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Abstract

The present report arises as a result of a curricular internship carried out in the
Operations Department in the Reporting and Management Control Department of the
company Grupo Nabeiro — Delta Cafes.

Regarding the intention to introduce the Direction of Operations (DO) in all of
the 23 Departments of the group, the main objective of this report was to continue the
development and daily analysis of KPI's (Key Performance Indicators) of Reports on
the Horeca and Domestic channels linked to the Technical Assistance operational
sector, integrating the respective commercial departments under the control of the DO
and new creation of Reports and Performance Indicators in view of the needs of other
departments of the Operations Department.

This internship gave me the opportunity, in addition to being evaluated and
completing the last phase of the master's degree, to apply and practice all the knowledge
acquired and taught during the course, regarding the integration of operational
management tools, contributing to a better analysis of the functioning of the company's

processes and operations.

All my work was done in favor of the company's needs and by order of the

supervisor and head of department Filipa Pires.

Keywords: Operations Directorate, KPI's, Horeca, Domestic, Technical Assistance



Lisbon School
: of Economics

' ’ & Management

Index

L1 INErOdUCTION ...

Internship Report Structure

2. LITErature REVIBW ...

Concept of Big Data

Power Bl

3. Company DeSCIIPLION .......c.ccvveieiieiieie e

The Nabeiro Group
Mission and Values
Direction of Operations

Horeca and Domestic Channel

4. Activities Developed ...

Daily Tasks
Operational Horeca TA Report

Operational Domestical TA Report

B CONCIUSTON .. eenenenenenee

Reflection on Acquired Skills

Limitations / Development Topics for the Future

6. Bibliographic References ..........cccccvvveevveveiiiecic e,

T ALEACIIMIEINES .ttt ennneeenennnnnnnee

Attachment A — Department chart
Attachment B — Database Domestic channel

Attachment C— Database Horeca channel

Index of figures

Figure 1 - General Horeca TA indiCators .........ccoceverviininnnnnn

Figure 2 — Corrective Recurrence Rate ..........cccceevveviieicieciiesnenn,

Intership Report A



w!

Lisbon School
of Economics H
@ e Intership Report &

Figure 3 — degrees of SLA COMPHANCE ......coveieiieiicie e

Figure 4 — % Monthly Effectiveness Formula ...,
Figure 5 - Lead Time Response (Business hours) Indicators .............cccoceeeevvenenne.
Figure 6 — Lead Time Formula (HOIeCa) .......cccooveiiiiieiieie e
Figure 7 — Open Orders INAICALOrS .........c.ocveiueiieiieieese e
Figure 7.1 — Open Orders Details
Figure 8 — Warehouse Parts Management Indicators ..........ccccccevvvevevieinecieseenenn,
Figure 9 — Warehouse Equipment Management INdiCators .............cccceverennriene.
Figure 10 — Technical Productivity Indicators (HOreca) ..........ccocecvevveiieervcinennnnn,
Figure 11 — General Domestic TA INAICALONS .......cccoiiriiiiieieiee e
Figure 12 — Lead Time Formula (DOMESLIC) ......ccccvvevveiiiieie e
Figure 13 — Technical Productivity Indicators (DOMESEIC) .........cccovervvrencrerennnnn
Figure 14 — Shipping Equipment INAICAtOrs ..........cccevvvevveieiie e
Figure 15 — Complaints Technical Quality ..........cccociiiiiiiiiiie
Figure 16 - Operational Lead Time-End CUStOMEr .........ccccevvviieivcvieiicciecie e,
Figure 16.1 - Average Collection Days
Figure 16.2 - Average Days Entry in BO
Figure 16.3 - Average Days Technical Intervention
Figure 16.4 - Average Shipping Days
Figure 16.5 - Average Delivery Days by the Logistics Operator
Figure 17 - Backoffice Queue INAICAtOrS ..........ccceevveiieiieiicce e
Figure 17.1 — Lead Time for Dispatch
Figure 17.2 — Filter for Lead Time
Figure 18 - EQUIPMENt RECEPLION .....c.veiiiiiiiieiiceiieee e
Figure 19 - Repair Center QUEUE .........ccveeiuieiieciee e siee ettt sree e
Figure 19.1 - Repair Lead Time

Figure 19.2 - Filter for Lead Time



~ Lisbon School
"'v & isnagement Intership Report A
FIgure 20 — INDOUNG .....ovveiieice et ns

Figure 20.1 - Average Answer Time (ATM)

Figure 20.2 - Average Hold Time (TMH)

Figure 20.3 - Answered Average Wait Time (TMEA)

Figure 20.4 - Average Abandon Waiting Time (TMEAB)
FIQUIE 21 — CBSES ...ttt n bbb i
Figure 22 - Detail 0f CASES ......ocviieeieiie e
Figure 23 - Recurrence ATter 30 DAYS .......ccceoveieririiiniseeieee e
Figure 24 - Average Time Between Failures ..........ccceoveiieiieve i
Figure 25 - Recurrence Rate per TeChNICIan ..........cccooviiiiiiiiiincee e
Figure 26 - Exchange Rate per Technical DecCiSion .........cccccccvvveveiiieieece i
Figure 27 - Average Time to First Failure ...
Figure 28 - Rate of Machines Returning in the 1st Year .......c.ccccccevvvevveveiiicieennnn,

Figure 29 - Average Time Until Third Failure ..........c.ccocooviiiiiiieeeen,

Glossary

DO — Direction of OPErations ..........ccccveiiieiiiiie i
KPI — Key Performance INAICALON ...........cccooeiiiiiiiieieie s
TA — TeChNIiCal ASSISLANCE ....c.veveeieieiecie e
Bl — BUSINESS INTEIIIGENCE ...

DAX — Data AnalysiS EXPreSSIONS ......ccccvueiieriiiieiteeiiesie st ese e se e e sra s



Lisbon School
.:‘ of Economics

@ e Intership Report

Introduction

This internship report is the result of a curricular internship, aiming at the
conclusion of the master’s in data Analytics for Business at Instituto Superior de
Economia e Gestdo. The internship project, which took place during four months in the
Direction of Operations of the Nabeiro Group, was based on two important themes —
performance monitoring in terms of technical assistance, through the development and
definition of performance indicators, and support for the customer support and
Development and Quality Control, aiming for improvements in the performance of these
sectors. To achieve the proposed objectives, it was necessary not only to understand the
complete flow of the entire sector regarding technical assistance and the objectives

expected by the Quality department.

Due to the high competitiveness present in the industry, factors such as meeting
deadlines, qualitative and quantitative aspects regarding the product, prices, technical
efficiency, among others, are crucial for the success of a company. All companies aspire
to have an effective control and monitoring system, which allows them to monitor and
report daily any type of occurrence outside the normal operational procedure, to provide
adequate and continuous support to the work sectors and deliver everything necessary for
the regular functioning of its activities, responding efficiently to the intended

requirements.

To achieve these goals, it was necessary to build the correct reports on Power Bl
assimilating the correct data, extract and clean daily data, as well as analyze the obtained
results, which should be available when needed. Currently, one of the department's
biggest challenges is to support all other departments and work sectors linked to the
Operations Department and ensure that all indicators generated correspond to their
expectations. Manage all performance and technical efficiency from the complaint made
by the customer to the assistants, to the repair of the equipment, seeking to satisfy the
needs of all the company's customers and seeking to prevent future complaints and

anomalies.
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Internship Report Structure

This report is organized into four chapters, in addition to this introductory one.
Chapter 2 presents the theoretical framework that underpins the main concepts and
themes on which the work was carried out. In chapter 3, the methodology for developing
the proposed work is discussed, as well as the presentation of the host company. Then
chapter 4 describes the main activities developed in the context of the internship, also
showing the information collected and analyzing the results obtained, establishing
comparisons. Finally, chapter 5 presents the final conclusions of this report, elaborates a
reflection on the work developed as well as some proposals for the development of future

works.

Literature Review

Concept of Big Data

The concept of Big data sets back to the 1960's and 70's when the world of data
was just getting started. The concept of the collection of large scale and variety of data
was reinforced by Doug Laney in 2000, an instructor on data and analytics strategic
topics, with the five characters regarding the topic of Big Data: VVolume, which describes
the size and amount of big data that companies manage and analyze; Value, that usually
comes from insight discovery and pattern recognition that lead to more effective operations,
stronger customer relationships and other clear and quantifiable business benefits; Variety,
corresponding to the diversity and range of different data types; Velocity, that is the speed
at which companies receive, store and manage data; Veracity, which means, the accuracy
of data and information assets.

Big Data brought new possibilities to every type of companies, not only regarding
cost reductions, but also substantial improvements in the time required to perform a
computing task, or new product and service offerings (Thomas H. Davenport and Jill
Dyché, 2013). According to PhD Stefan Iovan (2015) “Big Data humanization makes that
'large volumes of data' to become accessible for analysts in the companies, offering the
abilities available, most of the time, only for IT (Information Technology) department. In
order not to focus strictly on software development and statistical abilities, data obtained
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can be humanized by adding right context and by offering simple and direct tools for

building analytic applications”.

The responsibilities of a data analyst vary dramatically from business to business.
Its role is fundamental in data analysis and in the Big Data process. “Companies can
register several information by digitizing the conversations held by costumers with call
centers and by the images recorded on video, of the movement in the stores. This
information is usually unstructured, is available and what the concept of Big Data does is
to integrate them in a way that it generates a much more comprehensive volume of
information, which allows the company to make decisions based on facts and not just
sampling and intuition.” (Cezar Taurion, 2013). Big Data allows the creation of new
models of business based on the value of the information stored and analyzed. Companies
from different sectors now have conditions, through predictive analyses, to avoid the

waste of preventive maintenance.

Power BI

“Business intelligence (BI) combines business analytics, data mining,
visualization tools, data infrastructure, and best practices to help organizations make
smarter, data-driven decisions. In practice, modern business intelligence is recognized
when you have a comprehensive view of the organization's data and use it to drive change

and eliminate inefficiencies.”

According to Co-Founder and Chief Data Scientist Dean Abbott, business
intelligence is directly related to predictive analytics. “The output of many business
intelligence analyses are reports or dashboards that summarize interesting characteristics
of the data, often described as Key Performance Indicators (KPI's). The KPI reports are
user-driven, determined by an analyst or decision-maker to represent a key descriptor to
be used to the business” (Dean Abbott, 2014).

