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It is Tuesday afternoon and Ni-

cole has just left work. While 

rushing to her car she thinks of 

what to serve for dinner tonight. 

With a million things on her 

Family Helper app.

At home Nicole puts the grocer-

ies in place while helping Amy 

to a glass of water. Nicole feels 

drained of energy, but Charlie 

promptly wants to know where 

unicorns live. And now she has to 

cook dinner..

The app suggests different kids-

friendly meals for her, which are 

simple and quick to cook. She 

picks spaghetti Bolognese and 

the app creates a grocery list for 

her. 

The Family Helper already knows 

that she has purchased grocer-

ies for the spaghetti Bolognese 

recipe; and suggest to start cook-

ing that meal. Nicole is guided 

by simple steps, which help her 

relax a bit.

The app asks her if she would like 

to double the batch, as the meal 

is well suited for freezing/ more 

days. Nice, then I have tomorrow 

covered as well, she thinks. 

The grocery list is updated and 

Nicole heads to pick up Charlie 

and Amy.

Nicole quickly chops the onions, 

garlic and carrots in the big 

bowl. The display shows next 

step: simmer for 6 minutes. This 

means that she is free to set the 

table while the machines cooks 

for her. 

In the supermarket Nicole checks 

her grocery list on her phone regu-

larly – all ingredients are grouped 

so it is easy for her to pick up the 

goods while keeping track of the 

children.

6 minutes later Nicole hears 

the beep from the kitchen. The 

sound indicates that the machine 

is done and needs her attention 

for the next step. 

Buy

Use

Awareness

PreppingCookingPreparing

Planning

Serving

Cleaning

Food Storing
Storing

We craft people-centered 
product & experience design 

that makes your business and 
products relevant for today 

and tomorrow

INDUSTRIAL DESIGN

UX/SERVICE DESIGN

DIGITAL DESIGN

GRAPHIC BRANDING
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DYBE BRUGER-
INDSIGTER ER 
GRUNDLAGET 
FOR VORES 
DESIGN

Deep insights into 
needs and behaviour
is the foundation for 
everything we do.





Ease of use Appealing

Meaningful 
BenefitTHE 3 KEY

ELEMENTS OF A 
WINNING
CONNECTED  
EXPERIENCE





HOUNÖ – a proud 
manufacturer of 
combi ovens
We are known for creating 
innovative oven solutions.

We strive to constantly meet 
customer needs and 
drive future growth.

Let’s bring people to the table...



An award-winning solution 
Let’s Cook Cloud Solution on YouTube

USA, 
February

2017

UK,
June
2017

Germany,
September

2017

Australia, 
September

2017

Italy,
October,

2017

Germany, 
November 

2018

Let’s bring people to the table...

https://youtu.be/t5wSfVinCfg


HOUNÖ – known for providing 
the world’s best cooking 
and baking experience

Let’s bring people to the table...



Capabilities 
In order to implement the strategy, HOUNÖ 
must have certain unique characteristics, 
abilities and competencies as an organi-
zation. We call them capabilities and they 
must be present across all layers of the 
company - from the individual employee’s 
skills, knowledge and behavior to the 
organization’s structure, processes and 
systems. 

As an experience provider, HOUNÖ must 
have the following capabilities: The great 
customer experience, the HOUNÖ Team 
and Online universe. 

As an innovator, HOUNÖ must have the 
following capabilities: Innovation Network, 
Digitalization and Internet of Things as well 
as Product Architecture.

THE GREAT CUSTOMER 
EXPERIENCE

ONLINE 
UNIVERSE

PRODUCT 
ARCHITECTURE

THE HOUNÖ 
TEAM

INNOVATION 
NETWORK

DIGITALIZATION 
& IoT

Let’s bring people to the table...



Innovation Network 

Let’s bring people to the table...



If you cannot be the 
world champion, find the 
person who is and start 

collaborating! 
No one is looking for 
mediocre solutions.

We embrace the principles 
of collaborative innovation
Closed Innovation Principles Open Innovation Principles 
• The smart people in the field work for us.

• To profit from R&D, we must discover it, develop it,  
and ship it ourselves.

• If we discover it ourselves, we will get it to the market 
first.

• The company that gets an innovation to the market 
first will win.

• If we create the most and the best ideas in the   
industry, we will win.

• We should control our intellectual property (IP),    
so that our competitors don’t profit from our ideas.

• Not all the smart people work for us, so owe must find 
and tap into the knowledge and expertise of bright  
individuals outside our company.

