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HD4676, HD4677, HD4679


1 Introduction, planning

1.1 General Introduction


The Mike kettles models are the follow up of the Cucina kettles. The different between those models are the colours and the Mike kettles are carried out with a bell. For this consumer care book we use the imput from the Cucina kettle Below you will see an overview which Cucina kettle is compare with which Mike kettle.

Cucina Kettles vs Mike Kettles 

- HD4680 (1.2L) will follow up by HD4676 (2.4KW, 1L) 

- HD4681(1.7L) will follow up by HD4677(2,4KW, 1.7L)

- HD4682(3KW,1.7L) will follow up by HD4679 (3KW, 1.7L) 
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1.2 BCP Milestones

Project Plan Committed 

PPC: 
wk 902
Concept Consolidation 

CC:
wk 906
Prototype Consolidation 
PC:
wk 907
Product Validated 

PV:
wk 929
Industrial Release 

IR:
wk 941
Commercial Release 

CR: 
wk 946
Launch




wk 948
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1.3 Stroke versions, introducing regions/countries, quantities, price


	Type number


	Region

Stroke version
	First shipment
	Total

Planned quantity
	FSP
	IVPR
	net – net price
	Going 

price

	hd4676

hd4677

hd4679
	Eu
	wk10.04-10.10
wk10.04-10.10
wk944 - 948
	k 306

K 153

K 51
	€ 9.90 

€10.50
€10.50
	€ 14.00
€ 17.75
€ 17.75
	€ 18.92
€ 25.-
€ 25.-
	€ 35,-
€ 45,-
€ 45,-

	hd4676

hd4677

hd4679
	LATAM/55
	wk10.04-10.10
wk10.04-10.10
wk944 - 948
	k 102

K 51

K17
	€ 9.90 

€10.50

€10.50
	€ 14.00

€ 17.75
€ 17.75
	€ 18.92

€ 25.-
€ 25.-
	€ 35,-
€ 45,-
€ 45,-

	hd4676

hd4677

hd4679
	APMEA/93
	wk10.04-10.10
wk10.04-10.10
wk944 - 948
	k 192

K 96

K 32
	€ 9.90 

€10.50

€10.50
	€ 14.00

€ 17.75
€ 17.75
	€ 18.92

€ 25.-
€ 25.-
	€ 35,-
€ 45,-
€ 45,-


* Recieved prices from Koen Verjans

* IVPR price =73% of the Net - Net price

* Net - Net price = going price /1.8
Total Prediction of the sales of Mike kettles each year

HD4676

1L/
= 418K

HD4677 HD4479
1.7L/
= 279K

* For Sales by region see attachment 1
Customer service offering and repair process

	Region
	CSO

Front end
	CSO

Back end
	Repair process

	APMEA
	Call center

Web support

DFU
	replace 
	No repair

	Europe
	Call center

Web support

DFU
	Replace 
	No repair

	Latam
	Call center

Web support

DFU
	Replace
	No repair
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Technical specification

Voltage: 



110V – 127V






220V – 240V

Power consumption:

2000 – 2400W 






2500 – 3000W 3.0Kw
Frequency:



50-60Hz


1.4 Key specifications

Mike Kettles 

- HD4676 (2.4KW, 1L) 

- HD4677(2,4KW, 1.7L)

- HD4679 (3KW, 1.7L) 

Difference between the HD4677 and the HD4676

HD4677

- 1,7L

- Bell sound

- Spring lit

1l HD4676

· Bell sound

· Normal lid

	Features of Mid-End Kettle

	Pilot light

	Concealed heating element

	2400W

	2 water level indicators, 1-cup WLI shape

	Ergonomic handle 

	Cordless, pirouette center connector

	Cord storage in base

	Hinged lid, preferably spring lid

	Good spout filling

	3-way safety: Auto switch off, double boil dry protection

	Cord length 0.75m

	Low boiling noise

	1.7L (full size)/ 1.0L (compact)


1.5 New commercial features

· Bell
· Spring lid (1,7L)

2. Architecture and characteristics

2.1 Mechanical

Spare part  Filter Holder = 4222 459 45762 [image: image2.emf]
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* This is the exploded view of the Cucina Kettle. 

