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Hi, we are Dan & Nina, a young couple, who have just bought a new 
home and are now approaching our next project "kitchen 

planning".

Keyword-​optimized Content on Pinterest / YouTube
When looking for kitchen inspiration and guidance we find not only 

content from kitchen retailers / manufacturers but also - again - 
posts referring to s﻿eamless kitchen designs with the Siemens 

studioLine. 

Nina meanwhile starts scrolling her kitchen-​related suggestions on 
Pinterest and Instagram in search for her dream kitchen.

To get some first inspiration on kitchen layouts and styles, Dan visits 
Google and start searching for "kitchen trends", "modern kitchen", 
"kitchen planning", etc. He visits several top ranked kitchen retailer 

websites looking for visual inspiration and planning tips.

Design Bundle Webpages
Although we were not really thinking about appliances yet, we are intrigued by the 

seamless design aspect and follow the referenced link to the Siemens Brand Website, 
landing on an overview page featuring various seamless design lines including some 
highlight appliances, namely a venting cooktop, french door bottom mount fridge, 

and an oven with a unique UI. There is also further info on highlight feature.

Accessory & Sparepart Finder
When cleaning our fridge one day a glas shelves slips out of Dan's hands and breaks. We access the fridge's 
product details via the app and access the section "Matching spare parts and accessories". Using the search 

function, descriptions and pictures provided, we easily finds the right sparepart and order it together with a couple 
of recommended clean and care products. Everything arrives within a week.

DIY Troubleshooting & Repair Content
After a long, carefree period, our refrigerator display shows an error message that simultaneously pops up on our 
app. We first google and find some troubleshooting content but we can't fix the issue. After a bit of back and forth 
our attention is caught by a "callback option". We opt for it and pick a time that suits us best for the service agent 

to call us. No hazzle, holding the line. What a relief.

Additional Services
During their visit, the technician not only fixes our problem but also introduces us again to the TotalCare service 

subscription which was offered to us for free when we bought our appliances and has been mentioned in 
newsletters since. As our free subscription ended a while ago, we sign on the spot to avoid extensive repair 

charges also in the future especially since our extended warranty has just run out.

Looking for KITCHEN inspiration and general guidance online (Social Media, Google) focusing on kitchen design / styles. Defining and designing kitchen layout with architect / kitchen retailer, incl. drafting appliance layout (golden triangle, etc.). Finalizing plans & price comparison, compromising mostly on appliances --> Detailed appliance research (online & offline). Negotiating final offer & purchase Managing delivery & installation incl. appliance onboarding Using the appliance with focus on basic features and clean&care in the beginning // focusing on inspiration and exploration of advanced features / skills later on Maintaining the appliance and troubleshooting 

Content on Partner Sites (Social & Website)
While our primary focus is on the furniture, we can't help but notice that several posts 

/ feature articles of kichen retailers and manufacturers include / mention seamless 
kitchen designs with the Siemens studioLine. Interested to learn more, we agree to 

receiving relevant marketing content and download the content.

Content Creator Marketing on Instagram / TikTok
Scrolling her feed Nina watches one of her favourite influencers 

preparing a delicious meal live in their beautiful kitchen while 
promoting - again - the Siemens studioLine. Now, we are definitely 

curious to learn more.

Website Popup for Lead Generation
While scanning the content, a pop up appears asking whether we are in the process of 
kitchen planning and would like to receive free planning guideance. We register with 

Nina's email-​address, giving consent to receiving relevant marketing content. 
Moments later, we receive an email with the appliance planning guide attached.

During our planning appointment, we spend most of our time on layout and 
furniture. Appliances are primarily discussed as general elements influencing the 

kitchen layout. Which appliances do we want in our kitchen? Do we want a cooktop 
with integrated ventilation system or do we want an external vent? Do we want a 

freestanding or integrated fridge? A coffee machine? A steamer, a microwaves? Etc, 
Etc.

Eye-​catching POS Material
As we explore the kitchen further, we notice little branded decor elements 

everywhere. A Siemens oven glove holding an info pamphlet with QR code to the 
website for further info, a feature of iconic design elements across several design 

lines, ..., and even a screen featuring a studioLine promotion video.

