Challenges

|dentifying
the correct
spare parts

Big Sky Thinking

Customer can
search based
off a part
number. Part is
found and
ordered.

Some parts
aren't available

in SAP and have

to be extended

Customer needs
help in identifying
part. Photo upload

and description

sent to service
tech.

CS may lack
some key
Engineering
knowledge

Short
description
search and

parts are
recommended

If price is an issue

we only have
expertise,
reliability and
expediency to
combat that?

List of spare
parts that
need to be
ordered.

Who is ordering the spare parts?

Customers with
a good tech
team will order
the parts
themselves

Who has a
manual?

Who might
not have a
manual?

Smaller
companies tend
not to have a
good tech team
if at all

Who has a
robust tech
team?

Who doesn't
have a robust
tech team?

SEE Tech rep
will order for

these smaller
companies

Who is
ordering the
parts
themselves?

Who is heavily
dependent on
the SEE Tech to
order parts and
do service?

Larger
companies

Smaller
companies

Part
ordering
reminders

Customer receives
quote automatic
follow up with
customer. We have
your part ready!?

Who would find
SEE Shop with
Spare Parts
added useful?

Larger SSEE Teffnh
Customer Hpporting
Tech B the smaller
S, ERE=T customers

Key Insights

Key Quotes

"Generally, the customers buy from us. They know it's more expensive,
but they understand they are getting the correct part." - Paul Lamplough

Top Learnings

Smaller
Larger Companies
companies depend on the
have a robust SEE Tech for
Tech Team ordering and

servicing

Postitive alternatives

The likely "unhappy" journey

Negative alternatives

Customer

Field

The Field
Engineer shows
up for regularly

scheduled

maintenance

Operator Maintenance tech
o observes the issue,
nOtlfleS confers w/ team and

maintenance Mgr to see if they've
seen anything like it

of an issue before

Customer Supply
Engineer Service Chain

conclusion that one

Maintenance looks
in paper manual to
identify the part
that seems to be
causing the
problem

They try a couple
things to resolve,
but come to the

part seems to be
malfunctioning

If standard part,
may order from
local supplier if it's
keeping their line

The trigger / problem :------ Part identification
identification

Maintenance
replaces the part
and puts in the
order for
replacement part

Maintenance

identifies the

part and it's in
their stock

Mgr calls the Field
Engineer, describes
the problem. Says
they can't find the
part they think they

Maintenance
is unable to
find the part
in the manual

need
SilallisshE e MT will also
identifies the )

" text a pic of
part and it's the part to
not in their p

stock engineer
Sends
request for
quote to
customer
service

Once receives
the quote / lead
time, submits for
order, requests it

from going asap

Journey
alternatives

May also have the
customer submit for
quote if the engineer

is on the road and

there are no
language barriers

The Field
Engineer is
familiar with the
problem and
part that is
needed

The Field Engineer
sends the request
for quote to CS on
the customer's
behalf

The Field Engineer is
not familiar with the
part, attempts to
diagnose himself with
sharepoint site but still
falls short

Emails Root  Orreaches
for out to a
assistance colleague

Root identifies
the part and
gives field tech
part number and
description

CS sees the part
in the system
and that it's
readily available

Customer service
finds the part in
the system but

SAP tells them it's

not extended

Customer
service
requests the
extention in
Lotus Notes

Supply Chain
works on
extending the
part

If it's an old
part, may take
a day or more

to extend

2-3 hrs later,
supply chain
reaches out w/
an email with
the price and
lead time

Wilma said she
usually waits one
day before giving

any updates to the
person who
requested the quote

CS emails the
Field Engineer
with the price
and lead time

Field
Engineer
does not

need to install
part

The Field Engineer
forwards the info to
MT, and says | need
to be onsite for
installation

Order submission

The maint tech
sends the pricing
info to their
accounting team or
stock manager to
submit the order

The MT or
purchaser have
the engineer send
the order submittal
also on their
behalf

The maintenance
manager okays the
price and lead time
and creates a PO in

their system

Purchaser or
stock
manager
sends in the
PO

Manager then
sends the PDF

of the PO to
CS via email

CS enters
the order
into SAP

Root receives

the order and

is able to ship
out

What if the
part is not
in stock?

Delivery and installation

The part arrives
at the customer,
generally 1-3
days later

If it's a
specialized
part, may
take weeks

The MT team
can install
without
assistance

Later in the
afternoon or next
day the Engineer

arrives to install
the part