Microsoft developed Power BI out of several “Power” add-ons for Excel
beginning with the 2013 edition (Kline,2014). According to Microsoft, it is a business
intelligence (BI) tool that collects and processes large amounts of unstructured data from
internal and external systems, more specifically, documents and files. Power Bl provides

a way to obtain data through the Power Query Editor to find information, mainly through
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queries, where it is possible to add measures, columns and clean information and group
several databases through the construction of relationships, from the option cardinality
that defines the association between tables.

This tool helps prepare data for analysis so you can create reports, dashboards,
and data visualizations. The results give employees and managers the power to accelerate
and improve decision making, increase operational efficiency, identify market trends,

report genuine KPIs and determine new business opportunities.

Company Description

Created in 1961, Grupo Nabeiro - Delta Cafés has 25 companies and operates in
different areas organized by strategic business areas, which support the main activity: the
commercialization of coffees. From Campo Maior, Delta set out to conquer the world,
being present in more than 35 countries, spread over five continents and employing more

than about 3500 people.

Delta Cafés, always supported by family roots, originated a national economic
group - Grupo Nabeiro/Delta Cafés, chaired by Rui Nabeiro, consisting of several
companies ranging from food to agriculture, real estate, automobiles, transport, hotels,

among others.

The Group is committed to the satisfaction of its human capital, considering that
an integrated and motivated employee contributes to the better functioning and success
of the company. To achieve this, the Group promotes opportunities to involve its
employees in the production of ideas and projects, following the maxim that everyone's
commitment and creativity result in economic and social success. Quality, productivity,
competitiveness, and technological innovation are fundamental factors throughout the
Group. On the other hand, all the companies in the group are characterized by providing
high quality machinery, large offices, and excellent working conditions, fostering a

concern for everyone's well-being, health, and safety.

Mission and Values

The mission and values are factors that determine how the organization is run
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and what guiding principles they follow in their administration. constitute the mode
institutionalized way of thinking and acting that exists in the organization, which
distinguishes the company from the others.

Delta Cafés adopts a Human Face management model that is the company's DNA.
It comes from reference values, giving rise to a mission very focused on customers and a
governance model based on sharing and dialogue.

Mission

Since its foundation, Delta has developed a responsible business model characterized by
dialogue and sharing of values with all stakeholders, meeting their needs, and
corresponding to the demands of customers and markets, with the mission of seeking total

satisfaction. and customer/consumer loyalty.
Values

Delta Cafés bases its activity on solid values. It always seeks to implement the values
defended, through the practices, policies and principles applied. The solid values and
human principles were reflected in the creation of a Brand with a Human Face, its DNA.
Values they believe in: Integrity, Transparency, Total Quality, Loyalty, Responsible

Innovation, Truth, Sustainability, Solidarity.

Reporting and Management Control Department

The department in which the internship took place is called Reporting and
Management Control. This is responsible for supporting all commercial departments
already included in the Operations Department through the study and presentation of data

at an operational level.

The department was created with the inauguration of the DO and is currently
composed of a team leader Filipa Pires and four employees, responsible for data analysis
and controlling, which can be consulted through the chart in Annex B.

Direction of Operations

Inaugurated in 2019, the Direction of Operations wanted to gradually absorb all
the commercial departments (Sellers and Operations) linked to the Nabeiro group from

10
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north to south, introducing operational management to standardize all services and
provide the same quality to all the Group's customers, with the management of three
major sectors as the basis for this implementation: Logistics and Warehouse, Technical

Assistance and Contact Center.

Ensuring the entire product distribution chain for customers is one of the focuses
of operations, which have teams dedicated to preparing and distributing all Grupo
Nabeiro products daily. The proximity and support to customers is a differentiating factor
and therefore technical assistance teams for the group’s equipment were also integrated

into the operations structure. In customer contact, in addition to the commercial team,

Horeca Channel and Domestic Channel

The Horeca channel, which is exclusively linked to Restaurants, Hotels and Cafés,
is the latest novelty from the Portuguese brand of coffee in capsules, Delta Q, which has
invested in a business area called Delta Q Business. This Report was designed to support

the entire technical assistance sector linked to the Horeca channel.

As one of the main channels of the Nabeiro group, it was necessary to create a
Report so that it was possible to monitor daily the number of assistance generated and
provided to our customers connected to the Horeca channel, the effectiveness
corresponding to the fulfillment of the proposed SLAs (Service Legal Agreement) , that
is, verifying that the Group complies with the previously established deadlines (repair
time, time between technical arrival and end of repair) and the quality of service provided
to all customers of the Horeca channel. The flow of the Horeca channel consists of the
creation of work orders by the Contact Center assistants, who in turn allocate a technician

to each of these orders, according to the type of work requested.

Along with the Horeca channel, the domestic channel is also one of the main
channels of the Nabeiro group. Thus, it was necessary to create this Report so that it was
possible to daily monitor the number of machines that arrive at the warehouse to be
checked and, if necessary, repaired, the effectiveness corresponding to the fulfillment of
the proposed SLAs (Service Legal Agreement) and the quality of the provision of services
to all domestic channel customers. The flow of the domestic channel consists of creating

a case number according to a request for assistance by the customer with an assistant. The

11
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case number makes it possible to monitor the course from the creation of the case to the
lifting of the equipment at the customer, from its analysis in the Backoffice and respective
intervention in the Repair Center and subsequent scheduling of delivery and dispatch to

the customer.

Activities Developed

In this chapter, the various tasks performed during the internship will be presented.
During the first weeks, dedicated to the reception and integration in the institution, | tried
to understand how the company works, get to know the employees, and find out about
the internal rules of operation, with a greater focus on sectors related to technical

assistance.

Much of the time spent in the internship was focused on developing and analyzing
the Microsoft Power Bl tool for Horeca and Domestic Operational Reports, which has a

direct impact on the operations of the group's two major technical assistance channels.

Knowing what kind of information was necessary to extract and how the different
databases could be interconnected was one of the biggest challenges encountered. It was
necessary to clean and transform a large variety of data, so that all the information that
remained was highly important and reliable to demonstrate and visualize through
Dashboards on the reports.

To create the desired visualizations in Power Bi Desktop, the information
extracted and worked on was not enough. It was also necessary to develop numerous
measures that helped in the calculation of results through expression formulas (Data

Analysis Expressions or DAX).

Finally, the most important thing was to present the information that was
discovered through the processing of the data, in order to get understandable insights,
including KPlIs, metrics and other key points. The most important thing about these views
is the clarity of the message they convey, so that it is possible to analyze and report all

the information quickly and intuitively and take the correct lessons.

12
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Daily Tasks

All Reports were designed through the daily collection and proper filtering of data
from the respective information platforms and the data was updated daily to be analyzed.
All extractions come from static Excel sheets (.xIsx) or from text documents with tabs,
loaded in folders that include all the history of extracted information to date. In Annex B
and C, it is possible to observe the constitution of those data folders of the Operational
Horeca and Domestic Operational Reports. Each folder is sorted by the extractions made
on each information platform and by information topic. Normally, the name of each
database refers to the month in which the extraction is being carried out, although the
information is daily updated.

Operational Horeca TA Report

The Report is based on three types of orders, which come from the Tecops support
platform:

1. orders created
2. open orders

3. orders carried out

HORECA TECHNICAL ASSISTANCE KPIS
Assumption

The Horeca Technical Assistance KPIs are based on all repair orders contained in Tecops
All orders associated with commercial departments that are not under the responsibility
of the Operations Department were excluded, as well as orders that are allocated to
another technical team of the group (example cold/Vending technicians) and all

consumption adjustments
Notes:

o Zone
Information taken from the location code field - indicates the geographic area to which

the customer corresponds:

13
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01MRLX- Lisboa, 01IMRSE- Setubal; 01MRTV- Torres Vedras; 01MRSA-Santarém;
01MRCO- Coimbra; 01IMRLE- Leiria; 01MRPO- Porto; 01MRBR- Braga; 01MRVC-
Viana do Castelo; 01IMRAV- Aveiro

o Zone (groups)

Grouping of zones by technical coordination:

01MRLX- Grande Lisboa, 01MRSE- Grande Lisboa; 01MRTV- Grande Lisboa;
01MRSA- Centro; 01IMRCO- Centro; 01MRLE- Centro; 01MRPO- Norte; 01MRBR-
Norte; 01MRVC- Norte; 01MRAV- Norte

o Kind of work
Indicates the type of work requested/performed by the technician, in which we can have:
Technical assistance (TA): corrective or preventive interventions; Audits (AU):
Technical assessments; Installation orders (10): equipment installation interventions;
Withdrawal orders (WO): equipment withdrawals; Offsite Repair (OR): corrective or

preventive interventions carried out at departmental repair centers

Created Orders

X All repair requests created in Tecops, considering the creation date
X These contain orders without technical allocation of the areas in which the commercial

departments are under the responsibility of the Operations Department.

KPI's Developed

X Number of repair orders created (year N and year N-1)

X Number of orders created by the commercial area (year N and year N-1)

X Weight created orders that have and have given rise to technical intervention (year N and
year N-1)

X First Call Resolution (FCR) - Percentage of end-customer requests that were resolved in
their first interaction/call with the assistant (year N)

X Origin of order creation (requesting area) and evolution of the respective FCR

X Orders created that originated work orders by type of anomalies

X Orders created by ad (top Ads with the most TOs)

X Total claims requests and claim rate (evolution)

14
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Tudo

Figure 1 - General Horeca TA Indicators

Finished Orders

All orders carried out in Tecops, considering the end date of the technical intervention and

that its status is “Provisional Closing”

KPI's Developed

X

No. of repair orders carried out (year N and year N-1)

X

Number of visits to Customers (year N and year N-1)
X Average orders placed per visit — this average corresponds to the number of interventions

requested by the customer in the same visit

X

First Resolution (FR) - Percentage of end customer corrective orders that were resolved
in their first technical intervention/technician visit (year N and year N-1)

Orders made by Priority Degree and respective SLA

Orders made by division and cost center

Orders made by type of work (year N and year N-1)

No. Corrective orders performed (year N and year N-1)

Number of visits to corrective Customers (year N and year N-1)

X X X X X X

Evolution of recurrences - machine is not well repaired, so new technical intervention is

requested (year N and year N-1)

X

Detail of customers with corrective repeat orders (top customers)

XK

Corrective recurrence rate - when the technician performs a work order and performs

technical assistance again on the same equipment

15
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1 TOTAL REINCIDENCIAS CORRETIVAS A CLIENTE =
2 CALCULATE (
"AT | MEDIDAS'[TOTAL VISITAS A CLIENTES],
4 "AT | DB » ORDENS REALIZADAS'[TIPO TRABALHO] = "ASSISTENCIA TECNICA'
"AT | DB » ORDENS REALIZADAS'[AUX 2 » Considerar corretiva?] =
5 )
7 - CALCULATE (|
8 [TOTAL CLIENTES VISITADOS],
9 AT | DB » ORDENS REALIZADAS'[TIPO TRABALHO] = "ASSISTENCIA TE
10 AT | DB » ORDENS REALIZADAS'[AUX 2 » Considerar corretiva?] =
11 )

All informatio

Efficiency

Figure 2 — Corrective Recurrence Rate

n by zone/centre and division

The calculation of the monthly effectiveness considers the total of orders carried out by

the technical team of the DO, of the type of work Technical Assistance that fulfilled the

SLA;
The following

degrees of SLA compliance were considered:

GRAU (SLA)
@3 NORMAL » 16 HORAS
2 URGENTE » 8 HORAS
@1 MUITO URGENTE » 4 HORAS

Figure 3 — Degrees of SLA Compliance

For the purpose of calculating the lead time, the time elapsed, in working hours, from the

creation of the order to the arrival of the technician at the intervention site (date creation

of the TO until the intervention start date);

Orders created by the technical team (waiting for part, waiting for equipment and

consumption adjustments) and all orders without an associated degree are excluded.