Towards the end of our discussion, once with have agreed on an overall kitchen layout and design, the retailer 
asks us whether we already have concrete ideas regarding our appliances - must have brands, features, ...? We 

raise a couple of requests: Pyrolyse, a steam oven, noFrost, a quiet dishwasher with cutlery basket, a microwave, a 
venting cooktop. They advocate for Siemens studioLine appliances as best value for money in regards to products 
and service, so for now we are going with that. We circle back to the kitchen display from earlier, select suitable 

appliances with the info material available there, and they finalize our offer. They note down our contact details for 
any follow-​up communication.

Take-​home Brochure for Easy Comparison
Towards the end of our discussion, once with have agreed on an overall kitchen layout and design, they ask us 
whether we already have concrete ideas regarding our appliances - must have brands, features, ...? We raise a 

couple of requests: Pyrolyse, a steam oven, noFrost, a quiet dishwasher with cutlery basket, a microwave, a venting 
cooktop. Also, we want our appliances to match each other like the Siemens studioLine. So, we start looking into 

Siemens appliances deepdiving into the differences between the various options and then appliance by appliance 
into the different value classes. The dealer uses a brochure from the display that they promise to let us take home 

later - we recognize the logic from the website - also QR-​linked in the brochure. We mix and match and end up 
with a bundle of six appliances. They note down our contact details for any follow-​up communication.

Especially the placement tips are really helpful. So - with that in mind - we continue 
our design and layout research online until we feel confident enough to take our 

ideas to a kitchen retailer. We search online for the best address considering personal 
experiences and reviews. Once we have decided on where to go first, we make an 

appointment. Since we arrive early to our appointment, we take the opportunity to 
look around the kitchens on display.

Targetted KIP Email Communication Post Opt-​In (continuing)
After downloading the content we receive ongoing emails with kitchen planning guidance, different appliances available, more planning and buying advice from Siemens incl. must have features anf feature trends in appliances. We are learn why 

Siemens is a reliable partner for our kitchen project, focusing not only on design and product highlights but also on services and warranty. We are also directed towards the website for further one brand kitchen content, as well as a dealer locator that 
shows us kitchen retail partners close to us and to a Siemens showroom. Definitely something to keep in mind.

Back home, we review the offer. To get a better feel for the value-​for-​money aspect, we visit two more kitchen 
retailers for comparing offers, ending up with our dream kitchen - unfortunately, above our budget. As we don't 

want to compromise on the selected kitchen furniture, we increase our budget but still want to review our 
appliance choices not to overspend too much.

Search Rank / eRetailer Share of Search Optimization
As the kitchen retailers recommended Miele, Siemens, and Samsung, we take our brochures as basis and focus 

our efforts on understanding the differences between those brands and their appliances. We start comparing with 
regards to the key features we are looking for (venting cook top, no frost, airfry, ...) on electronic retailer websites, 
online marketplaces, and test / comparison pages trying to determine the best fit for us. It seems that it is always 

the same brands holding the top ranks *among them Siemens* - that must mean something...!?

ONE Brand Kitchen Guide
We land on a design bundle overview page we recognize from earlier in our research introducing us to available 
appliance bundles. This time we select our preferred design line and are guided step by step towards our perfect 

product bundle. We are guided by a comprehensive good-​better-​best logic - that we also recognize from the 
pamphlet - making it easy to understand and decide. We opt for receiving our bundle info via email. As indicated 
on the website, we are qualified for a discount and extended warranty/service with participating retailers and in 

the Siemens online shop.

Showroom Communication and Visit
With our suggested bundle result we receive an invite to experience and get advice on the appliance we have 
selected in a Siemens showroom nearby. To convince ourselves of the look and feel we register via the online 

appointment tool. During the event we are guided through the showroom introducing us to the brand Siemens 
and its appliances. After the showroom visit we receive an email summarizing our selected appliances and offer, 

which has changed slightly from the one we configured online. As indicated again during the visit, we are qualified 
for a discount and extended warranty/service with participating retailers and in the Siemens online shop.

Although we are super excited about the Siemens experience, we also visit several electric retailers - just to be 
sure. However, we are not really convinced by the offer. To be honest, we might save some money compromising 

on our seamless design but at that point we are just not willing to compromise any longer.

Targeted Email / App Communication Post-​purchase (continuing) - Product Lifecycle Newsletter 
After registering, we continue to receive regular content on daily usage tips, info on additional (customer service) offers, etc. etc. There is always some useful info in there.

