature control for optimal result 

• Large baking tray for cooking different foods
• 700W (HV) high power 



Simple design with clear indication

• On/off light shows status clearly

• Ready bell sounds when food is ready

The ultimate in convenience

• 30-minute timer shuts off the oven once ready 

• Sliding rack for easy handling
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HD4496 

 Ideal for cooking different snacks

• Bakes, broils, toasts, warms food and snacks
• Adjustable temperature control for optimal result 

• Large baking tray for cooking different foods
• 900W (HV) high power 



Simple design with clear indication

• On/off light shows status clearly

• Ready bell sounds when food is ready

The ultimate in convenience

• 45-minute timer shuts off the oven once ready 

• Sliding rack for easy handling

• Non stick coating tray for easy cleaning

1.2 IPD milestones
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Project Plan Committed 

PPC: 
wk 911
Concept Consolidation 

CC:
wk 911
Prototype Consolidation
 
PC:
wk 911
Product Validated 

PV:
wk 931
Industrial Release 

IR:
wk 936
Commercial Release 

CR: 
wk 940
1.3 Introduction Regions/countries, Quantities, Price
	Type number


	Region

Stroke version
	First shipment (plant)
	Total

Planned quantity
	FSP
	IIP (Invoice price)
	net – net price
	Going 

price

	HD4494/10
	Singapore
	W936
	32k 
	€ 10.88
	€ 15.30
	€   20.93  
	€  37.68

	HD4494/10
	Brazil
	W936
	80k
	€10.88
	€ 18.80
	€ 25.80
	€ 60.58

	HD4494/10
	Korea
	W936
	32k
	€10.88
	€ 20.00
	€  27.30
	€ 49.08

	HD4494/10
	Platino
	W936
	12k
	€10.88
	€ 20.00
	€  27.30
	€ 49.14

	HD4496/20
	Singapore
	W936
	32k
	€  11.87
	€ 17.70
	€   24.23
	€  43.62

	HD4496/20
	Brazil
	W936
	60k
	€ 11.87
	€ 22.00
	€  29.79
	€ 70.01

	HD4496/20
	China
	W936
	43k
	€ 11.87
	€ 21.00
	€ 28.07
	€  52.21


*Platino: Argentina, Uruguay and Paraguay
*Quantities are based on 4 year sale
*IIP= +/- 73% of the Net-Net price 
1.4 Total predictions of sales (sales in Year / total sales)
The total sales in 4 years 
HD4494 = 877 K

HD4496 = 135 K
1.5 Consumer Service Offering (CSO) and repair process
	Region
	CSO

Front end
	CSO

Back end
	Repair process

	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
n.a
2 Technical specifications

2.1 Range overview
The HD4494 will be the follow up of the HD4493.

The HD4496 will be the follow up of the HD4495.

HD4493 
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HD4494



 
Specifications see2.2
HD4495 
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HD4496




Specifications see2.2
2.2 Product specifications

Voltage:


220-240V





110-127V (RI version)

Power consumption:

700W HD4494




900W HD4496

Frequency:


50-60 Hz

2.3 New commercial features
New design
2.4 Commercial Accessories 
n.a

3 Architecture and characteristics

3.1 Mechanical
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3.2 Electrical

Not available yet
3.3 Critical spare parts

There are only consumer replaceable parts (CRP) as service parts.
All service parts are critical spare parts
3.4 Consumer replaceable parts 

	Baking plate 

	Detachable grid

	Crumb Tray


4 Cost of non quality prediction
4.1 Call center cost
No specified toaster oven cost per call available. We use the cost per call for all KA products and all amounts of KA calls in 2008.
(Cost per cal = average time * cost per minute)

	Region
	Type Number
	Amount of calls
	Total Sales
	ACR
	Average call time 
	Price per minute
	Cost  per call

	Europe
	All KA products
	53306
	21.000.000
	0.25%
	8.5 min
	€ 1,-
	€  8.50


· No specified steamer cost per call available. We use the cost per call for all KA product 
· ACR = Amount of calls / total sales

· Overview call see attachment 2

4.2 CPI (Cost per Intervention) & Expected call center costs
* See ConQ capture 4.4 
4.3 Predicted Field Quality (PFQ) or Field Call Rate (FCR) 

The expected FCR = 1.4%  
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4.4 ConQ (Cost of non Quality) 
HD4494
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Retail price
cpl Exchange vs Sales 2010 |ConQ 2010 ¥m |HD4494 | Going price
1 exchange € |repair rate |CPI mix €|FCR _|t/m 2014 2014 (NNP) HD4494