Formula:

1
2

11
12

TR R R R e RS
® © 0 < o &

EFICACIA MENSAL (%) =
CALCULATE (
[TOTAL OTS REALIZADAS],
‘AT DB » ORDENS REALIZADAS'[TIPO TRABALHO] = "ASSISTENCIA
"AT | DB » ORDENS REALIZADAS'[CUMPRIMENTO SLA UTIL] = "CUMP
AT | DB » ORDENS REALIZADAS'[GRAU (SLA)] <>"",
‘AT | DB » ORDENS RE S'[AUX 1 » Considerar Lead time?] = "CON
'AT | DB » ORDENS RE. '[AUX 2 » Considerar corretiva?]= "CONS
AT | DB » ORDENS RE ' [AMBITO] <> "",
‘AT | DB » ORDENS RE. *[SUBTIPO SERVICO] <> "",
‘AT DB ORDENS REALIZADAS'[SUBTIPO SERVICO] <> "ACERTO DE CONSUMO™
)
/ CALCULATE (
TO TS
AS* [TIPO TRABALHO] = “ASSISTENCIA TECNICA®,
‘A *[GRAU (SLA)] <",
‘AT DEN: S'[AUX 1 » Considerar Lead time?] = "CONSI
‘AT | DB » ORDENS R S*'[AUX 2 » Considerar corretiva?]= "CONSID
‘AT | DB » ORDENS R S'[AMBITO] <> ",
‘AT DB » ORDENS REAL DAS* [SUBTIPO SERVICO] <> ",
AT | DB » ORDENS REALIZADAS'[SUBTIPO SERVICO] <> "ACERTO DE CONSUMO™"
)

Figure 4 — % Monthly Effectiveness Formula

16
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KPI's Developed
X Monthly effectiveness by SLA (year N and year N-1)

7

Lead Time Response (Business hours)

ASSISTENCIA
TECNICA

Ano
GRAU (SL&) janeiro fevereiro margo

; 1 1 MUITO URGENTE
4 s O1MRAY 345
2 3 3 2 12 25 01MRER 123
o 2 = s o2 o1 13 5 - 01MRCO 102
o R 4 © v o
& N o

{hmm) CIMRLE 138
CIMRLX 222
21MRPO 336
CIMRSA 133
CIMRSE 103
CIMARTY. 118
IMRVC 219
2 URGENTE
CIMRAY 534

96 o CIMRER

6 7, DIMRCO

6 45 33 D TR T E OTMRLE
[ 6. 16 22 2 6, . OIMRLX
(bhamm) 0 SIMRPO

¢ ? S oIMRSA
cTMRSE
CIMRTY
CIMRVC

F 3 NORMAL
Ano ©2021 92022 CIMRAY
ciMRER

IMRCO
CIMRLE
CIMRLX
CIMRPO
CIMRSA
CIMRSE
CIMRTV
FIMRVC

11,46

(hh,mm)

Figure 5 - Lead Time Response (Business hours) Indicator
Lead Time response - based on the average time, in working hours, elapsed between the
creation of the OT and the technician's arrival at the Customer.
The calculation is done in decimal hours, for example 0.5 hours is 30 minutes.

Orders made by the technical team (waiting for part, waiting for equipment and
consumption adjustment) and all orders without an associated degree are excluded.

NOTE: If the lead time exceeds 10 hours (daily work hours of the technician),
they are divided by 3.

1 AUX » LEAD TIME DECIMAL UTIL =
2 1F
3 ‘AT | DB » ORDENS REALIZADA

S'[AUX » LEAD TIME DECIMAL] > 10,

R

"AT | DB » ORDENS REALIZADAS'[AUX » LEAD TIME DECIMAL] / 3
IF (
"AT | DB » ORDENS REALIZADAS'[AUX » LEAD TIME DECIMAL] < @,
7 t’
‘AT | DB » ORDENS REALIZADAS'[AUX » LEAD TIME DECIMAL]
) )
10 |) I

Figure 6 — Lead Time Formula (Horeca)

KPI's Developed

X Average monthly lead time per SLA (year N and year N-1)

17
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X Monthly evolution by SLA (year N and year N-1)
X Average monthly lead time per zone

1 MEDIA LEAD TIME OTIL =
2 VAR FINAL =
3 AVERAGE ( 'AT | DB » ORDENS REALIZADAS'[AUX » LEAD TIME DECIMAL UTIL] )
4 VAR TEMPO =
5 ROUNDDOWN ( FINAL, @ )
6 + ( FINAL - ROUNDDOWN { FINAL, @ )} ) * 68 / 10@
7 RETURN
8 TEMPO
Open Orders
: 2oma U y— « Tecwcn
A oraens em Aperto Tudo v Tudo v Tudo
ASSISTENCIA
TECNICA
GRAU (SLA) @1 MUTO URGENTE URGENTE @3 NORMAI
171 7
GRAU (SLA) @1 MUTO URGENTE # 2 URGENTE @3 NORMAI
1299 27-12-2021 12:21:00
owerc [
gy ]
RESPONSABUDADE (gupes)  1MUTO 2 3NCAMAL Total I
URGENTE UnceTE T
& e 1 13 52 66 = | T
ET— I T— ° [N
= AGUARDA PECA 4 s o1 108
@ EQUIPAMENTO DISPONIVEL 2 5 22 20
[ — 2 a2 .
@ OT PROGRAMADA 6 125 1031 162 " 5 n
Total 15 m 1299 1485 o m 873

Figure 7 — Open Orders Indicators

All repair orders still open in Tecops, considering all orders that do not contain a work order

completion date

KPI's developed

X Number of open orders in the portfolio — number of orders to be executed on the day

of extraction

TOTAL OTS EM ABERTO = DISTINCTCOUNT|(|"AT | DB » ORDENS ABERTAS'[N2 OT])

Number of Clients with open orders in the portfolio
Open orders by type of work (AT/OI/OL/RO/AU)
Open orders by Priority Degree and respective SLA

X X X X X X

Data of the oldest corrective order (creation date/time)
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Corrective open orders by status in working hours and the respective SLA (OT status)

Open orders by situation and responsibility (Director of Operations client)
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X Portfolio orders opened by technicians with detail: SLA, OT status, equipment range,

type of work and if it is corrective

ASSISTENCIA
TECNICA

GAMA EQUIPAMENTO
(Vazic)
CLASSIHY
EQUIP. HOTELEIROS
EQUIP. HOTELEIROS FRIO
EQUIP. VENDING

AQ.CAFE AUTOMATICAS
AQCAFE DELTA Q
MAQCAFE DELTA Q - QUORU...

TIPO TRABALHO
ASSISTENCIA TECNICA
AUDITORIAS

CORRETIVA?
CORRETIVA
NAO CORI

(V]

Ahertc
ADerto

STATUS SLA UTIL
TECNICO (grupos)

Zona

Tudo

EM ATRASO
1MUTO URGENTE 2 URGENTE 3 NORMAL

TECNICO (grupos)

' Tudo

3NORMAL  Total

EQUIPA TECNICA LISBOA

#] EQUIPA TECNICA PORTO

(REPARAGAO OFFSITE)
EQUIPA TECNICA AVEIRO
EQUIPA TECNICO LEIRIA

£ EQUIPA TECNICA COIMBRA

EQUIPA TECNICA SANTAREM
EQUIPA TECNICA BRAGA
EQUIPA TECNICA SETUBAL

EQUIPA TECNICA VIANA DO CASTELO

EQUIPA TECNICA TORRES VEDRAS
Total

5

1

12
33
7

2

Figure 7.1 — Open Orders Details

Warehouse Parts Management

ASSISTENCIA
TECNICA

57

LEAD TIME DIAS UTEIS

140
14
93
78
&

[ T
REZE//AEBADEENLED

Zona
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v

109

STATUS SLA UTIL  TECNICO

EM ATRASO
EM ATRASO
EM ATRASO
EM ATRASO
EM ATRASO
EM ATRASO
EM ATRASO
EM ATRASO
EM ATRASO
EM ATRASO
EM ATRASO
EM ATRASO
EM ATRASO
EM ATRASO
EM ATRASO
EM ATRASO
EM ATRASO
EM ATRASO
EM ATRASO
EM ATRASO
EM ATRASO

KPI's developed

%

4
X
X

JOSE ALEXANDRE MARTINS

NUNO GONGALVES

MANUEL ANTONIO CAMPOS
FERNANDO PEDROSA DE OLIVEIRA
TIAGO TAVARES

HUGO SANTOS

JOAQ MANUEL CARVALHO

PEDRO FILIPE BATATA

FILIPE ANDRE DOS SANTOS

JOSE ALEXANDRE MARTINS

FABIO ALEXANDRE DA SILVA
DIOGO MENDES

JOSE CARLOS VARELA

FERNANDO PEDROSA DE OLIVEIRA
PAULO JORGE CARDOSO

DIOGO MIGUEL FRAGOSO
FERNANDO PEDROSA DE OLIVEIRA
RUBEN VENTURA

FILIPE ANDRE DOS SANTOS

JORGE GAMEIRO

JORGE GAMEIRO

DATA CRIACAO

17-09-2021 17:24:00
19-10-2021 18:47:00

15-11

2021 10:52:00

03-12-2021 14:30:00
22-12-202112:27:00
27-12-202112:21:00

04-01
04-01
10-01
1401
17-01
18-01
18-01
18-01
18-01
18-01
18-01
19-01
1901
27-01
27-01