• External R&D can create significant value; internal 
R&D is needed to claim some portion of that value.

• We don’t have to originate the research to profit  
from it.

• Building a better business model is better than   
getting to the market first.

• If we make the best use of internal and external ideas, 
we will win.

• We should profit from others’ use of our IP, and we 
should buy others’ IP, whenever it advances our   
business model.

Let’s bring people to the table...Let’s bring people to the table...



How we organize ourselves

Outside 
in

Inside 
out

How we 
do it

• Place a team 
in Berlin or  
Silicon Valley

• Put a fast running team in 
place with seconded   
resources from core

• Run experiments with  
customers

• Build digital capabilities in 
core, being able to scale

• Our CTO or CIO 
will transform 
us

Let’s bring people to the table...Let’s bring people to the table...



Let’s bring people to the table...Let’s bring people to the table...

Blodgett
US

Chains 
Supermarkets 

Schools 
Institutions 

Product 
development

Dieta
Finland 

Institutions 

DIS
R&D powerhouse

+250 cross-disipline
engineers

Prevas
Android

Open source 
IoT
SW
HW

FriJado
UK retail

Supermarkets

Leventi
Benelux

Bake 
Supermarkets

Service 
Marketing 

Product 
development

design-people
World-known for their research part

Partner: Let’s Cook, Middleby Connect, Customer
Journey, Industrial and UX/UI design capabilities

Innovation 
Circle

Technical University of Denmark
World-class for Product Family Master Planning 

(PFMP) 
Product architectures linked to market, 

R&D, and supply chain
Innovation

Sveba Dahlen 
International 

bake

HOUNÖ
International 

Horeca 
Supermarkets 

Institutions 
Product 

development

MADE Digital 
Digital member 
and contributor 

Küppersbusch 
Germany

MEA
Institutions 

Project sales 
(one-stop-shop)

Deep connections HKI 
Marketing 

Product development

Members

Partners



THE CHALLENGE
To create a holistic cloud solution that could provide real value 

to multiple users of different professions, work flows and -needs 
and thus make Hounö stay ahead of competition.



FROM STAKEHOLDER 
WORKSHOP TO QUICK 
PROTOTYPE FEEDBACK 
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Head of 
operations

Application 
chef

Direct use

Cooking

Planning

Purchase
Service

Indirect use

Kitchen
designer

Bake-off 
baker

Barista

Michelin 
star chef

Operational 
chef

Service 
technicianInstallation 

technician

Cleaner

Customer
service

representative

Butcher

Marine 
chef

Lunchroom

Supermarket 
butcher

User
profiles

Kitchen 
assistant

Artisan 
baker

Chef & 
owner of 

restaurant
Development 

chef

Sales
representatives

Petrol 
station 

employee

HOUNÖ/OEM 
partners

Chief 
category 
buyerConsultant 

specifier

User profiles mapping - in relation to HOUNÖ cloud



13
www.design-people.dk

Inspiration & knowledge
Integrated training                 

& guidance

The HOUNÖ oven provides direct 
access to training- & guidance 

videos. In this way the user can
easily single-handed get to know the 

oven and get on-oven training &
assistance on demand.  

Real time training

 HOUNÖ provides real time
training (through facetime, skype, 
ovens interface, etc.). In this way 

HOUNÖ representatives and
Planners can facilitate online

lectures. In this way new employees 
can get in-house training.   

Learning oven

The HOUNÖ oven will be able to 
use reference data, based on the us-
er’s current use pattern, and suggest 
the user to generate/use automatic 

cooking programs accordingly.

Personalized cooking

The user will be able to save / up-
load recipes to a personalized cook-

ing cloud. The user can then e.g. 
upload recipes learned in cooking 

classes / training sessions. 

Personalized interface

The HOUNÖ oven interface is 
adapted to the users cooking needs. 
In this way the user can only oper-

ate the functions that are relevant to 
him / her. 

Let the user do quick fixes

If the HOUNÖ oven detects minor 
problems that the user would easily 
be able to fix the oven notifies and 

guides him / her. 

Backup of programs

 The HOUNÖ oven backup recipes 
and personal programs / setups 
in the Cloud. In this way these 

programs and settings can be eas-
ily transferred from one oven to 

another.

Software notifications

The HOUNÖ oven notifies the user 
(e.g. via pop-ups) when the software 
is updated and how this influences 

his / her cooking. 

HACCP log integration

The HOUNÖ oven automatically 
logs the HACCP and stores the in-

formation in the Cloud.