14 | Korea 27.18 100%| €27.18 | 1.28% 32000 €11,115 |  €21.00) £37.70
15 | Singapore 22.49 100%| €22.49 | 1.28% 32000 €9197| €21.00 £37.70
16 | Brazil 26.09 100%| €26.09 | 1.28% 80000 £26,676 | € 25.80) £60.80
17 | Platino 27.20 100%| €27.20 | 1.28% 12000 €4172| €270 £49.15
19 | Total sales 156000

20 [ CPI (avg/weighted) 2566 |

21 |Call center cost £ 6,681
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 HD4496
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Retail price
cpl Exchange vs Sales 2010 |ConQ 2010 ¥m |HD4494 | Going price
1 exchange € |repair rate |CPI mix €|FCR _|t/m 2014 2014 (NNP) HD4494

14 | Korea 27.05 100%| €27.05 | 1.28% 32000 £11,064 | €21.00) £37.70
15 | Singapore 24.93 100%| €24.93 | 1.28% 32000 £10,195 |  €21.00) £37.70
16 | Brazil 29.05 100%| €29.05 | 1.28% 60000 €22,077| €250 £60.80
19 | Total sales 124000
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4.5 Charge back agreement 

The claim compensation is based on epidemic failure or excess the rate specify in Quality Contract (from Quality team and individual Quality contract will be defined for each model), our quality team will support us to define failure in connection with or arise from supplier’s failure, then we will discuss and settle with supplier based on quality judgment & case by case. 

Chargeback is not arranged yet (2009-06-25)

* Source; Irene Yeung

4.6 Initial Stocking confirmation 

N.a

4.7 Fast feedback program

	Feedback
	regions
	Quantity 
	cost 
	Yes / No

	Repair via initial workshop?
	APMEA, Latam
	
	€ 
	yes/no

	Call center feedback
	APMEA, Latam, 
	
	€ 
	yes/no

	Web feedback
	APMEA, Latam,
	
	€ 
	yes/no

	Rapid exchange
	APMEA, Latam, 
	50
	€ 5.000,-
	yes/no

	
	
	
	€ 
	


	Total fast feedback cost
	€ 5.000,-


* Estimate cost for one return appliance = 100, - Euro

5 Consumer care package planning

5.1 Consumer care package

	
	 
	Latam
	APMEA
	Accountable

	In-box
	 
	 
	 
	 

	 
	User Manual
	W 938
	W 938
	ARC

	 
	Consumer Care Leaflet (guarantee leaflet) 
	W 938
	W 938
	DFU

	Web
	 
	
	
	

	 
	Leaflet and Photo's
	W 938
	W 938
	DFU/ARC/ Marcom

	 
	FAQ's
	W 938
	W 938
	ARC

	 
	Tips and Tricks
	W 938
	W 938
	CMM / Marcom

	Call Center
	 
	
	
	

	 
	Call center Scripts and Tips
	W 934
	W 934
	CCQ/ARC

	 
	Trainings kit
	W 934
	W 934
	CCQ/ARC

	 
	Training execution
	W 936
	W 936
	CCQ/ARC

	 
	Product samples
	W 934
	W 934
	CMM

	Repair & Exchange
	 
	
	
	

	 
	Service Manual
	W 938
	W 938
	CCQ

	 
	Service Bill of Material, incl. spare parts Purchasing Master data
	W 938
	W 938
	CCQ


5.2 Special phone number

For, 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.

- Brazil (Portuguese for Latam)
- Korea
- Singapore

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 
Attachment 2: Cost per call
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Call center cost.

Cost per minute
Cost per Call (Avg)
ACR % of sales

€1.00
€8.50
0.50%

Contacts 2008

53306

Sales 2008

21000000

Contacts % of sales

0.25%

Uplift call center calls for new

product range 0.25% of sales

0.25%

No specified Bread maker cost per call available. We use the cost per call for all KA products and all amounts of KA calls in 2008

(Cost per cal = average time * cost per minte

Region

Type
Number

Amount of
calls

Total Sales

ACR

Average
call time

Price per
minute

Cost per]
call

Europe

AllKA
products

53306

21.000.000

0.25%

8.5 min

€1.-

85

34

«  No specified steamer cost per call available. We use the cost per callfor all KA product
©  ACR = Amount of calls/ total sales
Ovewiew call see attachment 2
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