


1)
-
Ll -
O ¢
ok
Y >
o




Newsletter
Signup

60O MmO
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Become a certified Service Partner
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News & Press

Service Partner Portal

CUSTOMER CARE

My BZEN Account
Support

Shipping & Payment
Warranty & Guarantee

Return
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Service Partner Portal

VISIT US IN OUR
BRAND SHOP

BZEN e-bike shop
Leopoldstraat 55
2000 Antwerp

@ o
Service

Partner portal

CONTACT

Write us

Access to:

 Orders (customers & demo
bikes)

e Technical information about
BZEN bikes and components

 Marketing material
* Training materials and videos
» Contact form for service cases



MY BZEN ACCOUNT & SERVICE PARTNER PORTAL
REGISTRATION

Go to “Service Partner Portal” Existing partner - forgot password
Enter login details: - Go to “Service Partner Portal”

Use your existing login (email or VAT number ) and .

password - Click on Forgotten Password

- Enter email address

- You will receive an email from BZEN with a
request to reset your password (see next slide)

New partner — set up password

- As a new partner, you will receive an email
from BZEN with a request to set up a password
(see next slide)



MY BZEN ACCOUNT & PARTNER PORTAL
PASSWORD RESET / ACCOUNT CREATION

Existing partner - password forgotten New partner — password creation

B Suppert Bzenbikes ® € Antworten &, Allen antworten > Weiterleiten - Van: WOrdpreSS <Supp0rt@bzenbikes.com>
An: O Janosch Nellen Mo, 2023-10-30 14:] Datum: 18 oktober 2023 om 11:19:41 CEST
Aan: I

Onderwerp: [BZEN Bikes] Login Details
Antwoord aan: WordPress <support@bzenbikes.com>

@ Username: BEO745493401

To set your password, visit the following address:

Anfrage zum Zuriicksetzen des Passworts

https://www.bzenbikes.com/wp-login.php?action=rp&key=0TkdM5zeDH3JECm6ULgp&login=BE0745493401

Someone requested that the password be reset for the following account

Usemame: janosch nellen@bzenbikes com https://www.bzenbikes.com/wp-login.php

If this was a mistake, just ignore this email and nothing will happen

To reset your password, visit the following address:

e, s cosase “As login/ username the VAT number applies but
Thanks for reading GISO mentioned E-mqll qddress

BZEN Bikes —

® Check SPAM folder if email is not there in your

email inbox



Link: Service Partners Portal - BZEN Bikes

Service partner

portal

LB

i= Orders
f3E video manuals
&% Bike manuals

jf" Repair tips

m Components manuals

@ Marketing package

[B BzEN Training process = Overview and explanation of the existing processes (= current presentation)

G Contact form

= BZEN user manual

SERVICE PARTNER PORTAL

OVERVIEW

= Direct link to ' My BZEN Account 'to see all orders & account details

= Videos with step-by-step instructions for repairing BZEN bikes

= Written step-by-step instructions for repairing BZEN bikes
= Manuals for specific BZEN components (including Bafang with error code definition and gates)

= Photos and logos for dealer websites and other marketing activities

(E shop) (bookatestride) DE NL FR &

i= oOrders
Ef video manuals
&% Bike manuals
ég Repair tips
[IJ components manuals
©) Marketing package
[2) BzEN Training process

(J contact form

= IMPORTANT : Contact form to make service requestsin the event of problems (for your own demo bikes or
customer bikes, see also page 20)


https://www.bzenbikes.com/sp-portal/?v=d3dcf429c679

ORDERS ( MY BZEN ACCOUNT )

Order #0923298 was placed on 18 September 2023 and is currently Completed (e-shop).

Order details

ADVANTAGE

Overview of all orders placed via the account (customers
& demo bikes) :

Overview of customer contact details & details of ordered R

bicycles =
Overview of order status R
“On-Hold" = payment pending (if bank transfer)

“Processing” = payment received and order being

processed

Billing address Shipping address

“Completed " = bike shipped

[ ] Fahrradcafé GmbH
_ Florian Schubert
- Asternstr.
] 2
] 30167 Hannover
= I
Order Date Status Total Actiol
Dashboard
17 January 2024 Processing (e-shop) _ @
20 December 2023 Processing (e-shop) _ View
20 December 2023 Processing (e-shop) ] View
Addresses 24 September 2023 Completed (e-shop) | View
24 September 2023 Completed (e-shop) _ View
.
ACCOU nt Detalls 24 September 2023 Completed (e-shop) _ View
24 September 2023 Completed (e-shop) ] View
LOQOUt 24 September 2023 Completed (e-shop) ] View
24 September 2023 Completed (e-shop) _ View
23 September 2023 Completed (e-shop) ] View 7