Activate Cashback / Warranty / Service
The technicians arrive, install / activate our new appliances and leave us with the included communication. We 
read "Activate your cashback and additional service perks by registering your appliances". So we follow the QR 

code, quickly register to mySiemens and then our appliances one by one. we quickly we fill in the necessary 
information, agree to receiving relevant usage information, and get a confirmation to receive our "TotalCare" 

subscription info and cashback soon after we have connected all our smart appliances to the app.

D2C Rate Payment Option
As we decide to buy from the website, we make use of the option to spread our expenses by paying in rates. We 

then proceed to checkout directly issueing the first rate.

DIY Installation & First Use Content
While we explore the app, we receive a welcome email with some onboarding information and a link to very 

helpful setup and getting started content on YouTube.

.

Brand Events
Looking for new inspiration on how to make the most of our appliances, we participate in a special Siemens pre-​
Christmas event, that has been promoted to us via email. During the event, we join a professional chef while they 

are preparing a 4-​course Christmas dinner. They take us with them on their preparation and cooking journey 
sharing background information on used settings, features, etc.

The years pass without major problems until eventually we start thinking about remodelling our kitchen. Over 
the years we have become excited and loyal Siemens advocates and so we jump straight to the Siemens website 

to check out new appliances and features knowing we'll end up buying Siemens again ...

Social Media Engagement
In search for fresh input we one day take the newsletter as an encouragement to connect to the Siemens 

Instagram, Youtube and TikTok pages to have direct access to the content we are looking for: inspiration, learning 
how to clean and care for our appliance, improve our cooking skills and general design/lifestyle content. There are 

several engaging fomats such as live cooking with co-​creators.
                                                                                     

Review Integration across Countries / Websites & Best-​in-​Test Promotion
However, the endless offer, contradictory information, ... is still totally overwhelming. So, we decide to take a closer 
look at the reviews. This is easily done on Amazon; on other websites many brands only have a couple of reviews 
and thus the reviews that do exist seem less trustworthy to us. However, for Siemens there are not only a lot of 

reviews on the most relevant pages but also some quality labels that we can relate to, among them a Design 
Award that was given to Siemens for several appliances of the Siemens studioLine. So, we follow to find out more.

We start using our new kitchen, familiarizing ourselves with the new appliances, and looking for guidance. The 
more time passes, we focus on optimizing our usage behaviour and improving our cooking skills, trying new 

things, and looking for new inspiration.

Customer Service Chatbot // Callback
After a long, carefree period, our refrigerator display shows an error message that simultaneously pops up on our 

app. We consult the service chat bot available on the website and the app and get some suggestions on how to 
solve the issues. After a bit of back and forth we are suggested to call Customer Service or use the callback option. 

We opt for callback and pick a time that suits us best for the service agent to call us. No hazzle, holding the line. 
What a relief.

 Flexible Appointment Scheduling
Thus, they offer us two options: to either make a technician service appointment during the call for us or for us to 
book the appointment ourselves via the direct order booking page. To avoid scheduling conflicts with work, we opt 

for making the appointment via Direct Order Booking.

Selecting appliances mostly based on retailer recommendation
 if no clear preference.

Furniture-​Appliance Compatibility Guide 
While re-​visiting the Siemens website, we tumble across a "Furniture Compatibility Guide" that helps us to 

understand why our selected appliances fit/don't fit with our furniture. Thankfully, we don't have to figure this out 
by ourselves but otherwise this would have been really helpful.

Siemens

3D Appliance Visualization Tool
With our suggested bundle result we receive an invite to view the suggested appliances in our new kitchen. As we 
won't be able to make it to the Siemens showroom any time soon, we choose the second option that allows us to 

experience our appliances as 3D VR animations. As we upload the sketch of our future kitchen, a 3D rendering 
including our new appliances is automatically generated. We can even open the appliances for a look inside. It 

really does feel like we are exploring them live.

Top Ranks in Product Comparison / Test Pages
However, the endless offer, contradictory information, ... is still totally overwhelming. So, we decide to take a closer 

look at some product comparison pages to figure out which appliances / brands are mostly recommended. We 
immediately see that Siemens ranks very well and is always among the top rated results.

Replacement Appliances - TradeIn
During their visit, the technician unfortunately is not able to fix the appliance (as the repair price is too high for a 
repair to make sense). They therefore offer us the same appliance with a solid discount for trading in our broken 

appliance. They also guarantee us to deliver and install the new appliance already the next day.

