
Customer

need to order

a part for a

machine

Customer sends

email to the

local Sales

organization

(CS)

CS receives the

request and

sends back a

price for the

part to the

customer

Customer receives

the price and sends

approval email

back to CS to order

the part

CS orders

the part via

SAP

Part request

is received by

Root,

Switzerland

They fulfill the part

request and mails

it to either the

customer or the

local sales org.

What plant

processes

impact

ordering spare

parts?

Do they have

an automatic

ordering

system?

How is

maintenance

performed?

How involved is

the Field

Engineer with

ordering parts?

Is this the

customer

part buyer?

Is this the

customer

Tech?

Operations

Manager

Potential Customer Personas

Maintenance

Manager

Spare Parts

Buyer

Service

Tech

Who does

the Part

Buyer

report to?

What involvement

do they have with

service and

maintenance of

the machines?

1 2 3

The role that

the Field

Engineer plays

in part

ordering?

Once the customer

receives the quote

they reply back

confirmation and that

sets the ordering in

motion?

This is where CS

sees if the part

requested is

available and

receives lead

times?

Do they

manufacturer the

part, keep most

consumable parts

in inventory?

Parts that will

need to be

created and not

in stock would

be listed in

SAP?

SAP

Customer

need to order

a part for a

machine

Customer

receives

Spare Part

Validation

of correct

part?

Validation

of correct

part?

?

?

?You could assume that these plants need these parts

either quickly (breakdown) or routinely (maintenance)

to prevent long periods of machine down time that

would negatively effect output.

Another assumption, especially the smaller plants,

they rely heavily on SEE Field Engineers for support.

Johan said he would provide a list of parts

that a plant would want to order to have in stock.

What gaps are we missing? Obviously, the customers

view point on all this is one. What other things are they

concerned about than ordering spare parts? Do they have

systems in place for routine maintenance, breakdowns?

How can this limited mental model inform better questions

going forward?

Preliminary Draft

Part Fulfillment in Root

CS orders

the part via

SAP

Root

receives

the order

via SAP

Root ships

part to

customer or

local sales

organization

Questions?

CS receiving and entering Spare Parts Ordering

CS receives an

email from

customer or on

behalf of

customer

A quote for the

part is sent

back to the

customer for

approval

Customer

will email

back the

approval

Questions?

Once the

approval has

been made, CS

will order the

part via SAP

Customer Machine and Spare Parts Management

Customers

have part

buyers and

service techs

Do these

roles reflect

plant size?

How does a

customer know

when to order a

part other than

breakdown?

Questions?

What is the

relationship

with SEE Field

Engineers?

How tech

savvy are the

buyers, the

service techs?

When it comes to

the machines and

spare parts, what is

the biggest

headaches for the

customer?

What are the

biggest drivers for

the buyer, the

service tech, the

operations

manager?

Challenges

Identifying

the correct

spare parts

Some parts

aren't available

in SAP and have

to be extended

CS may lack

some key

Engineering

knowledge

If price is an issue

we only have

expertise,

reliability and

expediency to

combat that?

Big Sky Thinking

Customer can

search based

off a part

number. Part is

found and

ordered.

Customer needs

help in identifying

part. Photo upload

and description

sent to service

tech.

Short

description

search and

parts are

recommended

List of spare

parts that

need to be

ordered.

Part

ordering

reminders

Customer receives

quote automatic

follow up with

customer. We have

your part ready!?

Who is ordering the spare parts?

Customers with

a good tech

team will order

the parts

themselves

Smaller

companies tend

not to have a

good tech team

if at all

SEE Tech rep

will order for

these smaller

companies

Who has a

manual?

Who has a

robust tech

team?

Who is

ordering the

parts

themselves?

Larger

companies

Who might

not have a

manual?

Who doesn't

have a robust

tech team?

Who is heavily

dependent on

the SEE Tech to

order parts and

do service?

Smaller

companies

Who would find

SEE Shop with

Spare Parts

added useful?

Larger

Customer

Tech, Buyer

SEE Tech

supporting

the smaller

customers

Customer or SEE

tech puts in a part

number that is

not on SAP, what

happens?

