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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 Cafés. 

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. 
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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 Gestão. 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 BI 

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. 

 

 

 



                                                        Intership Report 

7 
 

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: Volume, 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 BI provides 

a way to obtain data through the Power Query Editor to find information, mainly through 

https://www.tandfonline.com/doi/full/10.1080/00987913.2019.1644891?casa_token=OPp_FroLueUAAAAA%3AJ5TF8Az2xpNvrtcB_chbnob7lXLKLNZh5l6s5lULt56-sFob7LDtemy3_lgcPF1d0zgmzyg696KI
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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 
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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 
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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, I 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 BI 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 KPIs, 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. 
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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 (.xlsx) 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: 
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01MRLX- Lisboa, 01MRSE- Setúbal; 01MRTV- Torres Vedras; 01MRSA-Santarém; 

01MRCO- Coimbra; 01MRLE- Leiria; 01MRPO- Porto; 01MRBR- Braga; 01MRVC- 

Viana do Castelo; 01MRAV- Aveiro 

o Zone (groups) 

Grouping of zones by technical coordination: 

01MRLX- Grande Lisboa, 01MRSE- Grande Lisboa; 01MRTV- Grande Lisboa; 

01MRSA- Centro; 01MRCO- 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 (IO): equipment installation interventions; 

Withdrawal orders (WO): equipment withdrawals; Offsite Repair (OR): corrective or 

preventive interventions carried out at departmental repair centers 

 

Created Orders 

 All repair requests created in Tecops, considering the creation date 

 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 

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

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

 Weight created orders that have and have given rise to technical intervention (year N and 

year N-1) 

 First Call Resolution (FCR) - Percentage of end-customer requests that were resolved in 

their first interaction/call with the assistant (year N) 

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

 Orders created that originated work orders by type of anomalies 

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

 Total claims requests and claim rate (evolution) 
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All information by zone/centre and division 

 

 

 

 

 

 

 

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 

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

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

 Average orders placed per visit – this average corresponds to the number of interventions 

requested by the customer in the same visit 

 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) 

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

requested (year N and year N-1) 

 Detail of customers with corrective repeat orders (top customers) 

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

technical assistance again on the same equipment 
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Figure 2 – Corrective Recurrence Rate 

All information by zone/centre and division 

 

Efficiency 

 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: 

 

 

 

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: 

 

 

 

 

 

 

 

 

Figure 4 – % Monthly Effectiveness Formula 
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KPI's Developed 

 Monthly effectiveness by SLA (year N and year N-1) 

 

Lead Time Response (Business hours) 

 

 

 

 

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. 

 

 

 

 

Figure 6 – Lead Time Formula (Horeca) 

 

KPI's Developed 

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

 Average monthly lead time per zone 

 

 

 

 

Open Orders 

 

 

 

 

 

 

 

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 

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

of extraction 

 

 

 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 

 Corrective open orders by status in working hours and the respective SLA (OT status) 

 Open orders by situation and responsibility (Director of Operations client) 

 Data of the oldest corrective order (creation date/time) 
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 Portfolio orders opened by technicians with detail: SLA, OT status, equipment range, 

type of work and if it is corrective 

 

 

 

 

 

 

 

 

 

Figure 7.1 – Open Orders Details 

 

Warehouse Parts Management 

 

 

 

 

 

 

 

 

 

 

Figure 8 –Warehouse Parts Management Indicators 

 

KPI's developed 

 Open orders await part 

 Open orders part available 

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

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

extracting the information. 
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Warehouse Equipment Management 

 

 

 

 

 

 

 

 
 

Figure 9 – Warehouse Equipment Management Indicators 

 

KPI's developed 

 Open orders await equipment 

 Open orders equipment available 

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

 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 

 

 

 

 

 

 

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 

 Number of orders made (year N and year N-1) 

 Number of visits to Customers 

 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 

 

 

 

 

 

 Nº FTE's – corresponds to the number of resources, in these cases, technicians that are 

available to provide services 

 Average orders placed per visit 

 Average Visit to Customers 

 Average orders per day – on average how many orders are closed per day 

 Technician Availability – Time a technician has had available to perform their job 

 Productivity - Total interventions/Number of FTE's 

 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 

 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 Outside SAP. 

 All orders associated with commercial departments that are not under the responsibility 

of the Operations Department were excluded. 

 All orders are associated with the business unit through the cost center associated with 

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

same for the Domestic channel. 