ACCOUNT DETAILS ( MY BZEN ACCOUNT

By accessing ' Orders / My BZEN Account ' it is also possible to adjust the login details
The following parameters can be adjusted under 'Account Details"

First name Last Name

Display hame

Email address for login

Password for login (applies to Service Partner Portal and 'My BZEN Account’)

Dashboard First name * Last name *

Janosch Nellen

Orders

Display name *

Janosch Nellen

Addresses
This will be how your name will be dispiayed in the account section and in reviews
Email address *
janosch.nellen@bzenbikes.com
Logout

Password change

Current password (leave blank to leave unchanged)

New password (leave blank to leave unchanged)

Confirm new password




SERVICE REQUEST

If feedback from BZEN is required regarding a

service case, the partner can submit a request

using the contact form : Service Partner Portal -

BZEN Bikes

The type of request/problem can be described
using the contact form.

Important : The frame number (BIN) of the

affected bicycle and the customer name (if
applicable) are necessary for quick
processing.

A service ticket number is also created

Contact

What does your message concern?

Technical issue

{¥¥ Technical issue

Electronic

[ ] Battery doesn't charge
] Bike does not turn on
] Motor doesn't function
[ Lights do not work

[ ] LcD Display error code

L] other

BIN number

(® service Partner data

@ You may find the BIN number starting with CBS,
ZG, BZ or BA on your invoice.

janosch.nellen@bzenbikes.com

janosch.nellen@bzenbikes.com

Phone number

&o Client data

Name

Surname

[y agree with the and the



https://www.bzenbikes.com/de/sp-portal/?v=d3dcf429c679
https://www.bzenbikes.com/de/sp-portal/?v=d3dcf429c679

BZEN
PROCESS

TEST DRIVE &

SALES




INQUIRY

+ Personrequestsa
test drive via the
BZEN website or
directly from the

-_%?

service partner
(SP)

. * Business days.

MEETING

SP will contact the
person within 24
hours*and
suggest a date

and/ortime

TEST DRIVE

TEST DRIVE & SALES

O¢O

SALE

If person in the store, SP If a person wants to buy a

secures the test drive BZEN bike, there are two

(personalinformation,

options:

disclaimer)
Flyers/brochures are SPordersfor

provided as informatio Customersinthe BZEN

material webshan
SP does not charge the e Insertscustomer
customer any costs. information

e Choose bank transfer as

2. Customerorders
himselfin the BZEN
webshop with shop

payment option
Customer receives
payment details via

email

delivery address.

COMMISSION

« BZENreportsonce per
month all sales that
were registered as SP
sales

SP will issue BZEN an
invoice for the service
fee if the 30-day return
policy is not used

* Service fee =12% of the

net price of the bike.

-_%?

Billing address

BZEN SRL

Croix Henrard 22

4140 Sprimont

Belgium

VAT number : BEO683796748

9

RETURN

If the customer exercises his
right to return, no fee will be
charged

Once the bike has been
delivered and returnedto SP,
SP will refresh the bike for a
new sale

If the bike is not sold after 3
months, it will be returned to
BZEN.



TEST DRIVE — BOOKING PROCESS ONLINE (1/2)

The customer finds the partner location on the BZEN website
and clicks on ' book your test drive ' for the partner of his or her
choice

The customer enters his contact details
g and sends the form to the partner (“Send”)

Probefahrt anfragen

@ Persdnliche Daten

Book a test ride [verarme- |

Nachname * ‘

If you wish to test ride our bikes, they are available through BZEN Ambassador's and bike shops. Select a location below to see what bikes are available for testing in your area. Once you have chosen an ambassador,
you will be contacted within 48 hours to fix a date for your test ride

Your location Search radius = Bemerkungen
tails ng
9 9 4
Q9
9 Ich bin mit der und den .
9 e
Senden
Ambassador: Janosch Ecocycl Fietsbarak
nnnnnnnnnnnnnnn
zzzzzzzzzzzzzzz
e ; A NOTICE

If the person has not yet booked a test drive through
the website, have them fill out the form in store =
Advantage = better tracking of test drives + disclaimer

for your business. We will send a special QR code for

this purpose to ease registrationsin theshop.