Key Insights

Top Learnings

Key Quotes

Larger

companies

have a robust

Tech Team

Smaller

Companies

depend on the

SEE Tech for

ordering and

servicing

"Generally, the customers buy from us. They know it's more expensive, 

but they understand they are getting the correct part."  - Paul Lamplough

Visits

customer for

regularly

scheduled

service 

Engineer

schedules

service for the

year w/

customer

Engineer works

with CS to ensure

the parts necessary

are at the customer

for the designated

dates

Engineer

services

necessary

parts of the

machine

Engineer takes

look at their

stock, advises

what they

should order

Customer emails

engineer,

description and

picture of part "we

need this?"

Engineer

recognizes the

part, finds the

number and

sends to back to

customer

Engineer

recognizes the

part, confirms the

quantity needed

from customer

Engineer

doesn't

recognize

part, looks in

manual.

The customer

sends request

for quote to

CS

Engineer

sends the

request for

quote to CS

Engineer still

cannot

identify part,

calls Root

CS sends

customer the

price and lead

time for part

CS sends

engineer the

price and lead

time for part

Root identifies

the part

number and

gives it to

Engineer

Engineering

sends the

info to the

customer

The customer

accepts the

quote and

requests to

order

Customer

does not

respond

Does the engineer

then have to ask

the customer for

the desired qty

before he can get

quote?

Sealed Air Customer Service

Responsible

for placing

the order

into SAP

Receives

orders from

customer, and

Field

Engineer

Challenge

in

identifying

the part

Issue a

quote first

in most

cases.

Lead times

generated in

SAP.

Important to

customer

Requests from

Root an

extension on

parts if they are

not in SAP

Tech knowledge is

an issue. They rely

on the Field

Engineer and Root

for help in these

areas.

Some follow

up on quotes

and some

don't. Fuzzy?

Receives

orders from

customer, and

Field

Engineer

Equal male

to female

ratio

Demographics

Behaviors

Attitudes

Desktop

user

I've had to build

my own

templates to

streamline

processes

Needs / Challenges

Receiving just

a picture or

description of

a part

Goals / Motivations

How can we help?

Make it easier

for them and

customers to

find and identify

parts

Integrated

with Field

Engineer

team

Language

barriers

Changing

part

numbers

Having to

get

extensions

for parts

I want

customers to be

better at

identifying the

parts they need

Reduce the

the amount of

extensions

requested

Always having

to do

quotations is

time

consuming

Many emails if

they have not

built their own

system (excel

templates)

Some

customers want

to negotiate

price every

single time

The customer

could have the

appropriate

manual assigned

to them

Have the

customer could

search for parts

and see lead

times

We have to be

very agile, what

may be true

today may not

be true

tomorrow

Automate the

incoming order

process, make

consistent

Remembering who

to follow-up with on

quotes (was told no

on automating this)

I handle

requests from

both Engineers

and customers

Sealed Air Supply Chain (Root)

Customer Service & Logistics

Extending

parts

Identifying

parts from

pictures or

descriptions

Taking and

fulfilling the

part order

from SAP

Creating

and

maintaining

materials

Answering

questions about

obsolete parts,

manual requests,

technical document

questions

Can ship same

day if part

ordered by

1PM and in

stock

Master Data

Customer Quality Engineer Systems

Don't extend to all

plants b/c w/

extensions

checking &

maintaining price

Make sure price

is up to date w/

exchange rates

& other things

Only place where you

can see how the

machine was built

and w/ what

components is in

production order

level

Not all machines

have proper info,

80% can find

production order

Finding delivery time

& exchange rates is a

big challenge due to

life cycle

management and

configuration

Gets notified

if a wrong

part is

delivered

Records

quality

complaints

Order

confirmation in

case customer

isn't sure they

ordered the right

part

Handles

returns

40% not justified

requests, answer

was readily

available for

customer

Suggests

improving the

knowledge of

the CS group

Deliverables for Internal Interviews

Preliminary personas identified -

Sealed Air Service Tech

Sealed Air Customer Service

Sealed Air Supply Chain (Broad overview)

Interview notes documented (Excel Spreadsheet)

Preliminary journey map?

Modify the US one and leave the customer info out at

this point?

