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Pon Power

Klantgericht innoveren met betrekking
van Service Design
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Platform voor Klantgericht Ondernemen
Michael Boon
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Agenda

* Pon
 Pon Power
» Service Design door Pon Power
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Pon Wereldwijd

Iiemmark

" The Netherlands

United Kingdom

Belgium:
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13,000 Werknemers
80 Bedrijven
250 Vestigingen

130 Landen

: *Vietnam
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Sterke merken, toegewijde mensen

Keeping you moving
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Sterke merken, toegewijde mensen

Market based business groups

Pon Bicycle Group Pon Asia
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PonCat

h/ * Pon Equipment
* Pon Power

CAT

Wereldwijd marktleider in bouw en
mijnbouw machines, diesel en gas
motoren, industriéle turbines en
generator sets

* 104.490 werknemers
» 188 Cat dealers

« 115 productie locaties in 23 landen
« 21 distributiecentra voor onderdelen
* 1.9 miljard dollar in R&D
 #58 Best global brand
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Pon Power |

 Sinds 1926 officiéle Caterpillar dealer
* Onderdeel van Pon sinds 2003

> 1000 FTE NL + Scandinavié

« 15 vestigingen 7 NL + 8 Scandinavié
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Pon Power

* Verkoop (1.5L - >14.000L)
* Engineering

* Projectmanagement
 Service

Klantgericht innoveren - Service Design
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Wereldwijde Service 24/7/365 CSC Training

Levering onderdelen Financiering
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CAT |

Financial
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¥
Scheepvaart Industrie
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Scheepvaart

« Zeevaart

» Baggerij

* Binnenvaart
« Semi-overheid

« Jachten

* Visserij

* Drijvende overslag
« Aannemerij
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De klant centraal

* 4 pijlers in de markt
* Mooi aanbod van services
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De klant centraal

.. Maar is het de propositie waar de
klant echt op zit te wachten?
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De klant centraal

Zoeken naar toegevoegde waarde in
lange termijn service proposities met
betrekking van Service Design
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on Power Service Levels n

. Uitgangspunten
Klantinterviews

Analyse klantinterviews
‘Business drivers’ van de klant
Maken van proposities

Proces herziening
Competenties en capaciteit
Change Management Plan

. Customer Journey

10. Go-to-market
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Ken je Ken je
klant en bedrijf en
zijn context de markt

Ontwikkel je

en communicatie met een
holistische aanpak
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1. Uitgangspunten

* Scope
* Team
~ e+ Huidige offering (CSA’s en services)
 Klant

« Concurrentie-analyse
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2. Klantinterviews

 Value Stream Mapping » Value-Benefit-Attribute Model

[ mewevessn cmocnna mo consrmucmonsrocess | S IER CUSTOMER & CONTRACTOR CONTRACTOR

WHICH ARE THE VALUES THAT
OUR CUSTOMERS FINDS
IMPORTANT AND HOW DO

THEY RELATE TO OUR BENEFITS?

DIFFERENTKIND OF
CUSTOMERS ON THE X-AXIS .
IN THIS CASE CONTRACTORS
AND END CUSTOMERS

BENEFITS

WHICH ATTRIBUTES MAKES
OUR PRODUCT / SERVICE
DISTINCTIVE FROM
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High availability
of fleet
_('CS Relationship
Flexibility
X% Trust
Y
Reliable engine \
ﬂ Maintenance planning \ Fast response
o m— related to planning times
b
q) ofvessal Up to date knowledge
C Right advice on . on status of engine
maintenance
q_) ‘Customer Experience
m Management
Fast parts
supply
4 / v \ : |
. Preventive L N i 0 Direct
E Fun and pen
Training maintenance i "{'ﬁ:.':.n'{?o’ ‘l Communication o, Communication
: exchange :
Technical 1 knowledge with |
Official expertise Gl saimpiing : competitors :
Lo B (SHELL) 24/7 Customer -
| Tech expertise Events
Support Center
Knowledge center Good Always a mechanic
warehousing available Customer friendly
CAT Engine > (Grimbergen) service reporting
Half yearly - Orgamza}lon
meeting on { al learning
i = 3 ! q Remote Monitoring
i Cat engi
planning e | Knowledge, (:ﬁ’:‘;g') Good account Single point of
| trackrecord | skills and management contact
| Sevica LR experience