TEST DRIVE — BOOKING PROCESS ONLINE (2/2)

9 The service partner receives an automatically generated email with the contact details of the customer who would like a
test drive and contacts the customer to arrange an appointment.

Test ride request from BZEN bikes (TE23092301) @ .
<B Support Bzenbikes © <y Antworten 4 Allen antworten  — Weiterleiten
® An: ] Sa, 2023-09-23 11:58

Dear Partner,

You just received a request for a test ride (see below for details).

Remarks: Hallo,
| am interested in your model "Vienna". Do you have it available at Monza, for a test ride?

Please contact the customer to schedule an appointment.

Best regards,
BZEN Team

= Antworten ~+ Weiterleiten



PURCHASE — ORDER FOR CUSTOMER IN STORE (1/3)

o The service partner selects the BZEN model for the customer in the desired configuration in the
online shop on the BZEN website & clicks on 'add to cart'

FRAME COLOR

SIZE

Universal: 48cm | Biker: 155-175cm

DRIVETRAIN

Cates Carbon Belt Drive Shimano alivio 9-gears + chain

BATTERY @

TAh/252Wh 10Ah/360Wh |+

ACCESSORIES

R

GRAND TOTAL

€3,321.00




PURCHASE — ORDERING FOR CUSTOMERS IN STORE (2/3)

(2

The service partner clicks through to
the 'checkout page'and..

1. Specifies the customer details
under ' Billing Details .

2. Selects payment method (ideally
'Bank Transfer (IBAN)') as the
payment method for the customer

3. Select' Send delivery to another
address ' and specify his store as
the delivery address

B Lieferung an eine andere Adresse senden?

Vornarne * Nachnarme *

3) Firmenname (optional)

Land/ Region *

| Deutschland -

Strale *

‘ Wohnung, Suite, Zimmer usw. (optional ‘

Postleitzahl *

Ort f Stadt *

Bundesland / Landkreis (optional)

Wahle eine Option... -

Anmerkungen zur Bestellung (optional)

Anmerkungen zu deiner Bestellung, zB. besondere Hinweise fir die

Stammkunden?
Rechnungsdetails ] )

varname *

Deine Bestellung

Produkt Zwischensumme

‘ €3,321.00

Firmenname (optional

EU VAT Number (gptional)

‘ Zwischensumme €3,321.00
e Versand ree shipping
Belgien - ‘ Gesamtsumme €3,321.00
‘ } Hast du einen Gutschein?
Post! r ® Bank transfer (IBAN)
Other: PayPal, Credit Card, Bancontact, Sofort
‘ Leas rwq-J;uwzad (DE) 2 )
Gre/ stadt - Leasing: mein-dienstrad.de (DE)
‘ Leasing: KAMEO (BE
y
A NOTICE :_
-—
-
All orders placed via the Service Partner
account can be viewed in the Service Partner
portal under “ Orders” (see page 8)
15

aa

uf dieser Website zu



PURCHASE — ORDERING FOR CUSTOMERS IN STORE (3/3)

3

The customer receives an order confirmation by email. When payment via ‘Bank
Transfer', the customer receives the necessary payment details in this mail as well
(account number, order number, etc.) and makes the payment.

After payment has been received, the customer receives another confirmation by
email and the bicycle is sent to the service partner.

Produkt Anzahl  Preis

Amsterdam

+  select vour color;
super mal asy.

Danke fur deine Bestellung R P

. 1 €3,160.00
+ drivetrain:
shimang alivie.9-gears + chain

hatieny:
10AR/360Wh. 50% extra range by

Hallo higges hafien (+€195.00)
Danke fur deine Bestellung. Wir warten mit der Verarbeitung, bis wir bestatigen Zwischensumme: £3.160.00
kbnnen, dass die Zahlung eingegangen ist. Inzwischen hier eine Erinnerung
daran, was du bestellt hast: Rabatt: -£195.00
Make your pavment dicectiy oo our hank accaunt Lieferung: Free
BZEN SPRL
Bank: BNP Bank
Zahlungsmethode:
IBAN: BEG1 0013 2466 9424 (SEPA)
BIC: GEBABEBB
Gesamt: €2,065.00
Blease use yaur arsler id. a3 the pavment famacs (nkd. ETW}
Yo arder will be omduced a3 sean.as the lunds havs.cleacsd in gur.accouat Rechnungsadresse ieferadresse
Unsere Bankverbindung i
IName SumIam. ame SYmam.
. |Street n® treet n®
BZEN SPRL: iF'hone number ‘hone number
email@.com
+ Bank: BNP i