-2022 12:48:00
2022 15:25:00
-2022 17:33:00
-2022 10:08:00
-2022 12:16:00
-2022 09:54:00
-2022 12:01:00
-2022 12:09:00
-2022 12:13:00
-2022 12:46:00
2022 16:10:00
-2022 08:40:00
-2022 09:29:00
-2022 08:44:00
-2022 11:51:00

‘TECNICO (grupos)

Tudo

v TECNICO v
~  Tudo ~
NO PRAZO
Total 1 MUTO URGENTE 2 URGENTE
57 114 4 1
126 159 2 17
132 204
38 40 5
2721
0 20 2 H
313 1 2
77 6
s 6 3
2 4 2
5 6
474 600 9 51
TECNICO STATUS SLA UTIL
~  Tude V' Tudo
SITUAGAO
AGUARDA PE
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DATA PROGRAMACAQ  N° CLIENTE SAP  DESCRICAQ CLIENTE

46964
561360
752487
707551
571800

79451
100044
757149
584002
168126
135945
161453
117413
744452
734176

76713
147611
774116
175607
778428
533517

AH MERCURE FIGUEIRA FOZ
AVENEZA

4961-BAGGA CAMPO 24 AGOSTO
RESTAURANTE O BEIRA RIO
DIVINO KAFE

CARPINTARIA

POLAR-M.CAFE MAIA SHOPPING
PASTELARIA FAVORITA
QUIOSQUE WINE LOVE

CAFE BICHAU

SECIL-LISBOA

PASTELARIA CERCAL VILLAGE

A NATUREZA DOS SABORES
PASTELARIA TROPICAL 2

LOJA DOS COSTAS

TECNILAB PORT.SOCPLAN.TEC.& CIENT.
PAPAS NA LINGUA

ELCHILITO

CAFE FORUM

OKASU SUSHI HOUSE
CHURRASQUEIRA FARINHAS

Figure 8 ~Warehouse Parts Management Indicators

Open orders await part

Open orders part available

Detail of open orders with status: waiting for part and part available.

304 319 433
145 164 323
8

8 212
75 80 120
70 70 97
57 64 84
54 57 70
42 48 55
E Y | 47
22 24 28
10 10 16

825 885 1485

CA

PECA DISPONIVEL

SITUAGAO ~

AGUARDA PEGA
PEGA DISPONIVEL
AGUARDA PECA
AGUARDA PECA
AGUARDA PEGA
AGUARDA PECA
AGUARDA PEGA
AGUARDA PEGA
PECA DISPONIVEL
AGUARDA PECA
PECA DISPONIVEL
AGUARDA PECA
AGUARDA PEGA
AGUARDA PEGA
AGUARDA PECA
PEGA DISPONIVEL
AGUARDA PEGA
AGUARDA PECA
PEGA DISPONIVEL
AGUARDA PEGA
AGUARDA PECA

Average time elapsed (working days) between the creation of the TO until the date of

extracting the information.
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Todo v Tudo v | Tudo v Tudo

LEAD TIME DIAS UTEIS SLAUTIL TECNICO

FRANC
DIoGO
FILl

Figure 9 — Warehouse Equipment Management Indicators

KPI's developed

X Open orders await equipment

X Open orders equipment available

X Detail of open orders with status: waiting for equipment and available equipment;

X Average time elapsed (working days) between the creation of the TO until the date of

extracting the information.

All information by zone, technical team (groups), technician and useful SLA status

Technical productivity

- Zona v TEGNICO (grupos) v
Produtividade s < oo v
ASSISTENCIA
TECNICA
TECNICO N°OTS  NeVISITA A CLIENTES MEDIAOTSPOR VISITAPOR  DISPONIBILIDADE MEDIALEAD TIME A
3‘] ] 83 J .I 5 .I VISITA DIA (DIAS) 0
AN-1: 140410 (-77.79%) ’ ABILIO BARBOSA AMADO 543 345 157 821 42 12.40
ALEXANDRE GOMES 361 240 1.50 6.32 38 21,5
ANTONIO AZEVEDO ALVES a1 281 1,48 6,85 41 24,57
ANTONIO JOSE AMARAL 322 239 135 543 44 31,06
2 O é O 6 [ 2 9 4 3 7 ANTONIO JOSE PEREIRA 348 253 132 572 46 19.5¢
N1 79886 (T42%) » ANTONIO MANUEL MORAIS 403 224 1,80 546 41 14,17
BRUNO ALMEIDA 455 266 175 665 40 7.1
BRUNO JOEL COSTA 535 377 142 838 45 15,08
BRUNO RICARDO SAMPAIO VINAGRE 528 393 1.34 8,02 439 10.32
CARLOS GANCHO 335 236 142 454 52 1.2
0 5 7 88 CELSO ANTONIO NOGUEIRA 256 203 126 521 39 1837
’ ® Total 31183 20606 151 29437 70 12,12
< 5
TIPO TRABALHO Ordens Reaiizadss  Ordens Realizadss  AN-1 BN
N-1 N -
150 AUDITORIAS | 1 0 4t o
5
ORDEM LEVANTAMENTO | 2066 1027 ¥ -3038
REPARACAD OFFSITE | 17 1288 & “se20
ORDEM INSTALACAO | 12667 =3 & 10144
ASSISTENCIA TECNICA 116758 26335 & -50424 T74%
1o Total 140410 31183 ~108227 72,8%

6
5
2T

b

202;

0)
Figure 10 — Technical Productivity Indicators (Horeca)

It considers all orders made by the technical team of the Operations Department, with end date

and productivity levels of each technician
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KPI's developed
X Number of orders made (year N and year N-1)
X Number of visits to Customers
X Mean time to Repair (MTTR) - based on the average time elapsed, in minutes, from the
technician's arrival to the closing of the corrective work order
1 WIP » MEAN TIME TO REPAIR (MTTR) =
2 SUM("AT | DB » ORDENS REALIZADAS'[TEMPO INTERV. CORRETIVAS])/
3 CALCULATE([TOTAL OTS REALIZADAS],
4 AT | DB » ORDENS REALIZADAS'[AUX 2 » Considerar corretiva?] = "CONSIDERAR",
5 'AT | DB » ORDENS REALIZADAS'[SUBTIPO SERVICO] <> "",
6 'AT | DB » ORDENS REALIZADAS'[TIPO TRABALHO] = "ASSISTENCIA TECNICA™
7))
X N° FTE's — corresponds to the number of resources, in these cases, technicians that are
available to provide services
X Average orders placed per visit
X Average Visit to Customers
X Average orders per day — on average how many orders are closed per day
X Technician Availability — Time a technician has had available to perform their job
X Productivity - Total interventions/Number of FTE's
X Orders made by type of work (year N and year N-1)
All the information by zone, technical team (groups) and technician
Operational Domestical TA Report
DOMESTIC TECHNICAL ASSISTANCE KPIS
Assumption
X The Domestic Technical Assistance KPIs are based on all the cases generated to carry out
interventions. Unlike the Horeca channel, work orders (TOs) are not created, but case
numbers linked to the intervention of each equipment. All information that represents the
development of the case is contained in both CRM, SAP, and QOutside SAP.
X All orders associated with commercial departments that are not under the responsibility
of the Operations Department were excluded.
X All orders are associated with the business unit through the cost center associated with

the customer.
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X All scores regarding customer zones that were considered for the Horeca channel are the

same for the Domestic channel.

General Indicators Domestic TA

.. KPI's Gerais AT Domeéstico o

TECNICA

WORTEN (SPV)
3311%

Casos @TOTAL CASOS INTERVENCIONADOS N-1

4075:

TOTAL CASOS INTERVENCIONADOS N

1309 200
169
I I I | I [

2021 T4 2021Thi4
novembro  dezembro

0J0)

2214

AN-1:23250 (-8247%)
AN-1: 11714 (8346%)
2021Ti2 2021 Ti2 202107

1937 7.41 I

SLA 7 Dias) 200171 202171

fevereiro

2 202173
julho

2021Ti3 2021Ti3 202174
agosto

2021 Tii 1

Segmento (grupos) ® CLIENTE FINAL ®SPV @WORTEN (SPV)

8,87

SLA 14 Dias)

1955

AN-1: 10759 (-61.83%) 13,53

1022
1059
’
AN-1:737 (-75.31%) 734
SLA 21 Dias)
janeiro feversio marg

Figure 11 — General Domestic TA Indicators

KPI's developed

X

Total number of machines intervened (year N and year N-1)

X

Total number of machines operated by segment (End Customer, Retail, Internal)

X

Lead time per segment — running time, in working days, from the collection of the

equipment from the customer until it is delivered after dispatch from the warehouse

LEAD TIME =

IF('DB » AGENDAMENTOS ENTREGA (LEAD TIME)'
IF('DB » AGENDAMENTOS ENTREGA (LEAD TIME
IF('DE » AGENDAMENTOS ENTREGA (LEAD TI
IF('DB » AGENDAMENTOS ENTREGA (LEAD TII
1,

[SEGMENTO (grupos)] = "CLIENTE FINAL®,

DATA RECOLHAJ<BLANK(),

[DATA ENTREGA EFETIVA]<>BLANK(), IF('DB » AGENDAMENTOS ENTREGA (LEAD TI

[DATA RECOLHA]='DS » AGENDAMENTOS ENTREGA (LEAD TIME)®[DATA ENTREGA EFETIVA], IF('DB » AGENDAMENTOS ENTREGA (LEAD TI
IF('DB » AGENDAMENTOS ENTREGA (LEAD TII
IF('DB » AGENDAMENTOS ENTREGA (LEAD TIME)

SEGMENTO (grupos}] = "HORTEN (SPV)",

DATA CRIACAD CASOI<»BLANK(),

DATA ENTREGA EFETIVA]<>BLANK(),

DATA CRIACAD CAS0]='DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA ENTREGA EFETIVAI,

CALCULATE ( -
SUM ('O | DATA (AGENDAMENTOS)'[DIA UTIL] ), .
) CALCULATE (
DATESBE ¢ COUNT ( '@ | DATA (AGENDAMENTOS)'[DIA UTIL] ),
'@ | DATA (AGENDAMENTOS)'[DATA], DATESBETHEEN (
‘DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA RECOLHA], ‘e | DATA (AGENDAMENTOS)® [DATAI,
"B » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA ENTREGA EFETIVA] ‘DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA CRIAGEO CASO],
1)3-133), 'DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA ENTREGA EFETIVA]
1-1))),
IF(*DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[SEGMENTO (grupas)] = "INTERNO",
IF('DB » AGENDAMENTOS ENTREGA (LEAD TI DATA RECOLHAJ<>BLANK(), IF("DB » AGENDAMENTOS ENTREGA (LEAD TI SEGMENTO (grupos)] = "SPV",
IF('DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA ENTREGA EFETIVAJ<>BLANK(), IF('08 » AGENDANENTOS ENTREGA (LEAD TIME)'(DATA CRIACAD CASOJC>LANK),
TF('DE » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA RECOLHA]='DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA ENTREGA EFETTVA], 1T ('DB » AGENDAMENTOS ENTREGA (LEAD TI :
1, IF('DB » AGENDAMENTOS ENTREGA (LEAD TI DATA CRIACAD CASO]='DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA ENTREGA EFETIVA],

CALCULATE (
SUM ( '@ | DATA (AGENDAMENTOS)'[DIA UTIL] ),
DATESBETWEEN (
'@ | DATA (AGENDAMENTOS)'[DATA],
‘DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA RECOLHA],
‘DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA ENTREGA EFETIVA]
))-10)),

1,

Figure 12 — Lead Time

22

CALCULATE (
COUNT ( '@ | DATA (AGENDAMENTOS)'[DIA UTIL] ),
DATESBETWEEN (
'@ | DATA (AGENDAMENTOS)'[DATA],
'DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA CRIACAO CASO1,
'DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA ENTREGA EFETIVA]
13-13))0)3)

Formula (Domestic)
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Figure 13 — Technical Productivity Indicators (Domestic)

It considers all cases dealt with by the technical team of the Operations Department.