Training First time 
use Daily use Special use Service

Bake-off 
baker

14
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Inspiration & knowledge
 

Integrated training                 
& guidance

The HOUNÖ oven provides direct 
access to training- & guidance 

videos. In this way the user can
easily single-handed get to know the 

oven and get on-oven training &
assistance on demand.  

Real time training

 HOUNÖ provides real time
training (through facetime, skype, 
ovens interface, etc.). In this way 

HOUNÖ representatives and
Planners can facilitate online

lectures. In this way new employees 
can get in-house training.   

Learning oven

The HOUNÖ oven will be able to 
use reference data, based on the us-
er’s current use pattern, and suggest 
the user to generate/use automatic 

cooking programs accordingly.

Remote control 

By the use of e.g. a smartphone, the 
user will be able to remotely access 
and control the HOUNÖ oven. The 

user can then monitor / get notifica-
tions about e.g. the temperature dur-
ing longtime baking without having 

to stand by oven. 

Software notifications

The HOUNÖ oven notifies the user 
(e.g. via pop-ups) when the software 
is updated and how this influences 

his / her cooking. 

HACCP log integration

The HOUNÖ oven automatically 
logs the HACCP and stores the in-

formation in the Cloud.

Personalized cooking

The user will be able to save / up-
load recipes to a personalized cook-

ing cloud. The user can then e.g. 
upload recipes learned in cooking 

classes / training sessions.  

Oven cam

An online live feed in the oven 
provides the user with visual infor-
mation on e.g. his / her smartphone 

about the cooking progress.

Personalized interface

The HOUNÖ oven interface is 
adapted to the users cooking needs. 
In this way the user can only oper-

ate the functions that are relevant to 
him / her. 

Training First time 
use Daily use Special use

Chef & owner 
of restaurant

Artisan baker 
& owner
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Inspiration & knowledge

Training First time 
use Daily useInspiration & 

knowledge

Development 
chef

Review

Central distribution of       
programs/changes

The user will be able to create cook-
ing programs remote via a PC / tab-
let and then upload them to selected 

HOUNÖ ovens. The oven notifies 
the user (e.g. via pop-ups) about the 
changes and how it influences his / 
her cooking. The development chef 

has the possibility to make a per-
sonal note for staff aswell.

Oven monitoring

The user will be able to monitor 
the ovens’ energy consumption and 
compare this data with other ovens 

in their farm alongside ovens owned 
by others. In this way he / she will 

be able to see how his / her oven 
performs compared to other’s and if 
there is improvements to be made. 

Inspiration & community

The HOUNÖ oven and cloud give the 
user the possibilities to find and share 

inspiration in terms of recipes, ingredi-
ents, tips for use of cooking programs, 

etc. Parts of this is provided by HOUNÖ 
and parts are provided by the users.

Real time training

 HOUNÖ provides real time
training (through facetime, skype,  

the ovens interface, etc.). In this way 
HOUNÖ representatives and
Planners can facilitate online

lectures enabling new employees to get 
in-house training.   

19
www.design-people.dk

Inspiration & knowledge

Service

Customer service 
representative

Performance history and     
error logs

The performance history of the 
specific oven errors and service 

record is available in the cloud. The 
information can help the customer 

service representative to better 
understand the problems and match 

the client with the correct service 
technician/spare parts - thus saving 
time and making service quicker - 
increasing the first-time fix rate.

Preventive service

With the error log and history 
collected and analysed the supplier/
dealer can offer a pre-maintenance 
service – the preventive service can 

optimally anticipate and prevent 
problems occurring – and also help 

the technician plan and book ahead. 
The ovens communicate directly 

with the supplier and tell about the 
troubles.

Tech details/manuals/
warranty database/trouble 

shooting

The cloud give easy access to 
technical details, manuals, warranty 

database and trouble shooting 
providing the service technician 

with what he needs to know when 
he needs to know it. 

Location tracking 

The system tracks the location of 
service technicians and keeps track 

of their bookings and spare parts. 
Based on this information the 

system selects the best option for 
the client in terms of the location 
of the HOUNÖ oven, the location 
of technician and the spare parts 
he has available. The system uses 

Google maps and has an integrated 
customer location base.

Remote service & diagnose 

The cloud makes it possible to make 
automatic software update on ovens 

remote.

Proximity sensor 

If the service technician (phone) is 
close to the oven it automatically 

unlocks the service section by using 
proximity sensors. This obviates 

passwords and secures service by 
brands owners.