Product Consult via (Video) Call 
 Eventually, we re-​visit the Siemens website and after browsing for a while checking various appliances, we find an 

option to book a consultation via video call / phone. We book an appointment, really excited to have an expert 
explain to us how to find the best appliances for ourselves. During the phone call they ask several questions that 
aim at helping us to figure out the best design line and appliances for us. They then offer to send us the result via 

email which we agree to. As mentioned also during our call, we are qualified for a discount and extended 
warranty/service with participating retailers and in the Siemens online shop.

Excellence Initiative

Early in the journey focus on promoting design and lifestyle as well as general planning 
tips. Do not focus on appliance details yet but rather on characterisitic design features 
(e.g. flexdesign, venting cooktop) and the aesthetics of one brand appliance sets (e.g. 

built-​in combination of multiple appliances).

Ideas to optimize leads to website:
- Optimize pop-​up timing / text
- Rather use direct link in text

- Focus on full kitchen (one brand) communication
- Combine planning and design communication

Excellence Initiative

Adapt content to emphasize the advantages of one 
brand kitchen appliance sets regarding design and 

layout and refer to matching appliances. 

Prominently place the kitchen planning guidance on 
your landing page even before the pop-​up appears to 

increase visibility.

Refer to social media for further inspiration.

Excellence Initiative

Discounts might be the most effective way to encourage 
bundle sales. When consumers don't have a purchase 

intent yet, however, a unifom design language might be 
more suitable to convince consumers. Therefore, guide 
consumers through available design lines integrated in 

real living situation highlighting uniform design and 
operation logic across appliances. Reference highlight 

features in an engaging way in case consumers want to 
learn more.

Excellence Initiative

Define a unique POS material language that represents the brand core, 
elevating design and highlight features that attract attention and foster 

retention. Further support retention by offering engaging consumer-​
friendly (= clear benefit communication incl. customer service) info 

material (for consumers to take home as consumers wish for an option to 
review the information obtained later on).

Encourage them to connect to Social Media and sign up for follow-​up 
email communication.

Excellence Initiative

Focus on One Brand design / benefits and highlight 
features using clear benefit communication following 

a good-​better-​best logic. Also include pre-​selected 
product bundles in a real kitchen setup following a 
good-​better-​best logic to minimize selection effort.

Excellence Initiative

Adapt content to further encourage consumers to buy the full built-​in kitchen 
set from one brand.

Include further pre-​purchase KIP communication once potential consumers 
have visited the showroom / dealer.

Showroom: As trigger, collect opt-​in during appointment. Then, share chosen 
appliances and further reassurance / purchase-​triggering content.

Retailer: Partner with/(Incentivize?) retailer to include appliance brand 
content in the retailers' follow-​up communication after consumers have 

received offers. Share further reassurance / purchase-​triggering content.

Excellence Initiative

Create a specific kitchen planner guidance targetting 
full kitchen set sales. Adapt and expand guidance for 

all major local kitchen furniture manufacturers. 
Integrate this content not only on our website but also 

on the respective partner websites and on social 
media.

Excellence Initiative

Not only synchronize reviews across 
countries but also across websites to 

maximize number of reviews.

Excellence Initiative

Follow-​up on the call with an email summarizing the insights by providing 
concrete product recommendations.

Use the same guiding questions as used on the website for the bundle advice 
pages to maximize consistency of information across touchpoints.

Further focus on service / warranty benefits.

Excellence Initiative

Conduct not only remote but also live consultancy and events. 
https://www.siemens-​home.bsh-​group.com/uk/inspiration/experience/london-​

showroom

When booking the appointment on the website, include the chosen appliance 
bundle / wishlist in the appointment info for the showroom employee to be able 

to prepare a personalized consultancy.

Further link and prominently promote showrooms on the website for 
information purposes: Showroom View live https://confluence.bsh-​
group.com/display/SIEMENS/Showroom+Promotion+Master+Page

Aim to obtain contact permission during the appointment to send out summary 
and follow-​up communication after.

Excellence Inititiative

Maximize the benefit for users by allowing them to 
upload a rendering of their new kitchen and 
integrate the respective appliances into the 

rendering. Let consumers explore their kitchen as 
3D animation that allows to also explore appliances 

in on/off, open/shut mode.

