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The r=d words can be assochated w th Teknetand the green words can be
Inked w th a shelered workphce peschutte wetkphats h hetNederhnds,
arelerprotégé en Francais).

Bringng these two differentworls together s whatthi progct® allabout :
Reverse Logstis w ih a socihltouch.



-
Soccer Unli ‘
e Chann()810

Repetitive | @

And do you know whatbrings us together : Peopk-P bnetProfic



Est 1967

Biggest
Belgian

PICyCIC




ﬁ 8
telenet 2]

tel t
telenet S

1996 2002 2008 2010

Celebrating our 15th anniversary







2 2 M|Il|on customers




V/ans Technicians

Regional

Telenet Centers
Belcompany

TeknetSuppl Chan :
*ATlpmoducts com g fiom supplers ande atthe Teknetcental
warchouse. hclidig the network equim entther are aboutl 800
Tem g, focussig onl on the pmoducts forthe end custom ertare about
125 differentiem num bers.
*M ostofthe volim es go t© the subconttactors, where Teknethas 700
external technicians for the installation at the customer’s home.
*Th addibn t© the subcontractors there & a Iin ied num berofTeknet
technitiins who gettheirm ateralfiom the regbnalwarshouse.
*Forcustom ers who optorself-nstalhton there are about600 deakrs
and 50 TeknetCenters.
*Teknetalo has 50 Bekom pany shops
*And hstbutnotkasta hom e delvery process wher the custom ercan
choose the phce and tin e sbtand which has an onlhe G oogk m aps
tackihg system .

So i oalTeknethas aboutl 500 contactpoints and hventory ponts to

suppozrttheircustom er.



Due to the Teknetbushess m odelwe gethgh volim es 1 retum.

Tekneti m ostly selling a service and nota product, this m eans thator
ntemetequpm entlke a m odem orfora rentalsettop box the custom ergets
unln fed warnanty. See ako the exam pk above, ffyourrem ote controlofyour
rentalsettop box & no bngerworkng, you geta new one fiom Teknet.

And when you wantto upgmde t© a new sewte, you gve yourod m ateral
back to Teknetand you getfrom Teknetthe new HW needed forthatsewte.
Thim eans there & a m x ofworkihg and broken equim entcom nhg back,
whih Teknethas to m anage i the suppl chan.
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Inflow

Infrastructure

\Volumes

tested & ISO ’
- 9001 /8w msiR Peoplé

hiastucture

In srhvested 11 a new buidihg whith was opened 1 June 2009. Thanks to
this new buiding there are now dediated arras fordediated tasks. Looking
atourmverse centeryou can com pare twih a producton Ine and £ ako
setup lke that.

Pmwcedures & Peopk

Contmary to whatm any peopk thihk aboutshelerrd workphces ,workig w ih
diablkd peopk has m any advantages.They are extrem el dedicated © thexr
tasks m aknhg them the perfectem pbyees forsin pk repetiive tasks. They
ako do exactly whatyou tellthem to do,nom o no kss. Thi forced us ©
keep every process step sin pk and to m ake orevery operatonalhanding
detaiked procedures w ith a btofpictures. The process fow s and procedures
are so pwfessbnalthey m eeteven the SO 9001 r=quiem ents.

Contract & SLA’s

Like w th any otherkey vendorofTeknet, Teknethas a sgned contractw th
In sirand defined SLA’s. The key SLA’s for In sirare the tum arund tin e
unpack, countand sortthe nfbw , the volim es tested and ckaned, theirstock
accuracy and there shouldn’t be any complaints.

Coachig & Trahig

It's the great achievement of In srmanagement to fulfil the SLA’s without
putthg pressure on the peopk.They are ako coachihg and trathinhg the
peopk and sekctthe rghtperson forthe rghttask.
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Qualiy M anagem ent

As Prekctoni equipm entthe qualty ofthe products depends a bton the
testprocess, Teknetnvesta bt testequim ents.The m anitenance and
supportorthese testsystem s & underconttolofTeknetengheerng.

And on allthe outputofIn srwe do quality checks based on an AQ L process:
Pcussihg on technobgy, cosm etics, Bbeling & packaghg .

Thanks to ourqualty m anagem entwe can say thatproducts com g outofour
reverse process can’t be differentiated from the new ones.
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Comm uniatons :

Because good com m uniaton I the key ofevery successfulrehtbnship
Teknethas setup a share pontwhih we use forallthe com m uniaton about
pmcesses butalko opemtibonalbg books, ©Iow -up ofcom pEnts, rrportig
and even to monitor the SLA’s.

Onmonthl bask there & a bushess revew m eetihg to discuss the resuls,
the orecast, possbEe I provem ents and the new propcts.
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P
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Center

Thmwugh com bihing the sttengths ofthe two com panks, we phtl succeeded
1 establshing a state ofthe artreverse centeratthe In srfacilty.



From chaos to efficiency: IMSIR Process floys
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1. Glean Central
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Significant
Capex
Avoidance

Results

Of 201 1 ’ Work for 600 Tons

40 people waste
@ Imsir avoidance

¢
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The resuls ofth® progctare f©or2011 :

Profit : thanks to the re-usage ofm ateraland avoiding buynhg
new one, there & a sgnifctantcapex avodance

Peopk :ths propcthas created pbs or40 enthusistic peopk
atin st

P EBnet: thanks to the r=-usage ofm aterial, 600 Tons ofwaste &
avoded



Investing in the future

New Training Quality
test tools Room Center
Testing
more
complex
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Thank you for your attention.