« IBAN: BES1 0018 2466 9424 Wi logk. fonvand to. Gulblling. wouk axdax seen-

* EBIC: GEBABEEB

(Bestellnummer #BZen-1084) (29 April 2021)

4

When the bike is ready for shipping, the
service partner and the customer will
receive an email with shipping
confirmation and a tracking link to track
the shipment.

As soon as the bicycle arrives at the
service partner, the service partner

informs the customer that it can be
picked up.



LEASNG — ORDERING & PROCESS (only in Germany)

Ordering : If customer wants to do leasing ( JobRad

or MeinDienstrad ), simply choose
‘Leasing: JobRad”
‘Leasing: MeinDienstrad.de”

as payment method.

BZEN creates the offer for the customer within 48

hours via the relevant leasing portal and does all

administrative processes.
As a service partner, the process then proceeds like
a 'normal' order and you receive the commission as

usual.

BZEN also coversthe full leasing costs

Handing over the bike : Here too, the process for the

service partner is the same as for a normal order
and the bike only needs to be assembled and

explained.

How is the handover confirmed ?

JobRad: by the customer himself in the
personal JobRad portal with the code that the
customer received from JobRad via email.

My company bike : by the customer himself,
who to this end will be personally contacted by

MeinDienstrad via email.



SERVICE FEE
INVOICING

1

If the customer's 30-day right of return has
expired, the service partner will be informed
for whom and in what amount he can
invoice BZEN for the service fee (see
template on the right).

BZEN will pay this invoice based on the
contractually defined payment terms.

What information must be included?

+ Type of service = service fee

* Customer = first name and last name

* Frame number = BIN (can be found on
customer invoice)

SERVICE FEE INVOICE

Partmer
MAME SHOF
STREET ME.
ZIF | CITY
Deutschland

NIF/VAT. DExcaonsies,
E-Mail: shop@beizpie.com

Payment method: Bank Transfer
PEyment e e
Account (IBAN JBIC) ©

Invgice n®. : KREO0U0H
Date Jp0oogos.

BZEN

BZEN SRL

Croix Henrard 22
4140 Sprimant

NIF/WAT: BE 0683 796 748
E-M1ail -
supporti@Etbzenbikes. com

reverse charge invoice

Description aTy Type Price excl. VAT (in
EUR)

Customer Name [BIN): 1 Service 278,50 €
Max Mustermann (CDS20552000) fee

Customer Name [BIN): 1 Service 334,20€
Maxime Musterfrau (CD520541000) fee,

net 612,70 EUR

VAT in % 0%

VAT amount 0,00 EUR

Tobepaid | 612,70 EUR




PROCESS

SERVICE &

MAINTENANCE




ﬂ alam's
®
=
=

INQUIRY MEETING

e The customer * SPwill contact the

contacts SP person within 24

directly to have hours*and

their bike suggest a date
serviced. and/ortime
« Or BZEN forwards * SP proposesan

the customer appointment

request to SP within a
maximum of 10
days from the
date of the

\>

customer's

request

* Business days .

SERVICE & MAINTENANCE

3o

SERVICE

2 situations possible:

Warranty repair

“Standardservices | /

without guarantee
Here SP invoices the
customer directly for the
price agreed with the
customer (BZEN does not

intervene).

ANALYSIS

SP will submit an
estimate to

support@bzenbikes.com

for prior approval for any
warranty repair over EUR
140 net.

is invoiced based on the
agreed service works
price list (€70 net/h).
The SP purchasesthe
necessary spare parts
from the market, with the
exception of BZEN OEM
parts.

\>

REPAIR

The SP maintainsand
repairsthe bike in
accordance with the
online video tutorials
and possible advice from
BZEN technical service
via

support@bzenbikes.com

If it is necessary to return
the bicycle to BZEN, the
SP will properly pack the
bicycle in an original
BZEN bicycle box free of
charge and inform BZEN

for collection.