Search-​oriented Youtube Content
However, the endless offer, contradictory information, ... is still totally overwhelming. We google for support and 
follow one of the top suggestions to Youtube content provided by Siemens. They explain how to select the right 

appliances depending on certain preferences / needs. It helps us to decide which features we definitely need and 
which ones we might de-​prioritize. We follow a link with the description "Plannign a kitchen - appliance selection 

made easy".

Excellence Initiative

Do not only promote appliance bundles via discounts. 
Rather guide the user towards their ideal set promoting 
seamless design and operation logic across appliances. 

Follow a scenario-​based good-​better-​best logic with 
flexible down-/upgrade options analogue to the take-​

home brochure.

Further focus on service / warranty benefits as well as 
brand experience.

Incentiviced Review Generation 
After a while we receive an email asking whether we are happy with our new appliances and would like to share 
our opinion to help other people decide on their new appliance. As we are even offered a second oven rack in 

exchange, we are happy to do so. 

Error Dashboard
After a long, carefree period, our refrigerator display shows an error message that simultaneously pops up on our 

app. We access app's error message dashboard trying to solve the problem but we can't. After a bit of back and 
forth our attention is caught by a "callback option". We opt for it and pick a time that suits us best for the service 

agent to call us. No hazzle, holding the line. What a relief.

Excellence Initiative

Early in the journey focus on promoting design and 
lifestyle as well as general planning tips. Do not focus on 
appliance details yet but rather on characterisitic design 

features (e.g. flexdesign, venting cooktop) and the 
aesthetics of one brand appliance sets (e.g. built-​in 

combination of multiple appliances).

Create desire to visit website / owned pages and 
synchronize content on both ends.

Excellence Initiative

Early in the journey focus on promoting design and 
lifestyle as well as general planning tips. Do not focus on 
appliance details yet but rather on characterisitic design 

features (e.g. flexdesign, venting cooktop) and the 
aesthetics of one brand appliance sets (e.g. built-​in 

combination of multiple appliances).

Create desire to engage with website / owned pages anf 
synchronize content on both ends.

One Brand Kitchen with Premium Placement
Among the first kitchens we encounter there is one that especially appeals to us. The 

modern, clean design of the furniture and the premium finishes look amazing. 
Already from afar we see the Siemens logo and taking a closer look we recognize the  

Siemens studioLine appliances from our previous research.

 Additional Bundle Perks (KRT)
Finally, we have come to a decision we feel truly comfortable with - especially the design and services for our 
studioLine appliances really convinced us. We review our final Siemens offer to find out whether our retailer is 
participating in the promoted campaign and are in luck. We take our final bundle to them and they finalize the 

offer. We not only qualify for the cashback campaign but also receive free delivery and installation and an option 
to extend the warranty for our appliances in combination with a free "Total Care" subscription.

D2C Delivery and Installation
As we bought directly from Siemens we immediately receive an email with the estimated delivery time and 

eventually an update that our appliances are on their way to us. We choose a delivery date and time that matches 
our schedule (and coincides with the kitchen furniture installation) and are positively surprised by the 

professionalism of the technicians as well as their service level.

Branded App Pairing
So we take a closer look at the Siemens app pairing instructions promising digital features, setup and usage advice, 
etc. etc. - we download the app and connect our appliances to utilize their full potential and obtain our cashback / 

service subscription.

Dealer Locator
Especially the placement tips are helpful. So - with that in mind - we continue our 

design and layout research online until we feel confident enough to take our ideas to 
a kitchen retailer. As we don't have any prior experience with kitchen dealers, we 
simply go with the dealer locator tool featured in one of the Siemens emails and 

choose one of the listed partner dealers close to us.

Post-​Registration Welcome Communication
Once we have completed our purchase we receive a thank you email, informing us of the next steps. While we wait for our appliances and once they arrive we receive useful tips on how to get started.

 Additional Bundle Perks (D2C)
Finally, we have come to a decision we feel truly comfortable with - especially the design and services really 

convinced us even though we finally decided against the studioLine appliances. We review our final Siemens offer 
and add to basket directly on the Siemens website. We not only qualify for the cashback campaign but also receive 

free delivery and installation and an option to extend the warranty for our appliances in combination with a free 
"Total Care" subscription.