Service 
technician
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Inspiration & knowledge

First time 
use

Pre-buy 
research Review Decision Buying Daily use

Chief category 
buyer

Everything they need in one 
place - easy access to all 

usefull information.

The HOUNÖ cloud collects TCO, 
consumptions data, accusition costs, 
food safety documentation, reviews, 
warrenties, innovation ideas, envi-

ronmental and financial impact etc.

Recommendations             
and reviews

HOUNÖ will gather and provide ac-
cess to customer recommendations 

and review. 

Easy brand change

Software that makes it easy for the 
user to change from one oven brand 
to another. E.g. convert recipes and 
settings from Rational to HOUNÖ.

Easy access to TCO 

The user can easily access the TCO 
of the HOUNÖ ovens, which will 

make it easier for him to select the 
right oven.

Purchase guidance 

The user is guided to the HOUNÖ 
oven that fit his / her cooking habits 
the best in terms of the TCO values. 

Product comparison

The user can easily compare differ-
ent products based on user needs 

and TCO.

Adaption to kitchen type

When ordering a HOUNÖ oven the 
software is prepared and adapted 
to the user’s business (e.g. a baker 

interface for a bakery).

Real time TCO calculator

Once the owner has received his / 
her new HOUNÖ oven, he / she will 
be able to calculate the TCO of the 
new oven. In this way the user can 
see if the HOUNÖ oven meets the 

reported TCO values.

Online warranty database

The warranty of the owned 
HOUNÖ ovens is gathered in an on-
line database. In this way it is easy 

for the user to keep track ot the war-
ranty status of the different ovens.

Order tracker

Tracking process of new ordered 
oven – when will the new batch of 
ovens be produced, delivered and 

installed – follow the process.

Consultant 
specifier
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Inspiration & knowledge

HOUNÖ / OEM 
partners

Marketing material

Brochures etc. must be available in 
the cloud.

Co-development with users. 

Inviting customers to get influence 
and adjust functions to their use.

Lead generating tool

The lead generating tool can im-
prove customer loyalty by intel-

ligently combining different data 
and automatically remind the sales 
representative to resell ovens, based 
on the customers’ history and use/
lifespan of the oven. This will give 

the sales representative a clear busi-
ness case for a customer incl. an 

argumentation/story line of how to 
approach him/her.

Big data

The supplier collects knowledge 
about the ovens in use! Information 
like: Which functions are actually 

used/not used, what goes wrong etc. 
can be valuable knowledge in the 

improvement of the ovens. 

Direct and automatic sale

Providing a direct sales channel 
from supplier to user (cleaning soap 

etc.)

Central warranty database

Including the central warranty da-
tabase gives easy access and secures 

overview over warranties for spe-
cific ovens.

HOUNÖ, Leventi & Blodgett 
united – or?

Will the cloud be a united platform 
or will it be separate platforms for 
each partner?  Pros and cons have 

to be listed!

New business model

With the product price going down 
– new services has to be developed. 

E.g. charge by use – oven priced ac-
cordingly to use (start help to small 

restaurents)

12
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Inspiration & knowledge
Integrated training                 

& guidance

The HOUNÖ oven provides direct 
access to training- & guidance 

videos. In this way the user can
easily single-handed get to know the 

oven and get on-oven training &
assistance on demand.  

Real time training

 HOUNÖ provides real time
training (through facetime, skype, 
ovens interface, etc.). In this way 

HOUNÖ representatives and
Planners can facilitate online

lectures. In this way new employees 
can get in-house training.   

Learning oven

The HOUNÖ oven will be able to 
use reference data, based on the us-
er’s current use pattern, and suggest 
the user to generate/use automatic 

cooking programs accordingly.

Remote control 

By the use of e.g. a smartphone, the 
user will be able to remotely access 
and control the HOUNÖ oven. The 
user can then monitor / get notifi-
cations about e.g. the temperature 
during longtime roasting without 

having to stand by oven. 

Personalized cooking

The user will be able to save / up-
load recipes to a personalized cook-

ing cloud. The user can then e.g. 
upload recipes learned in cooking 

classes / training sessions. 

Let the user do quick fixes

If the HOUNÖ oven detects minor prob-
lems that the user would easily be able to 
fix the oven notifies and guides him / her. 

Backup of programs

 The HOUNÖ oven backup recipes and 
personal programs / setups in the Cloud. 
In this way these programs and settings 

can be easily transferred from one oven to 
another.