Values

Benefits

Klantgericht innoveren - Service Design

High availability
of fleet
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Fast response
times
24/7 Customer
Support Center
Knowledge center Always a mechanic

available

Remote Monitoring
System
(with ROI)

Knowledge,
skills and
experience
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N “In het visseizoen
Snelle responstijd bij S R Overdag 100% Altijd 99,9%

problemen altijd doen” beschikbaar beschikbaarheid




3. Analyse klantinterviews

* Values
* Benefits
» Attributes

e Business
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4. ‘Business drivers’ van de klant

Personal choices

Klantgericht innoveren - Service Design
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i Reward & 4 Freedom &
| control independence
*
t Flexibility in
Gadge choices
Training Status < .
Training Remote operation Pioneering
Local relation
itage IWW inland
te Hertg Dedicated | -
Rcirr‘\]!?ol Single point of ieciiicay i
. Habit contact
‘(Busmess) Stability oneswier o (gong  Price qualiy Innovation
business L Flexibility
i Remote
Predictability . moiitoring Flexibility afmank
Conservative - situatie Extended
Certainty Data & trending overhaul
Dedicated service
R technician
Avoiding risk Standardization Tug & Reduce operational
m Standardization | ~¢"'¢€ optimal
Safety  Remote al ! "
— PIP Dedicated L TCO condition
Uptime Predict costs m Managing Remote based maintenance
Available Client Sustainable et __risk Sficencysy
parts responsibility Transparency funding Emission regulation Not getting Efficiency
Quick deliverys ——O—~‘=—- image e
parts Scope of supply ne supplier Sustainabili —
safety & Skilled ponst Uptime = A usim:geI ty s'raiegy &
H den . - -
security Unbur money Trust in supplier Fuel saving planning

Partnering & strategy

71

Leasing
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5. Maken van proposities

Personal choices
(internal focus)

St

Reward & Freedom &
control independence

4T .41

(Business)
Stability

uopAOUU|

Total Care

Safety & Strategy &
security planning

Partnering & Strategy
(external focus)
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5. Maken van proposities

Flex Control Performance Total Care
- Essentials - Knowledge - Partnership - Certainty

- Flexibility - Predictability - Efficiency / TCO - Qutsourced
- Autonomy - Planning - Monitoring - Uptime
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5. Maken van proposities

ITEM INCLUDED OPTIONAL N/A ITEM INCLUDED OPTIONAL N/A |
- Remote monitoring (ADVICE) ° 24/7/365 service support on call Y
l ‘ Oil analysis u Response after initial contact (hours) 1
’ Oil interpretation ® Service work report after each service
interval [ ]
Coolant analyses (0] . :
Response time for unscheduled repairs 8
Performance test (PAR) O (hours)™
Periodic inspection mechanical (TAM) O Discount [ ]
Periodic inspection electrical (TAE) 0 Targeted TCO reduction L]
Boroscopic inspection O
Operational meeting [ ]
Alignment check O
Operational master class [ ]
. Fuel injectors N/A
Fee based tract
Turbochargers N/A €€ based contrac o
Newsletter to update on status of the fleet
Top-end overhaul ® B [}
Major overhaul L J * Does not apply for destinations requiring specific visa or other documents
** Except for international call-outs and national holidays
Filter package ® Contract term is 5 years
Water pump O
Cooling water thermostats O
Unscheduled repairs X
mm— . PERFORMANCE
Recommended spare parts package O
Recommended strategic parts stock (@]
Technical training O
Int. emergency call-out fee* (@) @ Included O Optional
[ h
Client specific guarantees % [l Included, performed by Pon or third party [ opticnal, performed by Pon or third party
Included level X Not available N/A Not applicable
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6. Proces herziening

* Operationeel proces

* Klantcontact en contractmanagement
» Service

* Monitoring

* Facturatie

H Inter QaCo policy: “Within Pan torritory anly make CSA's with customers in your domain”,
pe r a I o n s “CSA owners’ client has local main office, if not CSA should be agreed by local Pon OpCa”.