Targeted Email / App Communication Post-​purchase (continuing) - Content Calendar / Event-​based Communication
After registering, we regularly receive updates on ongoing campaigns, events, etc. The content is always referring to current events - always interesting. We sign up for events, check out content, and buy smaller stuff regularly directly from the newsletter inon the website/app.

 POS with good-​better-​best logic in kitchen / Superiority Claims (focus Bosch, selected countries)
As we want to get an impression of the look and feel of the different appliances we visit several electric retailers. 

Strolling through the displays, we see a prominent Siemens display for ovens. The display includes several 
products displayed highlighting main specs and features in a comprehensive good-​better-​best logic that we 
recognize from the kitchen bundles. As we take a closer look we recognize info material on available built-​in 

models and bundle cashback offers we also recognize from the retailers' website.

Always On Content and Campaigns on Social Media / ATL
 Even before we started planning our kitchen, we have come across Siemens home appliances in our social media channels and other ads. Still, we always enjoy the content. There seems to be something sparking our interest, making us proud of (potentially) owning Siemens appliances.

Retailer Offer Email Follow-​up
After our visit to the kitchen studio, we receive an email summarizing our offer, highlighting again the key benefits of the ONE brand kitchen set from Siemens. Further there is a "Still not sure" part that offers us various options to verify if we chose the right brand / appliances. Another follow-​up later on reminds us of the special conditions we would receive for buying all our appliances from Siemens.

Maintenance Dashboard and Data Driven Maintenance
As we use our appliances we regularly receive maintenance and replenishment push notifications from the app. 

We follow them strictly to maximize our appliances' lifespan. Taking care of our appliances has never been easier 
especially combined with the useful newsletter content.

Remote Diagnostics

Our subsequent call is handled by a very friendly and competent agent who analyses the problem using a remote 
connection to our refrigerator to diagnose potential failure causes. They identify the issue yet are not able to solve 

it remotely.

Branded App Features
As we use our appliances we are excited over and over again by existing and new app features. They allow us not 

only to update our appliances and unlock new features / recipes, but offer a lot of personalization and comfort 
features. We wouldn't want to miss out any more it just makes our life so much easier and allows us to optimize 

our usage behaviour.

Adapt

Apply

Explore

Adapt

Apply

Adapt

Apply

Explore
Apply

Adapt

Adapt

Excellence Initiative

At least one premium ONE brand kitchen 
might directly catch consumers' 

attention. Make them want to interact 
more closely with the appliances keeping 

them hooked: Apply the "Stop. Hold. 
Close." approach when optimizing your 

POS concept.

Adapt

Explore

Adapt

Excellence Initiative

Acquire top search rankings and link the various 
category videos on content- and description-​level to 
foster design systems thinking (one brand kitchen 

benefits). Further link to the bundle advice pages on 
the website.

Also focus on service / warranty benefits.

Adapt

Adapt

Adapt

Adapt

Adapt
Apply

Adapt

Explore

Explore

Excellence Initiative

Integrate engaging (live) communication that 
encourages engagement (on Social Media) and 

promotes the full kitchen concept in a tangible way 
applying a good-​better-​best logic.

Further focus on service / warranty benefits as well 
as brand experience.

Adapt

Apply

Excellence Initiative

Use added service incentives as opportunity for cross-​selling (once free service 
option has expired) and as incentive for product registration / connection.

Further explore alternatives to discounts in the area of additional services and 
brand experience to bind consumers to our brands in the long-​term. 

Apply

Adapt

Adapt

Excellence Initiative

Use added service incentives as opportunity for cross-​selling (once free service 
option has expired) and incentive for product registration / connection.

Further explore alternatives to discounts in the area of additional services and 
brand experience to bind consumers to our brands in the long-​term.

Apply

Excellence Initiative

Ask for product registration AND appliance pairing with the app in order to be 
able to claim incentives.

Explore if appliances can be registered/connected effortlessly all-​in-​one, e.g. by 
scanning ONE QR code to improve experience and minimize churn.

Communicate the benefits of registration / pairing for the connected kitchen, not 
only single appliances.

Adapt

Excellence Initiative

Ask for product registration AND appliance pairing with the app in order to be 
able to claim incentives.

Explore if appliances can be registered/connected effortlessly all-​in-​one, e.g. by 
scanning ONE QR code to improve experience and minimize churn.

Communicate the benefits of registration / pairing for the connected kitchen, not 
only single appliances.