KPI's developed

Total number of interventions (year N and year N-1)
Average number of cases treated per day
Productivity = Total interventions/N° FTE's (number of resources, in this case technical)

X X X X

Mean time to Repair (MTTR) — based on the average real time elapsed since the

technician arrived and the intervention ended in minutes

1 TMR =

2 IF("AUX » PRODUTIVIDADE 1'[TEMPO REAL]=BLANK(),

3

4 (Var hora_decimal_seg = "AUX » PRODUTIVIDADE 1'[Tempo (hh:mm:ss)]*24%60%60
5 var segundo = MOD(hora_decimal seg,68)/108

6 Var minuto = (hora_decimal_seg - MOD(hora decimal_seg,60))/60

7 RETURN

8
9

minute + segundo),

1@ ‘AUX » PRODUTIVIDADE 1°[TEMPQ REAL])

X Cases intervened - Total number of interventions and productivity level in monthly terms

X Total interventions, in SAP, Outside SAP, Technical Availability, Average Time to
Repair (per technician)

X Case resolution - detail of interventions, by resolution description and equipment model
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SEGMENTO (grupos) v RETALHO (GRUPO) ~

Expedicao Equipamentos o i . ®

ASSISTENCIA
TECNICA

WORTEN (SPV) OP.LOGISTICO  TOTAL EXPEDIGOES -1 TOTAL EXPEDIGBES N 5
CTT EXPRESSO 78019 3057 6946%
CHRONOPOST 7541 1259 2661%
CTT ESPANHA 379 8 191%
I DELTA-CAFES 30 1 00
Total 25969 4401 100.00%
£ N-1: 25060 (-83.05%) &
PV I
505
N X cuassricacio TOTAL EXPEDICOZS N1 TOTAL EXFEDICOES N -1 aNAE
@TOTAL EXPEDICOES N-1 @ TOTAL EXPEDICOES N = - i :
ASSISTENCIA TECNICA 16576 2685 14091 8301%
2970 ASSISTENCIA TECNICA COM OFERTA LOGISTICA 15 3 -2 -8000%
ASSISTENCIA TECNICA COM OFERTA & H 63 -9682%
2504 2478 QUALIDADE
2344 A W ASSISTENCIA TECNICA COM OFERTA SAC an w7 066 s2gsk
s B oy —— DEVOLUCAO DE MAQUINA 152 2 124 -8158%
DEVOLUGAO DE MAQUINA COM OFERTA 13 13 -10000%
QUALIDADE
DEVOLUGAO DE MAQUINA COM OFERTA SAC % 2 70 -7603%
ENCOMENDA 2 2 -10000%
GFERTA MARKETING 1 4 -10000%
il OFERTA QUALIDADE 1 4 -10000%
GFERTA SAC 7 4 23 -B51%%
TROCA 5248 921 321 -6245%
TROCA COM OFERTA QUALIDADE 18 -8 -10000%
20027 2022 227 202 T 20227 202 r TROCA COM OFERTA SAC 763 101 62 -s6En
Tjar 1 ju juino 3 agos 4 Tanrs ne couenenTe 2 1 Ao
fevere utubro. now e Total 25963 2401 21568 -83.05%

Figure 14 — Shipping Equipment Indicators

KPI's developed

X Total No. of Equipment Shipments with annual scheduling date (year N and year N-1)

1 TOTAL RECEPCOES =
2 DISTINCTCOUNT [{| "DE » MOVIMENTOS EQUIPAMENTOS (ENTRADA)'[OrdCliente_1] |)

X

Equipment shipments with scheduling by Customer segment
X Total Expeditions by End Logistics Operator (year N and year N-1) and percentage of the

total

X

Total number of monthly BO Expeditions (year N and year N-1)
X Total No. of Equipment Shipments by Classification (CRM) - year N and year N-1 and
percentage variation of total Shipments

X Annual Case Resolution Expeditions

All information by Segment and Retail Group
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Complaints Technical Quality

0.29% Total 1841 1768

TROCA DECISAO DELTA Q 5 012%

ASSISTENCIA
TECNICA
DESCRIGAO RESOLUGEO (grupes) faneiro fevereirs marco Total
@ REPARAGAO 1420 1336 355 3111
0/ [ DEVOLVIDASEM REPARAGAO | 8 127 20 236
c 0 [ TROCA DECISAO TECNICA 21 62 31 220
@ 53 ™ 44 146
Débito - stock loja | = a7 1
to S, 4 1 7
3 s
) _ 3
DESCRIGAO RESOLUGAO {grupos) TOTAL CASOS % I B B o
INTERVENCIONADOS o 50 e
REPARACAO 3111 7634% | L 25
. 2 s 6
DEVOLVIDA SEM REPARAGAQ 236 ;
TROCA DECISAO TECNICA | 220 ‘ e ?‘ ::
ABATE | 146 | . @ -
DEBITO | 144 e J
OUTRAS TROCAS | 108 @ (SEM INFORMAGAO) | 1 10 112
RECLAMACAO | 93 = TROCA DECISAO DELTAQ 1 1 30
(SEM INFORMAGAOQ) } 12 0 4075
\

Total 4075 100,00%

Figure 15 - Complaints Technical Quality

KPI's developed

MARCA EQUIPAMENTO

Tudo

Intership Report A

The calculation of the No. of quality complaint interventions considers the total number

of cases intervened by the technical team of the DO, with assumptions Subject

Description = “Repair Quality” and Resolution Description = “Confirmed”;

The calculation of the quality complaint rate considers the No. of quality complaint

interventions / Total No. of cases intervened by the DO technical team, with the

assumption Description Resolution = “Repaired”;

Note: The technical Complaint rate has, as a rule, to be below 2% to meet the objective

defined by the company

Detail of the No. of interventions by the DO team by type of intervention (Description of

Resolution) and description of the subject (explanation of the type of work performed by

the Repair Center technicians)
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Operational Lead Time-End Customer

Lead Time Operacdo (processos operacionais Cliente Final)

ASSISTENCIA
TECNICA
Anc ©2021 @2022 @
el o 1,57
. - -
' 0
Tiljaneio  Tilfeveeio  Tiimago  Ti2abn Ti2mao  Ti2juho  Ta3juho  Ti3agosto Ti3sctembro T4 outubro Ti4novembro Tr4ezembro
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st
0 110 1,14 119 113 1 109 102 104 104 108 115 115
0
Tri 1 janeiro Tri 1 fevereiro Tri 1 margo Tri 2 abri Tri 2 maio Tri 2 junho Tri 3 julho i3 agosts Tri 3 setembre  Trid outubro  Tri4 novembro  Tri 4 dezembro
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® sia3 537
- ;‘T LR
4 .. e s

Tri3agosts T3 setembro

27 129
Tridoutubro Tr ro i 4 dezembro
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" Titjaneiro i1 fevereiro

Ano ®2021 ®2022

4 409
2 SLA1 323

366 349 355

325

3,35

279 27
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Ano 2021 ©2022 ®
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Figure 16 - Operational Lead Time-End Customer

KPI's developed

X Average Collection Days - working days from the equipment collection schedule date to

the actual collection from the customer

1 DIAS DA RECOLHA A ENTRADA (1°PASSO) =

2

3 IF[('DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[SEGMENTO (grupos)] <> "CLIENTE FINAL",BLANK(),

4 IF('DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[LEAD TIME]=BLANK(),BLANK(),

5

6 IF('DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA RECOLHA] = BLANK (),BLANK(),

7 IF('DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA ENTRAD

8 IF('DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA ENTRADAI<'DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA RECOLHA],BLANK(),
B

18 IF('DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA RECOLHA]='DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA ENTRADA],
11,

12

CALCULATE(SUM('@ | DATA (AGENDAMENTOS)'[DIA (TIL]),DATESBETWEEN('® | DATA (AGENDAMENTOS)'[DATA],'DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA RECOLHA],'DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA ENTRADA]))

-1

-

Figure 16.1 - Average Collection Days

X Average days Entry in BO - working days from the collection of the equipment to the

entry of the same in the Backoffice

1 DIAS ENTRADA BO A FILA RC (22PASSO) =
2

3 IF('DB » AGENDAMENTOS ENTREGA (LEAD ENTO (grupos)] <> "CLIENTE FINAL",BLANK(),

4 IF('DB » AGENDAMENTOS ENTREGA (LEAD AD TIME]=BLANK(),BLANK(},

5

6 AGENDAMENTOS ENTREGA (LEAD DATA ENTRADA]=BLANK(),BLANK(),

7 AGENDAMENTO! REGA (LEAD DATA ENTRADA FILA RC]=BLANK(),BLANK(),

8 AGENDAMENTOS ENTREGA (LEAD [DATA ENTRADA FILA RC]<'DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA ENTRADA],BLANK(),

E

18 IF('DB » AGENDAMENTOS ENTREGA (LEAD TIME)'([DATA ENTRADA]='DE » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA ENTRADA FILA RC],

1 1,

12

13 CALCULATE(SUM('®@ | DATA (AGENDAMENTOS)'[DIA UTIL]),DATESBETWEEN('® | DATA (AGENDAMENTOS)'[DATA],’'DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA ENTRADA],'DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA ENTRADA