I'm an intermediary

between customer,

engineer, central

expertise, and

supply chain

Trying to meet

customer needs as

quickly as possible

without escalation

and follow-up

Pre-Catalyst User Stories

Sealed Air

Service

Tech

Internal

External

Sealed Air

Customer

Service

As a user I want to quickly pull up the customers

order history so that I can locate and re-order a

consumable part that has been ordered before.

As a user I want to quickly access the schematics

of the particular machines of a particular customer

so that I can help identify a part and order.

As a user I want to manage my service visits with

a particular customer so that I can recognize any

patterns that would increase the customers efficiency.

As a user I want to be able to quickly access the

customers Service Tech so that I can request

assistance for myself or for the customer.

Maintenance

Manager

Service

Tech

????

????

????

Buyer/

Purchaser

????

????

????

????

????

????

Internal Personas

External Personas

Purchaser (size company?)

Demographics

Behaviors

Attitudes

Would not find

an online web

shop useful,

double work

Needs / Challenges

Changing

prices, have

to update in

our system

Goals / Motivations

Want pricing

updates our

system could

automatically

consume

How can we help?

Would use a site

to maybe

consult pricing,

but not to order

Little to no notice

when parts are

marked as

obsolete, can take

2 weeks to replace

Operator

notifies

maintenance

of an issue

Maintenance looks

in paper manual to

identify the part

that seems to be

causing the

problem

Maintenance

is unable to

find the part

in the manual

The Field

Engineer is

familiar with the

problem and

part that is

needed

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

2-3 hrs later,

supply chain

reaches out w/

an email with

the price and

lead time

CS emails the

Field Engineer

with the price

and lead time

The maintenance

manager okays the

price and lead time

and creates a PO in

their system

Root receives

the order and

is able to ship

out

The part arrives

at the customer,

generally 1-3

days later

Later in the

afternoon or next

day the Engineer

arrives to install

the part

Mgr calls the Field

Engineer, describes

the problem. Says

they can't find the

part they think they

need

The Field Engineer

sends the request

for quote to CS on

the customer's

behalf

The Field Engineer

forwards the info to

MT, and says I need

to be onsite for

installation

The Field Engineer is

not familiar with the

part, attempts to

diagnose himself with

sharepoint site but still

falls short

Emails Root

for

assistance

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

The MT or

purchaser have

the engineer send

the order submittal

also on their

behalf

The MT team

can install

without

assistance

The Field

Engineer shows

up for regularly

scheduled

maintenance

Maintenance

identifies the

part and it's in

their stock

Maintenance

replaces the part

and puts in the

order for

replacement part

Maintenance

identifies the

part and it's

not in their

stock

Sends

request for

quote to

customer

service

Once receives

the quote / lead

time, submits for

order, requests it

asap

If standard part,

may order from

local supplier if it's

keeping their line

from going

May also have the

customer submit for

quote if the engineer

is on the road and

there are no

language barriers

Wilma said she

usually waits one

day before giving

any updates to the

person who

requested the quote

MT will also

text a pic of

the part to

engineer

If it's an old

part, may take

a day or more

to extend

What if the

part is not

in stock?

Or reaches

out to a

colleague

Field

Engineer

does not

need to install

part

If it's a

specialized

part, may

take weeks

The likely "unhappy" journey

Postitive alternatives

Negative alternatives

Journey

alternatives
Customer

Field

Engineer

Customer

Service

Supply

Chain

Part identification Quote request Order submission Delivery and installation

CS enters

the order

into SAP

The trigger / problem

identification

Maintenance tech

observes the issue,

confers w/ team and

Mgr to see if they've

seen anything like it

before

They try a couple

things to resolve,

but come to the

conclusion that one

part seems to be

malfunctioning

The maint tech

sends the pricing

info to their

accounting team or

stock manager to

submit the order

Manager then

sends the PDF

of the PO to

CS via email

Purchaser or

stock

manager

sends in the

PO

Stock manager (size company?)

Demographics

Behaviors

Attitudes

I've scanned

manuals and

uploaded PDFs for

guys to view on

shared computer

Needs / Challenges

Manual

inventory

management

Goals / Motivations

Want to

lower

inventory

value

How can we help?