9

INVOICE

The SP issues an invoice
every month for the labor
costs and any spare partsin
accordance with the cost
estimate and the BZEN

service works price list

Billing address
BZen SRL

Croix Henrard 22
4140 Sprimont
Belgium

BTW : BEO683796748

20


mailto:support@bzenbikes.com
mailto:support@bzenbikes.com

INVOICING FOR SERVICES UNDER WARRANTY

GARANTIEREPARATUR
RECHNUNG
What information must be included?
. . . Partner BZEN
- Type of invoice = warra Nty repair NAME SHOP e BZEM SRL
— £ PLZ: | Stadt: oo Croix Henrard 22
- Customer = first name & last name Deutschiand 4140 Sprimont
_ = i i MIP VAT DE:ouonoaoo: Belgien
Frame number = BIN (can be found on customer invoice) MPVAT: DEoosanx AT BE 0683 755 748
E-Mzail : support@bzenbikes.com

- Type of service based on BZEN service works list : e F——

. service Code, Kontonurmmer (IBAN S BIC) . o

« description,

* remar |’<, Code | Beschreibung Servicedienstleistung Vermerk Wert AW Preis

*  number of WU (work units), pgtin

. EUR
price Kunde Mame (BIN): Max Mustermann (CD520544381)
) o — Garantiereparatur
To do this, use the BZEN SERVICe WORKS CALCULATOR or the official BO10 | Probefahrt nach Reparatur BASIC 1,00 100| €700
BZEN SERVICE WORKS PRICE LIST. You can find them here: Service F100 | Entldften des Bremssystems ary Loo| 250| €17,50
Partners Portal - BZEN Bikes) HO10 | Uberpritfung der Funktionstiichtigkeit des i 1,00 1,00 £7,00
' Lenksystems
HO&80 | Austausch der Gabel ! 1,00( 10,00 | €£70,00

Please see next slide for invoicing options.

Mettobetrag 101,50 EUR
Muwst.-5atz 0%
Muwst. 0,00 EUR
Rechnungsbetrag 101,50 EUR

Steuerschuldnerschaft des Leisrungsempfdngemf


https://www.bzenbikes.com/sp-portal/?v=d3dcf429c679
https://www.bzenbikes.com/sp-portal/?v=d3dcf429c679

INVOICING OPTIONS FOR SERVICES UNDER WARRANTY

There are various options through which the invoice can be created with the above-mentioned information to BZEN and
these depend on the respective capabilities of the accounting system used by your business.

OPTION A OPTION B
INTRODUCING THE BZEN SERVICE WORLS LIST USE PRE-BUILT INVOICE TEMPLATE
INTOYOUROWN ACCOUNTING TOOL » Use the service works calculator overview or
* Entering the codes, work descriptions, the service works price list to copy/paste all
information and associated costs into your information (codes, work description,
own accounting system to create invoices information and associated costs, see
directly through your own system previous slide) into a prefabricated invoice

template (see also previous slide)
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PICK UP POINT

IT a customer has not tested the bike at the service partner but still wants a bike delivered to a
bike shop/service partner, the following applies:

The partner unpacksthe BZEN bike and prepares the BZEN bike for the customer (the partner is
informed by BZEN about the shipment)

The partnerinformsthe customer as soon as the BZEN bike is ready for pickup,

The partner welcomes the customer and gives him instructions on how to use the BZEN bike, which also
includes information about the battery charge status, etc.

The partner adjusts the bike to perfectly fit the customer's needs (saddle, handlebars, etc)),

The partner invoices BZEN €70 excluding VAT for each BZEN bike handed over to a customer and for
whom no service fee is invoiced. This invoice will be issued after the 30-day right of return granted by
BZEN to the customer has expired. Payment is only due for BZEN Bikes sales that were not influenced by
the service partner and for which the service partner was not entitled to a service fee.

2%



CONTACT

Janosch NELLEN

Customer Experience Manager

N\ +32 472 084 609

Janosch.nellen@bzenbikes.com

‘ @ 1 www.bzenbikes.com

'a facebook.com/BZENDbikes/

instagram.com/bzen_bikes/



mailto:janosch.nellen@bzenbikes.com
http://www.bzenbikes.com/
https://www.facebook.com/BZENbikes/
https://www.instagram.com/bzen_bikes/
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