FILA RC]})-1)))))])

Figure 16.2 - Average Days Entry in BO

26



Lisbon School
of Economics

= i
@ e Intership Report

X Average days Technical Intervention - working days from entering the RC queue to the

end of the intervention

DIAS ENTRADA FILA RC AQ FECHO DA INTERVENCAD (32PASSO) =

' [SEGMENTO (grupos)] <> "CLIENTE FIMAL",BLANK(),
ME) " [LEAD TIME]=BLANK(),BLANK(),

IF('DB » AGENDAMENTOS ENTREGA
IF('DB » AGENDAMENTOS ENTREGA

®

LANK(), BLANK(),
BLANK(), BLANK(),
DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA ENTRADA FILA RCI,BLANK(},

('DB » AGENDAMENTOS ENTREGA
IF('DB » AGENDAMENTO! REGA
IF('DB » AGENDAMENTOS ENTREGA

)" [DATA ENTRADA FILA RC]
"[DATA FECHO REPAR:
'[DATA FECHO REPAR/

@

@

oo m o koW e

» AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA ENTRADA FILA RC]='DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA FECHO REPARACAD],

10 IF('DB
11 1,
12
13 CALCULATE(SUM('® | DATA {AGENDAMENTOS)'[DIA I]T[L:)JDATESEETI-EEI-I('E | DATA (AGENDAMENTOS)'[DATA],'DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA ENTRADA FILA RC],'DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA
FECHO REPARACED]))-1))))3))
Figure 16.3 - Average Days Technical Intervention
X Average Shipping days - working days from the arrival of the equipment at the shipping
warehouse to the collection by the Logistics Operator for delivery to the customer
(Awaiting Scheduling)

1 DIAS AGUARDA AGENDAMENTO ENTREGA (42PASS0) =

2

3 IF{('DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[SEGMENTO (grupos)] <> "CLIENTE FINAL",BLANK(),

4 IF('DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[LEAD TIME]=BLANK(),BLANK(),

5

6 AGENDAMENTOS ENTREGA (LEA ME) " [DATA AGUARDA AGENDAMENTO]=BLANK(),BLANK(),

7 AGENDAMENTOS ENTREGA (LEA

38 AGENDAMENTOS ENTREGA (LEA )" [DATA COMUNICACAO OL]<'DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA AGUARDA AGENDAMENTO],BLANK(),

9

18 IF('DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA AGUARDA AGENDAMENTO]='DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA [OHLILIC.—\[EE- oL],

1 1,

12

13 CALCULATE(SUM('® | DATA (AGENDAMENTOS)'[DIA U‘TIL:),D.—\TESEETK‘EEI-I['B | DATA (AGENDAMENTOS)'[DATA], DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA AGUARDA AGENDAMENTO],'DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA
COMUNICACRD OL1))-1)))))))

Figure 16.4 - Average Shipping Days

X Average delivery days by the Logistics Operator - working days from the collection of

the Logistics Operator to the date of delivery to the customer

DIAS ENTREGA EFECTIVA (52PASSOD) =

)" [SEGMENTO (grupos)] <> "CLIENTE FINAL",BLANK(),
[LEAD TIME]=BLANK(),BLANK(},

IF(("DB » AGEMDAMENTOS ENTREGA (LEAD
IF('DB » AGENDAMENTOS ENTREGA (LEAD

)" [DATA COMUNICACAO OLI=BLANK()
[DATA ENTREGA EFETIVA] = BLANK(),BLANK(),
[DATA ENTREGA EFETIVA] <'DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA COMUNICACAO OLI,BLANK(),

@

IF("DB » AGEMDAMENTOS ENTREGA (LEAD

1
2
3
4
5
6 IF('DB » AGENDAMENTOS ENTREGA (LEAD
7
8
9
@

IF('DB » AGENDAMENTOS ENTREGA (LEAD
1@ IF('DE » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA COMUNICACAO OL]='DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA ENTREGA EFETIVA],
11,

13 CALCULATE(SUM('® | DATA (MESTRE)'[DIA JTIL]},DATESEET‘.‘JEEFV{‘B | DATA (MESTRE)'[DATA],'DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA COMUNICACED OL],'DB » AGENDAMENTOS ENTREGA (LEAD TIME)'[DATA ENTREGA EFETIVA])
)-DDNY

Figure 16.5 - Average Delivery Days by The Logistics Operator

X All information by Theme (Repair Request), Resolution Description, Segment (End
Customer), Business Area (Delta Q)
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Backoffice queue

BackOffice
MSSISTENCIA

TEChCA

1764
1609

183
18

12

KPI's developed

X X X X X X

the current date, awaiting dispatch to the customer (filtered by segment)

Figure 17 — Backoffice Queue Indicators

Total No. of Equipment Receipts in Backoffice
Total No. of Shipments scheduled for delivery to the customer

No. of Equipment in BO per current warehouse

Intership Report A

TOTAL RECEPCOES @ TOTAL EXPEDICOES
-
i
1 = -
L. 34 @ e L = . . . Tw o
2 3 4 7 [ 3 o 4 5 5 7 18 z 2 2 u 3 2@

18
g . : -
—_—
fazic) 2DIAS 5DIAS 10 DIAS 11= DIAS

Comparison between Number of Receipts and Number of Shipments (monthly)

Total number of repaired active technical cases awaiting customer appointment

Lead time for dispatch — based on the time in calendar days from the entry into the BO to

o g =y

Figure 17.2 — Filter for Lead Time

1 TEMPD EM BO/RC = .
21 ¢ Sub-Estado de Reparagio
i ;DE » CASOS TECNICOS (ATIVOS)'[DATA ENTRADA] = TODAY (), |5 Aguardar ﬂgEhdar‘ﬂEntO, Aguardar E)(pEdlgéO, .
5 1F ( .

p o ¢ Filter type @

7 'DB » CASDS TECHICOS (ATIVOS) '[DATA ENTRADA] <> BLANK (), . . .

3 'DB » CASDS TECNICOS (ATIVOS)'[SEGMENTO (grupos)]l = "CLIENTE FINAL" Basic filtering

9 Y.

18 CALCULATE ( ) ) /C) Search

1 SUM ( '@ | DATA (MESTRE)'[DIA UTIL] ),

12 DATESBETHWEEN (

13 '@ | DATA (MESTRE)'[DATA], IE' Select all

14 ‘DB » CASOS TECMICOS (ATIVOS)'[DATA ENTRADA],

15 Tooay () Aguardar Agendamento
1 )] o
17 ) -1, Aguardar Expedigdo
18 F ( .

- i Em Anélise

20 ‘DB » CASOS TECMICOS (ATIVOS)'[DATA ENTRADA] <> BLANK (), D .

1 ‘DB » CASOS TECNICOS (ATIVOS)'[SEGMENTO (grupos)] = “INTERNO" Em Reparagdo

2 s ..

23 HOW () - 'DB » CASOS TECNICOS (ATIVOS)'[DATA ENTRADA].[Datel, D Em Transito

4 TF (

5 AND (

6 ‘DB » CASDS TECHICOS {ATIVOS) " [DATA ENTRADA] <> BLANK (),

27 ‘DB » CASOS TECNICOS (ATIVOS)'[SEGMENTO (grupos)] = "SPy"

] N

29 NOW () - 'DB » CASDS TECMICOS (ATIVOS)'[DATA ENTRADA].[Date],

30 IF (

3 \ND

32 ‘DB » CASOS TECNICOS (ATIVOS)'[DATA ENTRADA] <> BLANK (),

33 'DB » CASOS TECNICOS (ATIVOS)'[SEGMENTO (grupos)] = "WORTEN (SPV)"

34 )

35 NOW () - 'DB » CASOS TECNICOS (ATIVOS) "[DATA ENTRADA].[Date]

36 )

37 3

38

39 )

18

n

Figure 17.1 — Lead Time for Dispatch
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Equipment Reception

Rececdo Equipamentos Toto v Tuto = (0)
v OFER LOGTICO TOTAL RECEPGAES N-1 TOTALRECERGOESN %
206 e aim
CHRONOPOST-TRANSPORTES EXPRESSO INTERN, 5. A 1 oo
CIT ESPANHA 3¢ T e
' T BXPRESSO 1222 e sesw
DELTA-CAFES i 0 oeme
e e O.L. CLIENTES NACIONAIS 1
SR RIS (e S WORTEN (SPV) = Total 25770 4457 100,00%
@TOTAL RECEPGOES N-1 @ TOTAL RECEPGOES N ® TOTAL RECEPGOES @MEDIA RECEPCOES :

[T —

Figure 18 - Equipment Reception

KPI's developed

X Total No. of Equipment Receipts with annual entry date (year N and year N-1)

1 TOTAL RECEPCOES =
2 DISTINCTCOUNT |( 'DB » MOVIMENTOS EQUIPAMENTOS (ENTRADA)'[OrdCliente_1] |)

Equipment receipts with repair order by Customer segment
Total Receipts by End Logistics Operator (year N and year N-1) and total percentage
Total number of monthly BO Receipts (year N and year N-1)

X X X X

Total No. of Equipment Receipts per input warehouse

All information by Segment and Retail Group

Repair Center Queue

Repair Center
s

2060

s “““!IEIEEIEEEE“E

B
2 6 3 INTERNO 101 — - ! —
“mE tme oG
r

WORTEN (SPV)

MODELO @FACOTEC .. @FLEXY ® M55 @MAYOR Q @MILKGOOL @PERFECT .. @ POD OFF @PODSY @0OLIP $Q00L @QDO0L A.. $QCOL EV.. @QO0L M... @QUICK

CLIENTE FINAL e
35
26
0 20iAS 5 DIAS

Figure 19 - Repair Center Queue
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KPI's developed

®

Total No. of Equipment intervened for the day

®

Total Equipment in Repair Queue (Priority and on benches)

X Number of equipments operated per day aggregated by equipment model and name of the
respective technician

X No. of Equipment in Repair Queue by Segment (Internal, Worten SPV, SPV, End
Customer)

X Repair lead time — based on the time in working days from entering the RC queue to

closing the intervention (filtered by segment)