Explore

Excellence Initiative

Explore engaging ways to explore and interact with the product, creating a true 
onboarding journey that focuses on brand experience of the entire kitchen eco-​

system. Promote "show-​off" product features and aspects to reinforce consumers' 
pride.

Integrate all appliance-​relevant info and support in the app as one single point of 
truth.

Directly link to further support options.

Apply

Apply

Apply

Excellence Initiative

Provide repeated opportunities and incentives throughout the journey to easily 
review appliances, incl. an option to review the appliance bundle altogether.

Explore

Excellence Initiative

Feature Social Media activities / channels more prominently also in our CRM 
funnel / app / website to drive more traffic to our pages and utilize full 

engagement potential.

Explor engaging formats targetting kitchen consumers incl. contents on 
inspiration, learning how to clean and care for our appliance, improve our 

cooking skills and general design/lifestyle content, e.g. live cooking with co-​
creators.

Adapt

Excellence Initiative

Prominently promote events in the regular CRM communication as well as on 
social media.

Partner with cooking schools, food bloggers, etc. to identify the best event 
formats for loyal consumers, e.g. https://www.siemens-​home.bsh-​

group.com/uk/inspiration/experience/london-​showroom

AdaptAdapt

Adapt

Excellence Initiative

Integrate all appliance-​relevant content in the app and use a callback / service 
contact popup when consumers have been engaging with the self help content 

for a certain amount of time.

Excellence Initiative

Integrate all appliance-​relevant content in the app and use a callback / service 
contact when consumers have been engaging with the chatbot for a certain 

amount of time. At the same time, prominently display the option to "contact a 
human service agent" at any time.

Further improve and personalize the chat bot, leveraging most recent AI 
accomplishments, e.g. analysis of multimodal input (text, pictures, ...).

Apply Adapt

Adapt

Excellence Initiative

Offer a TradeIn Discout and a replacement service for same / similar appliance 
within 48h to retain consumers and create positive service experience.

Apply

Excellence Initiative

Offer a harmonized PLJ communication approach for kitchen planners who have 
bought a whole kitchen set that is taylored to the entire kitchen ecosystem and 
e.g. includes info on appliance interaction and optimized simultaneous usage.

Explore

Explore

Excellence Initiative

Adapt content / campaigns to KIP journey to promote 
brand awareness and reputation as well as significant ONE 
brand kitchen appliance benefits. Foster engagement and 

brand loyalty along the entire journey by making our 
brands an integral part of the culinary journey with 

engaging content formats taylored to the consumers 
journey phase.

Adapt

Apply

Adapt

3rd Party Delivery and Installation
We immediately receive an info on the estimated delivery time and eventually an update via Email that our 

appliances are on their way to us. We align on a delivery date and time that matches our schedule (and coincides 
with the kitchen furniture installation).

Excellence Initiative

Further include an in-​person appliance onboarding to guide consumers in their 
first usage.

Register appliances and connect to the app together with consumers to reduce 
entry barriers.

Excellence Initiative

Shape a truly end-​to-​end service experience: Each contact with any service agent 
(chat, phone, technician visit, etc.) is recorded and consolidated into an issue 
dossier - each service contact building on the findings of the previous ones. 

Further utilize remote diagnostics to make sure that service agents / technicians 
are able to fix the respective issue with one call/visit.

Learnings are fed back into the trainings protocals for service center agents and 
technicians. 

Adapt

https://confluence.bsh-group.com/display/SIEMENS/Post+Opt-In+Email+Communication
https://wiki.bsh-sdd.com/x/kbgJxQ
https://wiki.bsh-sdd.com/x/JSxOxQ
https://wiki.bsh-sdd.com/x/-ytOxQ
https://wiki.bsh-sdd.com/x/-ytOxQ
https://www.siemens-home.bsh-group.com/uk/inspiration/experience/london-showroom
https://www.siemens-home.bsh-group.com/uk/inspiration/experience/london-showroom
https://confluence.bsh-group.com/display/SIEMENS/Showroom+Promotion+Master+Page
https://confluence.bsh-group.com/display/SIEMENS/Showroom+Promotion+Master+Page
https://www.siemens-home.bsh-group.com/uk/inspiration/experience/london-showroom
https://www.siemens-home.bsh-group.com/uk/inspiration/experience/london-showroom