Mewly defined CSA Guidelines

Process for Pon Power Marine CSA 1. Total fuel burn is the baseline for TBO's instead of running hours (Ioad factor and thus fuel bum
A " is @ betier parameter for cusiomer specific mainienance).
customer in Non Domestic water 2 Variables such as fuelicoolant and oil quality, maintenance standards and operation conditions.
within Pon territory will influence our recommended TBO's.
The process flow below illustrates how to service CSA Travel fae is not included in CSA, if we act mare local we can make better use of our foatprint.
1 hen th I d in Non Dol 9 Selling / explanation point for our customers.
customers when they are located in Non Domestic nsight cont PPNL is monitoring.
water, within Pon territory. - In case of Alarms there will be direct contact 1o the emergency number of CSA owner.

- In case of trending deviation, this will be reported 1o the Service Coordinater of the CSA owner

Recelves invoice
Receives service

Service

Requist/ Need
report of CSA

P ‘owner OpCo
'
H Re
4
' -

Creates and

Plandob + creste  covact focal sends customer

CSA OWNER PON OPCO
(RELATION OPCO)

LOCAL PON OPCO

Check + OK
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7. Competenties en Capaciteit >

» Welke competenties hebben we
nodig? \
* Welke capaciteit hebben we nodig? \
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8. Change Management Plan

* Input ‘process review’
* Input ‘workshop competenties en
capaciteit’

Zorgen dat de nieuwe offering ook
geleverd kan worden.
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9. Customer Journey

Stakeholders Naval architects Yard Tender consultants Ship awner Operator Super intendant Technician
1 =
2
-_ 3
@
lG'l 4. Negotiation -
i3 R B ;
2. Orientation 4 ¢
& RFI 7
2 \x 5. Detail 8
Engineering s
5 . 8
" E
l. ;hllworlcing 1 -
elations . 'é' 6. Commissioning 1
. & '!-!”Flg & 'll'ﬂll'lil'lg Main needs Drawings Low prime price Low prime price TCO Uptime Uptime: Serviceability
Size TCO Uptime Servicaabilit Sarvicaabilit
Prime ’ o —
- 7 g 7. Warranty &
HEH ¢ 250h Service
14. Scrap/End 1
of lite update/ "m % 8. Service Awareness
Repower Lo
M 13 2 9. Unplanned
e ‘ Repair

9. Service Level
Agreement

v
% /' 12.1CO/
.II Optimization

Service

10. Negotiation x 11.Service

+ Sale w

Execution




9. Customer Journey

Initiatives
1 Brass Cat Shields
2 Extensive operation training during commissioning phase
3 Repair advisory session
4 250h test report & sales oppertunity at end of warranty
5 Segment focused brochures (e.g. fishing / offshore / ... )
6 Pon representatives & speakers at seminars about fleet management
T 3D printed models/ Lego pieces used in quote
8 Share knowledge online
9 Service application for sales team (wizard 2.0)
10  Strategic partnerships with icons (i.e. Rotterdam harbour)
1 Easy Quote with a short summary and interactive links to provide in-depth information
12  Easy access to CAD models of CAT engines (for naval architects)
13  Commercial fleet management workshop as a sales tool
14 TCO workshop (customer based) for level C & D service agreements
15  Events focused on service levels & fleet management
16 Newsletter
17  Service wizard to quickly provide an overview of all service options (wizard 1.0)
18 Trend reports (data analysis)
19  Portal application for service levels (monitoring, billing, knowledge, maintenance, trend reports, etcetera...)
20  Service levels focused brochure
21 Total service coupon
22  Shield keychain
23  Commissioning package (with warranty, logbook, service voucher, etc.)
24  Webinar
25 SEO
26  Online list with specifications of different service levels
27  Movies/testimonials from customers
28  Build relationship with yard to identify owner during early stages
29  Direct mailing to current clients
30 Cloud logbook with service passport (portal 1.0)
31 Celebrate official test run (with shield)
32  TCO calculation tool