1 TEMPC EM BO/RC =
2 IF (

3 'DB » CASOS TECNICOS (ATIVOS)'[DATA ENTRADA] = TODAY (J, Sub-Estado de Reparagio
- i; ) is Em Reparagdo or Em fila de Reparagéo
AND ( Filter type ©
‘DB » CASOS TECNICOS (ATIVOS)'[DATA ENTRADA] <> BLANK (), P
N _ R L Basic filtering ~
‘DB » CASOS TECNICOS (ATIVOS)'[SEGMENTO (grupos)] = "CLIENTE FINAL® -
9 ), 2 Search
e CALCULATE ¢
1 SUM ( '@ | DATA (MESTRE)'[DIA UTIL] ), L (8lank) £l
12 DATESBETMEEN ( [0 Aguardar Agendamento 36
13 '8 | DATA (MESTRE)'[DATA], OO Em Anslise 7
14 *DB » CASOS TECWICOS (ATIVOS)'[DATA ENTRADA], .
15 ToDAY () [Z1 Em fila de Reparacic 6
16 ) O Em Transito 57
17 ’ O Expedido 7
18 IF (
13 A0 ( [0 Nso Conforme 3
20 'DB » CAS0S TECNICOS [ATIVOS)'[DATA ENTRADA] <> BLANK (), O
21 ‘DB » CASOS TECWICOS (ATIVOS)'[SEGMENTC (grupos}] = “INTERNO" [EEllE s CE R
22 Vs
=z A a
23 NOW () - "DB » CASOS TECNICOS (ATIVOS)'[DATA ENTRADA].[Datel, DATA SAIDA EXPEDICAO (]
24 IF ( is (Blank)
25 AND (
26 "DE » CASDS TECNICOS (ATIVOS)'[DATA ENTRADA] <> BLANK (), Razio do Estado
7 'DB » CASOS TECNICOS (ATIVOS)'[SEGMENTO (grupes)] = "SPV" is not Entrega Agendada
28 )
29 MOW () - 'DB » CASOS TECMICOS (ATIVOS)'[DATA ENTRADA].[Datel, Filter type @
E IF ( Basic filtering ~
31 AND (
32 'DB » CASOS TECNICOS (ATIVOS)'[DATA ENTRADA] <> BLANK (), A Search
33 'DB » CASDS TECNICOS (ATIVOS)'[SEGMENTO (grupos)] = "WORTEN (SPV)"
- W] Select all
5 NOW () - 'DE » CASOS TECNICOS (ATIVOS)'[DATA ENTRADA].[Date] [2] Em Reparacio 6
6 ) [ Entrega Agendada 0
7 )
38
39 )
4@ )
a

Figure 19.1 - Repair Lead Time Figure 19.2 - Filter for Lead Time

Final Consumer Report

The final consumer line is the general line of Grupo Nabeiro and is used by anyone who

wants information about the products or even the company.

In this line, the most common situations are the exposure of complaints or suggestions,
requests for sponsorships or charitable events and commercial information from suppliers

and customers.
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The “Final Consumer” Report analyzes the number of calls, reflecting its effectiveness
and analyzing the situations that are reported by customers through the typification of
each CRM case.

Inbound
Inbound - =
] 208 e . OTMA & TMH
] ] 65 90,00% = = R
96 44% 2
0,00% 100,00%
353 o
2021 setembro 2021 outub 2021 1 de b
@®Atendidas  Abandonadas @Callback @Efica @TME Abandonada @ TME Atendida
| \/\
Figure 20 — Inbound
KPI's developed

X Total number of calls received (year N)

X Total number of answered calls (year N)

X Efficiency of service - rate of answered calls in relation to the total number of calls
received

X Inbound Calls Detail - Monthly total Number of calls answered, received, callbacks
and monthly service effectiveness

X Average Answer Time (ATM) - Time the call lasts from the moment it is answered

until it is disconnected

> IN MEDIA ATENDIMENTO (TMA) =

VAR media s = CALCULATE(AVERAGE('CC INBOUND'[Talk Time (seg)]),'CC INBOUND'[QUTCOME CALL]="CHAMADA ATENDIDA")
var segundo = MOD(media_s,6@)/106

Var minuto = (media_s - MOD(media s,608))/60

RETURN

minutc + segundo

Figure 20.1 - Average Answer Time (ATM)
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X Average Hold Time (TMH) -Time during a call in which the assistant puts the

customer on hold so that they can consult information, type a case, etc.

>TN MEDTA HOLD (TMH) =

VAR media_s = CALCULATE(AVERAGE('CC INBOUND'[HoldTime (seg)]), 'CC INBOUND®[OUTCOME CALL]="CHAMADA ATENDIDA™)
var segundo = MOD(media_s,6@)/160

Var minuto = (media_s - MOD(media_s,5@))/6@

RETURN

minuto + segundo

Figure 20.2 - Average Hold Time (TMH)

X Answered Average Wait Time (TMEA) - Time the customer waits after the IVR has

expired until their call is answered by an assistant

> IN MEDIA ESPERA ABANDOMADA (TMEA) =

VAR media_s = CALCULATE(AVERAGE('CC INBOUND' [Queue Time (seg)]), CC INBOUND' [OUTCOME CALL]="CHAMADA NAD ATENDIDA™)
var segundo = MOD(media_s,60@)/180
Var minute = (media_s - MOD(media_s,6@))/6@
RETURN
minute + segundo

Figure 20.3 - Answered Average Wait Time (TMEA)

Average Abandon Waiting Time (TMEAB) - Time that the customer waits but the
call is not answered, that is, it reflects the time that the customer is willing to give up
before declining the contact

> IN MEDIA ESPERA ATENDIDA (TME) =

VAR media_s = CALCULATE(AVERAGE('CC INBOUND'[Queue Time (seg)]), 'CC INBOUND'[OUTCOME CALL]="CHAMADA ATENDIDA")
var segundo = MOD(media_s,60)/100

Var minuto = (media_s - MOD(media_s,6@))/6@

RETURN

minuto + segundo

Figure 20.4 - Average Abandon Waiting Time (TMEAB)

Cases

CONTACT
CENTER

2139

50

Sem Fundamento 100 1,00 1,00
1402 i
setambro novembro.

Figure 21 - Cases
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KPI's developed

®

Total number of cases created by topic typology (Commercial, Service, Complaint)

®

Origin of Cases — Electronic Mail, Facebook, Telephone, Web
X Lead Time (Days) — elapsed time in working days from the date of creation of the case to

its resolution

SLA1 = If('CC CAMPO MAIOR'[Criadoc Em]="CC CAMPO MAIOR'[Data Resolucdo],@,IF('CC CAMPO MAIOR'[Criado Em]>'CC CAMPO MAIOR' [Data Resolucio],BLANK(),
CALCULATE(SUM("AUX » DATA'[DIA UTIL]),DATESBETWEEN('AUX » DATA'[DATA], 'CC CAMPO MAIOR'[Criado Em],'CC CAMPO MAIOR'[Data Resolucdo]))))

X Detail Status Complaints — Confirmed (problem with CTT, Transport Damage, Rangel
Logistica, resolved with grounds), Open, Resolved without grounds, Other (wait for

Customer contact, Under analysis, Resolved online, Resolved by supervisor)

1402

Figure 22 - Detail of cases

X Detail of cases — Description (by subject and sub-topic) of the number of cases and

respective rate of importance in relation to the total number of cases

Quality Control Report

The creation of this Report, as requested by the Development and Quality
department of the Operations Department, had as its main objective to monitor both the
level of efficiency with which our technicians carry out interventions to the various
equipment that are returned due to some malfunction, as well as the quality of the

respective equipment itself, in order to prevent future breakdowns and anomalies.

With regard to Service Quality Control, indicators were developed focusing on 4

different objectives:

1. Recurrence rate after 30 days
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2. Average time between failures (1st and 2nd)

7

3. Recurrence Rate per Technician

4. Exchange Rate by Technical Decision

Recurrence rate after 30 days

Analyzing this rate, we were able to assess whether after a machine is repaired, that
same machine returns to the workshop within a period of less than 30 days, to detect

inconsistencies in the repair carried out by the technician.

@ Total Casos Intervencionados @ Total Reincidéncia Casos @ Taxa Reincidéncia Medelo WATRICULA  Nome Técnico
I . Quick 0ZQ  MARCO SANTOS MBA DE .
2 8 8 5 20000 17969 FILIPE COXIXO A .
A N-1: 17969 (-83.94%) : TS FILIPE COXIXO c \
15000 El TBANGYTS  FILIPE COXIXO b
2000 TEANGYTS  FILIPE COXIXO SENSOR DX
TBANGYTS  FILIPE COXIXO TERMOBLO
9 8¢ TEANGYTS  FILIPE COXIXO VEDANTE C
10000 TBANGYTS  FILIPE COXIXO VESTIGIOS
AN-1: 1508 (+83.51%) 20% K 2ZSEK2LATW  Carlos Basilie 2014 DE
ZZ5TY53058  Bruno Pereire
5000 8.40% o QuIck 22050Q7PAC  Bruno Pereire SWITCHDE QoL EV. s
0o Quick ZZOTLEPEZS  PAULO ALEXANDRE CORPO DO 37,25 T
1 e SOUSA SANTOS :
9 7 5 0/ - 0% QUICK ZZOTLEPEIS  PAULO ALEXAMDRE FUGA DE A
, 0 - 2021 2022 b SOUSA SANTOS M
< >
Figure 23 - Recurrence After 30 days
KP1's developed

X Total number of machines repaired which returned after 30 days of purchase (year N and
year N-1)
X Total number of machines returned after being repaired in the first 30 days
TOTAL REINCIDENCIA CASOS = [TOTAL CASOS INTERVENCIONADOS]

DISTINCTCOUNT(( ZANDL®3 » CASOS TECNICOS (INTERVENCOES)'[MATRICULA])

X Recurrence rate — percentage of machines in comparison to the total number of

interventions, which returned after being repaired in less than 30 days

Average time between failures (1st and 2nd)

Depending on these values, calculated in months, we were given information about the
time, on average, that a machine returns to the workshop after being repaired. In this
way, we were able to understand whether when the machine arrived at the workshop for

repair, a check up was carried out to detect future defects.
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DESCR\QAO SAP (GRUPOS) MATRICULA Tempe medio entre Avarias (meses) DESCR\C‘AO AVARIA A
‘QOOL EVOLUTION 01C3YGEIM1 1,00 VALVULA DE RETORNO DANIFICADA
MILK QOOL OTSFGERIYM 4,00 CIRCUITO INTERNO DO SELETOR DE BEBIDAS
Quick 080D4VIFCE 2,00
qQuick DACFPDK4X] 2,00 SWITCH DE BEBIDAS LONGAS DANIFICADO
QuIcK DACFPDK4X] 2,00 SWITCH DO CAFE EXPRESSO DANIFICADO
‘QOOL EVOLUTION OFYOPZ1LAV 700 FUGA DE AGUA PELO IMPULSIONADOR DE AC
MILK QOOL 0G49CGPAS2 2,00 CIRCUITO DE AGUA ENTURIDO
336 MILK QOOL 0G49CGPAS2 2,00 DISCO DE AR DANIFICADO
2,74 247 MILK QOOL 0G49CGPAS2 2,00 SELETOR DE BEBIDAS ENTUPIDO
Quick OLCXK43A28 500 ALAVANCA DANIFICADA
1.00 QOOL EVOLUTION ON4DBOBBIB 1,00
_ Quick 0QEWSVIQQE 1,00 SUPORTE DE CAPSULA DANIFICADO
Quick OTOBLZSKKZ 1,00 PLACA PRINCIPAL DANIFICADA
QOOL MANUAL quick qooL MILK QOOL aue y
EVOLUTION Total 222 N

Figure 24 - Average Time Between Failures

INTERVENCAO (MES) = DATEDIFF|('DE » REINCIDENCIAS'[DATA CRIACAQ],'DB » REINCIDENCIAS'[DATA INTERVENCAQ SEGUINTE],MONTH)

Recurrence Rate per Technician

This indicator tests the individual efficiency level of each technician, as it allows us to
see which technicians have not been properly repaired and hence the return of the
machine to the workshop. In this way it is possible to detect training and improvement

opportunities.