2.2 Electrical

* The electrical schedule of the mike kettles

Customer Service cost prediction

2.3 CPI (Cost Per Incident) & Expected call center costs

	Region
	Type Number
	Replace

IVPR price
	Transport
	Handle VI
	CPI
	Cost per call

	All
	HD4676


	€ 16.65


	-
	€ 3,50
	€ 20.15
	€ 9.40

	All
	HD4677


	€ 18.25


	-
	€ 3,50
	€ 21.75


	€ 9.40

	All
	HD4679
	€ 18.25
	-
	€ 3,50
	€ 21.75
	€ 9.40


* Costs per call see Reference: ACR Summary  
* ACR = 853/306000=0.28%

* CPI for all regions is based on Netherland
2.4 CoNQ as percentage of sales

Cost of non quality based on 2,7% call rate
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Reference: ACR Summary  (Cost per Call)
	MEASURES
	Service Request volume
	Service Request AVG duration (min.)
	MEASURES

	2007/Oct
	57
	7.1
	NA

	2007/Nov
	77
	6.8
	NA

	2007/Dec
	60
	6.2
	NA

	2008/Jan
	80
	6
	NA

	2008/Feb
	83
	31.5
	NA

	2008/Mar
	76
	11.6
	NA

	2008/Apr
	69
	7.9
	NA

	2008/May
	52
	8.4
	NA

	2008/Jun
	52
	8
	NA

	2008/Jul
	66
	6.3
	NA

	2008/Aug
	70
	4.6
	NA


	2008/Sep
	111
	5.5
	NA

	Last 12 Months
	853
	9.4
	NA


Cost per minute = €1,- 

Cost per Call = €9.40

Source: Jan Prinsen

Senior Manager Data Quality & Feedback
Target FCR and key components costs

Expected call rate for 1.2L 


=2,7%

Expected call rate for 1.7L 


=2,7%

Expected call rate for 1.7L/3KW

=2,7%

Source: Han van Rijsewijk DQD
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* This crex is based on the information that is available at 03-02-2009
2.5 Critical spare parts
No critical spare parts, The Mike kettle is a replace product.
2.6 Charge back

The Charge Back agreement is not available at 30-06-2009. Harry van Dalen is responsible for the Charge back agreement (call rate compensation cost) for the mike kettles. 

Source: Harry van Dalen.

2.7 Fast feedback program

information to be delivered by qpl.

Fast feeback requested? (to be added to the focus list?
Yes/no

In case fast feedback has been requested:

· early market feedback?

yes 

The first 100 return kettles for analyse

The Mike kettle will launch in England first, the first 100 return kettles from the UK will be sending to;

Philips Drachten

Tiemko Muller

De lange west 17

9201 CD Drachten

The Netherlands 
Source:  Han van rijsewijk

3. Consumer Care package Planning

	Package
	APMEA
	Europe
	Latam

	 User manual 1)
	940
	940
	940

	FAQ Knowledge base 2)
	940
	940
	940

	Service manual
	940
	940
	940

	Service Bill Of Material
	940
	940
	940

	Product sample for contact centre
	940
	940
	940


For europe; 800-number Will be added to user manual and quick start guide 

	Country
	# Type
	Consumer 
Phone #
	date

	France
	Free phone
	0805025510
	Live

	Netherlands
	Free phone
	08000230076
	April

	Spain
	Free phone
	900800655
	Live

	UK
	Free phone
	08003316015
	April 15

	Italy
	Free phone
	0800088774
	April 6

	Germany
	Free phone
	08000007520
	Live


1) faq will be translated for the following countries.
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Attachment 1 Sales by region 
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Attachment 2 Calculation of CoNQ in Euro

Sales * CPI * FCR % = CoNQ in Euro

CoNQ HD4676 Europe

306000 * € 23.65 * 2.8% 


= € 202.633 ,-
CoNQ HD4677 Europe

153000 * € 25,25 * 2.8% 


= € 108.171 ,-
CoNQ HD4679 Europe

51000 * € 25,25 * 2.8% 


= € 36.057 ,-
CoNQ HD4676 Latam

102000*€ 23.65 * 2.8% 


= € 67.544 ,-
CoNQ HD4677 Latam

51000*€ 25,25 * 2.8% 


= € 36.057 ,-
CoNQ HD4679 Latam

17000*€ 25,25 * 2.8% 


= € 12.019 ,-
CoNQ HD4676 APMEA

192000*€ 23.65 * 2.8% 


= € 127.142 ,-
CoNQ HD4677 APMEA

96000*€ 25,25 * 2.8%
 

= € 67.872 ,-
CoNQ HD4679 APMEA

32000*€ 25,25 * 2.8% 


= € 22.624 ,-






________________+

The total cost of one year salse 

= € 680.119 ,-















CMM: Jan-Willem Verloop


Signature
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