Klantgericht innoveren - Service Design

Best rated ideas of the
CJM-workshop plotted on
Ease & Effect Matrix

(not sorted on relevance)

More in-depth information on how ideas relate to
the different stakeholders involved can be found in
the appendix.

< )
T 1 21 5 3 20 4
29
> | 32 5
23
26 7 8 2
" I 9 10
o 27 31 25 43
2 n 12 14— 18
w [
24
| 18
17 20
19
z
S

Low Effect High
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10. Go-to-market

Turning our brand into a trusted service

SALES KIT
&[]
[
SERVICE
LEVELS

at

MARKETING
ACTIVITIES

SALES
ACTIVITIES

The sales kit contains Smart Sales Tools and
Promotion Tools. Smart Sales Tools aim to help the
sales leam identify the right service level for the.
client, while Promotion Tools help to improve the
client relationship.

Service Improvemant ideas help to develop and
improve the different Sarvice Levels propositions.

The marketing activities vary along the different
phases. During phase 1 we'll introduce Online
Marketing 1o create awareness around our Service
offering. Secondary we'll aim to set up Strategic
Partnerships

We'll support sales by identifying quick win
moments to sell our service levels. During phase 1
we will push our servica among current cliants using
Exclusive Invite. Building Relations will help us o
identify the ship owner during early stages of the
sales funnel

2013

Basic tools

Dwring the first phase we will focus on
introducing the basic components for our
sales kit and implement the quick wins to
improve our service.

Basic Sales Tools
- Servica level brochure, Service wizard,
Easy quote (P), TCO calculation tool

Service Improvement

- Commissioning package (AN),
TCO workshop service levels (C/D),
Tip of the weekiwebinar (All)

- Newsletter

Online Marketing
SEO, Online list with specs from
sernce levels, Moviestestimonials
Strategic Partnerships
Use strategic pariners to promaote the
brand

Introduction Opportunities
Repair advisory session, 250h report
Relations
Build relationship with shipyard to
discover awnarship
Exclusive Invite
Direct mailing to current clients

e _=al B

PAETHERING

EXCLUSIVE INVITE
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Built for it

We are part of Pon, one of the most experienced service experts and provider of power
solutions of Caterpillar, quality guaranteed. We have all the knowledge and expertise
regarding marine engines to help you reduce costs and risks during the total life cycle of
design, installation, commissioning, maintenance, operation and recycling.

Taking care of it

Being part of a long-lasting family business we believe in the power of relationships. We aim
to partner with you from the start, as we believe long-term commitment is in both our best
interest. It is important to keep your business running, whatever happens.

Because we care about your journey.

jo!

Alvusit

a
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10. Go-to-market

!

-

", PERFORMANCE .

Performance provides you with a complete
monitoring system and the right advice to
optimise TCO and fleet efficiency. Pon is your
pariner to get the most out of your Cat power
solution. That’s what we call forward thinking.

Pon, we care about your journey.




\A
= % . ’ H Klantgericht innoveren - Service Design
ﬁ . 4

10. Go-to-market

» Waardeer je huidige contract-klanten
* Informeer alle klanten .
* Informeer de markt

m o P15 Service Levels
‘ Launch Communication
11 {1

G YTy - [T -

! [

Cirvslopmens Plan | 082013 [done e

a1 Prime sales (4 okt mereing]
a0 FFAL
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Pon Power

MARINE SERVICE LEVELS

WE CARE ABOUT YOUR JOURNEY

- DTS Mivueit 2 3



Michael Boon

Bedankt voor uw aandacht.

POM