Provide

quick and

accurate

lead times

Online

catalogs

mean no

mistakes

Prefer submitting

orders via Fax,

always get

confirmation,

simple

Interest in

seeing price

and lead

times

immediately

Lead times,

need to keep

spare parts

on shelves

Unnecessary

inventory

Only use and

charge for

parts used in

visits

 3 Maintenance Managers - 1 smaller company, Euro Farm Foods, ABP Ireland? 

1 Spare Parts Coordinator - larger company, Bel?

1 Storeman (inventory) - larger? (Dawn Meats)

1 Purchaser - large company

1 Service Center Manager - larger company, Karro Cookstown?

1 Stock / inventory - large company

1 Process Manager Maintenance - large company

1 Machine Parts Administrator - ? Ekro

1 Central Buyer - large company

11 Interviews...

Automatic

order

confirmations

Create an

easier way for

them to

manage

inventory

Maintenance Manager 

Mostly male

Demographics

Behaviors

Attitudes

High

dependency

on Field

Engineer

Any of the guys

can request a

quote, but I need

to approve the

order

Needs / Challenges

Lots of back

and forth on

different

numbers in

manuals

Goals / Motivations

Keep the

machines

running

How can we help?

Have prices

and lead

times

accessible up

front

35 - 50

years old

Been @

company

5+ yrs

Will order

generic parts

from local

supplier

Orders online

through other

vendors

Uses desktop

computer for

ordering parts

Worry what

would happen

if engineer or

CS rep leave

Sealed Air

prices are

too high

Usually no

issue with

delivery

times

The Field Engineer

can usually talk me

through the

problem and

solution over the

phone

Large

manuals, can

be

overwhelming

at first

Sometimes

have to wait

4-6 weeks for

a special part

Lots of back

and forth w/

CS for quotes

and order

parts

Manual stock

management

No easy

access to

training on

machines

(videos)

High prices

Want to get

ahead of any

breakdowns,

anticipate

problems

Keep my

team, build

the internal

expertise

Want to reduce

my stock / reduce

the amount of

parts I have and

don't need

Like it when

engineers bring

parts with them

and only charge

for what was

used

Make part

identification

easier

Difficult to see

what was

ordered in the

past for similar

issues on

machine

Terminology

that strays

from industry

standards

Too much

stock

No notice on price

changes or parts

moving to obsolete,

obsolete part can

take 2 weeks to

replace

Increase

transparency of the

process, ie quotes,

extensions, stock,

or other delays

Be more

proactive in

sharing when

part numbers

and prices are

changing

Only use and

charge for parts

that are used in

maintenance

visits

Difficult to

find good

engineers for

my team

Manage

team of 5-

10

Unnamed area

Sealed Air Field Engineers

Mostly male

Demographics

Behaviors

Attitudes

On the road

a lot

My customers

don't do an

efficient job of

upkeep on the

machines

Needs / Challenges

Customers

that are far

away and

need help

NOW

Goals / Motivations

I want more

customers on

service

agreements 

How can we help?

Make it easier

to find and

identify parts in

the manuals

Engineer

for 15 - 25

yrs

40 - 50 yrs

old

Integrated

with CS

team

Good with

relationships

Works

many

weekends

I almost always

try to diagnose a

problem on the

phone before

going on site

Some of my

customers don't

look in the

manual, they just

come straight to

me

I try to get my

customers to

switch to new

machines, but

they are

expensive

My smaller

companies only

know the on /

off switch, no

tech crews

Language

barriers

Older

machines, lost

manuals,

obsolete parts

Companies

that have

little to no

maintenance

Receiving just a

picture or video

of the part the

customer needs

Being in between

the CS and

customer for

quotes and

ordering, lots of

back and forth

Selling service

agreements, some

customers just

don't have the cash

flow or see the

benefit

Parts that

need to be

extended

cause delays

Refund

process /

limitations

I want my

customers

to trust me

I want

customers to be

better at

identifying the

parts they need

I want my customers to

be better trained with

breakdowns / light

maintenance not

service, that's taking

money away from us

My customers

should see

me as the

expert

Getting my

customers to

switch to

newer

machines

Increase

education in what

the customers

can / should do

on their own

There is high

turnover in

technicians, train

some and next year

they're all replaced

Make it easier to

help customers

identify

problems

virtually

Streamline

order / quote

process so they

are less

involved

Unnamed area