 

General Indicators Domestic TA 

 

 

 

 

 

 

 

Figure 11 – General Domestic TA Indicators 

 

 

KPI's developed 

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

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

 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 

 

 

 

Figure 12 – Lead Time Formula (Domestic) 
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Technical productivity 

 

 

 

 

 

 

 

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/Nº FTE's (number of resources, in this case technical) 

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

technician arrived and the intervention ended in minutes 

 

 

 

 

 

 

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

 Total interventions, in SAP, Outside SAP, Technical Availability, Average Time to 

Repair (per technician) 

 Case resolution - detail of interventions, by resolution description and equipment model 
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Shipping Equipment 

 

 

 

 

 

 

 

 

Figure 14 – Shipping Equipment Indicators 

 

KPI's developed 

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

 

 

 Equipment shipments with scheduling by Customer segment 

 Total Expeditions by End Logistics Operator (year N and year N-1) and percentage of the 

total 

 Total number of monthly BO Expeditions (year N and year N-1) 

 Total No. of Equipment Shipments by Classification (CRM) - year N and year N-1 and 

percentage variation of total Shipments 

 Annual Case Resolution Expeditions 

All information by Segment and Retail Group 
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 Complaints Technical Quality 

 

 

 

 

 

 

 

Figure 15 - Complaints Technical Quality 

 

KPI's developed 

 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 

 

 

 

 

 

 

 

 

Figure 16 - Operational Lead Time-End Customer 

 

KPI's developed 

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

the actual collection from the customer 

Figure 16.1 - Average Collection Days 

 

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

entry of the same in the Backoffice 

Figure 16.2 - Average Days Entry in BO 
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 Average days Technical Intervention - working days from entering the RC queue to the 

end of the intervention 

Figure 16.3 - Average Days Technical Intervention 

 

 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) 

Figure 16.4 - Average Shipping Days 

 

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

the Logistics Operator to the date of delivery to the customer 

Figure 16.5 - Average Delivery Days by The Logistics Operator 

 

 All information by Theme (Repair Request), Resolution Description, Segment (End 

Customer), Business Area (Delta Q) 
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Backoffice queue 

 

 

 

 

 

 

Figure 17 – Backoffice Queue Indicators 

KPI's developed 

 Total No. of Equipment Receipts in Backoffice 

 Total No. of Shipments scheduled for delivery to the customer 

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

 Total number of repaired active technical cases awaiting customer appointment 

 No. of Equipment in BO per current warehouse 

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

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

Figure 17.2 – Filter for Lead Time 

 

 

 

Figure 17.1 – Lead Time for Dispatch 
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Equipment Reception  

 

 

 

 

 

 

 

Figure 18 - Equipment Reception 

 

KPI's developed 

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

 Total No. of Equipment Receipts per input warehouse 

All information by Segment and Retail Group 

 

 Repair Center Queue 

 

 

 

 

 

 

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) 

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

respective technician 

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

Customer) 

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

closing the intervention (filtered by segment) 

 

       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 

 

 

 

 

 

 

 

Figure 20 – Inbound 

 

KPI's developed 

 Total number of calls received (year N) 

 Total number of answered calls (year N) 

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

received 

 Inbound Calls Detail - Monthly total Number of calls answered, received, callbacks 

and monthly service effectiveness 

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

until it is disconnected 

 

 

 

 

Figure 20.1 - Average Answer Time (ATM) 
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 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. 

 

 

Figure 20.2 - Average Hold Time (TMH) 

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

expired until their call is answered by an assistant 

 

 

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 

Figure 20.4 - Average Abandon Waiting Time (TMEAB) 

Cases 

 

 

 

 

 

 

 

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 

 Lead Time (Days) – elapsed time in working days from the date of creation of the case to 

its resolution  

 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) 
 

 

 

 

 

 

 

 

 

 

Figure 22 - Detail of cases 

 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) 

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. 

 

Figure 23 - Recurrence After 30 days 

 

KPI's developed 

 Total number of machines repaired which returned after 30 days of purchase (year N and 

year N-1) 

 Total number of machines returned after being repaired in the first 30 days 

 

 

 

 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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Figure 24 - Average Time Between Failures 

 

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. 

Figure 25 - Recurrence Rate per Technician 

 

KPI's developed 

 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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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. 

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 

 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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Figure 27 - Average Time to First Failure 

 

Rate of machines returning in the 1st year 

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. 

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. 

 

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, I 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 Iovan, 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 BI 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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Attachments 

 

Attachment A – Department chart 

 

 

 

 

 

 

 

Attachment B – Database Domestic channel 

 

 

 

 

 

 

Attachment C– Database Horeca channel 

 

 