NOME TECNICO MATRICULA Avaria 1 A

217% Bruno Pereira E266101UVT MEMBRANA DA C/
INFUSAO DANIFICS

Bruno Pereira E266101UVT SWITCH DE BEBID? QOOL M. &
1.69% DANIFICADO P ;’;‘”:SOOL
Bruno Pereira E266I01UVT  SWITCH DO CAFE 211%
DANIFICADO
994%090% Bruno Pereira RIB3LIFYIS SWITCH DE BEBIDA
0525 0,85% 088% 0 goog .
Bruno Pereira RIB3LIFYIS SWITCH DO CAFE
0.51%.0,47% 0 4396 0,42% 0,42% 0,408 0, 39%0 . DANFICADG
Carios Mangas QWHO34P5Y)  PLACA PRINCIPAL
DANIFICADA QUICK.

\ 0 (\ - 0" ‘5 & o Carlos Mangas SIT591YWE SWITCH DE BEBIDA 23,59%
@% & F»” o 00‘%" a“g o ovi‘a \~=° \,:a% (5)% {(S\O ?S\\J‘“ %’5’ \o?- 0‘? %‘,\* w“ DANIFICADO QOOL EVOLUTION
WO \?‘\ 00 \C, i\\’ %oc‘ QZ@ e S <.)@ i & 0 0\0 O o Carios Mangas SITS91YWS SWITCH DO CAFE E 24,96%
o7 @ o O iR DamEIcann
7 g QO (}vu %@5‘ & Total
< >

Figure 25 - Recurrence Rate per Technician

KPI's developed

X Recurrence rate — percentage of machines of the total number of interventions, which

returned after being repaired in less than 30 days

Exchange rate per technical decision

When a machine comes to the workshop, it is up to the technician to analyze whether it
is possible to repair te equipment or not. If this is not possible, the technician may request
the replacement of the equipment. The exchange rate by technical decision allows to
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X

controll the number of exchanges per month/model so that it is possible to predict possible

defects in series of equipment and prevent stock outs.

Detalhe Casos Troca por decis Técnica

| ®Total Casos Intervencionados @ Total de Trocas por decis... ®Taxa de Troca Mogelo Yatricuis MNOME TECHICO ()
: a3 QUICK ZZYNER10ZQ MARCO SANTOS
20000 182 = = MILK Q0O
R T 00 18204 Quick ZZVSE26UV FILIPE COXIXO 00
QooL ZZTBANGYTS FILIPE COXIXO
g EVOLUTION Qoo..
15000 30% ' gooL ZZTBANGYTS FILIPE COXIXO Tk
EVOLUTION
] 4 6¢ qooL ZZTBANGYTS FILIPE COXIXO
10000 20%  EVOLUTION
i faan < QooL ZZTBANGYTS FILIPE COXIXO
AN-1: 1477 (+90.12%) e
" 1g%  QOOL ZZTBANGYTS FILIPE COXIXO
3L 9% evowumon
_— QoOL ZZTBANGYTS FILIPE COXIXO QUICK 72,83%
7 6 6 0/ 46 EVOLUTION
' 0 2021 T % quick ZZSBKZLATW Carlos Basilio v
Figure 26 - Exchange Rate per Technical Decision
KPI's developed

Total number of machines intervened (year N and year N-1)
Total number of machines that could not be repaired and, by decision of the technician,
were replaced

CASOS TECNICOS Troca por Decisdo Técnica =

CALCULATE(DISTINCTCOUNT( DB » CASOS CRIADOS'[Nimero do Caso]),

'DB » CASOS CRIADOS'[Cddigo Resolucdo] = "Troca por Decisdo Técnica"))
Exchange rate - percentage of machines that arrive and that, by decision of the technician,

are exchanged, without any type of repair

Regarding Product Quality Control, indicators were also developed focusing on 3

different objectives:

1. Average time until first failure
2. Average time until third failure (slaughter)
3. Rate of machines that returned in the 1st year

Average time to first failure

Indicator that helps to understand the time, after the purchase of the machine, until its first

failure by model, by component and by year of purchase.
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3903~

1-1: 38257 (+50.06%)

11.36

Qoo aue

MANUAL

Rate of machines returning in the 1st year

DESTRGED SAD (RIPD

35 MATRICULA

DESCRICAO AVARIA

MILKQ0OL
MILKQOOL
MILKQOOL
MK QoOL
MILK Qoo
MILKQOOL
MiLK QoL
MK QoOL
MILKQEOL
MILKQOOL
MILKQOOL
MILK Q0L
MiLKQOOL
MILKQOOL

MIKQOOL QOOL AL

ASTFQWTU

perere

AGUA DANIFICADE
AGUA DANIFICADA
AGUA DANITICAD
AGUA DANIFICADA
AGUA DANIFICADA

SUMENCEVY
cumrEan

o Quick

Qoo
EVOLUTION

ALAVANCA DO G
CMOOROHISW  ALAVANCA DO GRUPD
ALAVANCA DD GRUSO 0
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Figure 27 - Average Time to First Failure
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Indicator similar to the average time until the first breakdown, in the sense that it helps

us to understand what percentage of machines, after their purchase (warranty start date),

return in the first year of use, by model.
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Figure 28 - Rate of Machines Returning in The 1st Year

Average time until third failure

Given this information, we can understand how long the machine has to live, after the

second failure, until it is scrapped. The Directorate of Operations assumes the third

damage as assumed so that the machine is no longer used and goes to slaughter.
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Total de avarias até 3° avaria (meses)

SETOR TOTAL AVARIAS
<) CIRCUITO ELETRICO 112
[ CIRCUIMO DE AGUA 84
[z GRUPQ 81
[5] FUGAS DE AGUA 62
<] CAMARA DE INFUSAD 24
[=] EXTERIOR DA MAQUINA n
7] COMPONENTES 12
[ IMPULSIONADOR DE AGUA 12
[z] SELECTOR DE BEBIDAS 17
[=] ALAVANCA DO GRUPO 15
[E TERMOBLOCO 15
=] ELECTROVALVULAS 4

Total 473

Figure 29 - Average Time Until Third Failure
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Conclusion

Reflection on acquired skills

The curricular internship is one of the alternatives for the conclusion of the
master’s in data Analytics for Business, being simultaneously an opportunity to get in
touch with the business reality. Indeed, | was able to learn about the operational reality of
a company that is constantly growing and the challenges they face. The internship turns
out to be, in a way, a precious complement to the course, since, in addition to having
provided direct contact with the business world of a high-status company in Portugal such
as the Nabeiro Group, it allowed not only to apply, but also to also to constantly
consolidate and deepen the knowledge acquired during academic training.

Relating to the theoretical framework, the internship revealed the growing and
high importance that work with Big Data has for the development of companies. Working
with a high volume of data not only enables the provision of new services (Thomas H.
Davenport and Jill Dyché, 2013), but also improves decision-making through analysis
applications (PhD Stefan lovan, 2015) and obtains a complete knowledge of how the
company is operating.

It appears that these data increasingly need practical treatment and common sense
to transform them into relevant information (Davis, 1989). The careful analysis of data,
both internal and external to an organization, becomes increasingly necessary (Freitas &
Lesca, 1992).

With the help of the Microsoft Power Bl business intelligence tool, it was possible
to easily assimilate and relate all the extracted databases and create a predictive analysis
through the creation of reports and Dashboards (Dean Abbott, 2014). In this way, constant
critical analyzes can be made regarding the company's operational processes, especially
regarding the technical assistance sector, and significant improvements have been
observed in terms of meeting the defined deadlines and the intended annual objectives.

As for the internship experience, Grupo Nabeiro and in particular the department
leaders show a strong predisposition to share their knowledge and receive feedback and
opinions from their subordinates. There is collaboration and a lot of mutual help among
the different collaborators of the team, with a special contribution from a dynamic and
young spirit, which helped that the objectives, initially predefined, have been achieved

and implemented throughout this period. In this way, the internship provided the
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development of skills both at a professional and personal level, through observation of

the behavior of all employees involved in the Group and the interaction with them.

Limitations / Development Topics for the Future

With the completion of the internship and later the completion of the internship
report, some limitations emerged.

Regarding the completion of the internship, the difficulty in assimilating the
excessive amount of information about the operation and processes adopted by the
company in the first weeks was notorious. The technical assistance sector is a complex
field that is entirely linked to the Logistics and Warehouse and Contact Center sectors. In
this way, additional learning was necessary, especially outside the internship hours. A
second limitation is directed to the difficulty in understanding the support tools used by
the Group. Trainees lacking experience using these tools can lead to delays in carrying
out the intended tasks and failure to meet related deadlines.
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Attachment A — Department chart

DB » CRM » CASOS TECNICOS (ATIVOS)
DE » AGENDAMENTOS (LEAD TIME)
DATABASE » AUXILIARY DB » ORDENS CRIADAS
DATABASE_EXTRACTION = CRM

DATABASE_EXTRACTION » SAP \ MB51 » MOVIMENTOS
ZANDLO3 » CASOS TECNICOS (INTERVE...

DB » SAP IE03 » EXISTENCIAS (MATRICU...

Attachment B — Database Domestic channel

DATABASE_EXTRACTION » TECOPS \* ORDENS ABERTAS
DATABASE » AUXILIARY ORDENS CRIADAS
ORDENS REALIZADAS

Attachment C— Database Horeca channel
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