Software notifications

The HOUNÖ oven notifies the user (e.g. via 
pop-ups) when the software is updated and 

how this influences his / her cooking. 

HACCP log integration

The HOUNÖ oven automatically logs the 
HACCP and stores the information in the 

Cloud.

Easy brand change

Software that makes it easy for the 
user to change from one oven brand 
to another. E.g. convert recipes and 
settings from Rational to HOUNÖ.

Inspiration & community

The HOUNÖ oven and cloud give 
the user the possibilities to find 

and share inspiration on terms of 
recipes, ingredients, tips for use of 

cooking programs, etc. Parts of this 
is provided by HOUNÖ and parts 

are provided by the users.

Recommendations             
and reviews

HOUNÖ will gather and provide 
access to customer recommenda-

tions and reviews. 

Training First time 
use Daily use Special use Service Inspiration & 

knowledge

Kitchen 
assistant

Cloud solution 
potentials were 

mapped through the 
customer journeys of 9 

selected profiles. 



KEY USER PROFILES 

  Category Buyer           Technician       Chef
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Sous-Chef - profile characteristics

WORK ROUTINES 

Frederikshøj is a creative gourmet-restau-
rent. As sous-chef Martin had a scheduled 
workday. At 10 Martin arrived at work, 
from 10 to 17 he prepared food with the oth-
er chefs - to make sure everything is done, 
Martin worked with a so called “Mise en 
place” a list containing all the daily tasks. 

Time demanding procedures were priori-
tised to obtain the best possible result. De-
pending on what had been prepared the 
day before, Martin would also do Ad-hoc 
tasks. When preparing and cooking, he 
used recipes to ensure a consistent level of 
quality. He’s also responsible for the works 
of staff.

For the a la carte servings in the evening 
Martin would be in the kitchen preparing 
hot dishes, snacks and desserts with high 
precision. Detail oriented work with low 
(guest) tolerance. 

MARTIN

Former Sous-Chef

Make sure food is pre-
sented right, develop 
recipes, order products
Goal: perfection every 
time

“It’s pen and paper. I had a 
small computer, but it was too 
time consuming. It’s easier to 

write recipes on paper”
About devices in the kitchen

NEEDS

• Control of running processes
• Ordering ovens supplies

TECHNOLOGY

Martin spends all time in the 
kitchen and doesn’t (have the 
time to) use devices doing 
work.
He tried with a small com-
puter, but found it too slow 
and inconvenient.

RECIPES - DEVELOPMENT AND SHARING

Martin searches on Google for basic reci-
pes or consult with others chefs from the 
national chef team.

In general chefs can be reluctant towards 
sharing their recipes with others.
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Journey  - Recipe program

1 2 3 3

THE TEAM REFINES 
THE RECIPE PRO-
GRAM IN THE TEST LAB

• Run program test
• Edit program
• Complete 
• Access in “My Recipes” 

THE TEAM MAKES 3 
TEST VERSIONS 

• Share 3 recipes with 
the test restaurants 

TEST RESTAURANTS 
RUN PROGRAMS AND 
SELECTS  FAVOURITE 

• Run program
• Send test result to HQ

CULINARY TEAM AP-
PROVES RECIPE FOR 
THE SPRING SEASON

• Delete rejected pro-
gram versions

THE RECIPE IS PRO-
GRAMMED DIRECTLY 
ON THE OVEN

• Super-user access to 
Let’s Cook

• Create program steps 
for recipe

THE CULINARY TEAM 
DEVELOPS A SPRING 
MENU AT HQ

• Develop menu

Develop Cook Distribute Test Approve
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DIRECT DISTRIBUTION 
FROM HEADQUARTERS 
TO FRANCHISES 

Recipes

PREVENT OPERATIONAL 
ISSUES PROACTIVELY AND 
ELIMINATE DOWNTIME

Service

REALTIME OVERVIEW OF 
CONSUMPTION DATA AND 
PRODUCT PERFORMANCE

Consumption

ESTABLISH YOUR OWN 
ONLINE TRAINING     
ENVIRONMENT FOR STAFF

Training

Let’s bring people to the table...



IMPROVING THE 
CUSTOMER JOURNEY
• Interviewing, observing, communicating...

• understanding, ideating, optimizing...



Domains of HOUNÖ’s digital transformation

Customer 
experience/

business 
activities

• Added value for customer 
• Engage customers 
• Improved customer experience 

(better services) 
• Reduce costs 
• Increase loyalty 
• Grow brand image 
• Drive business 

• Subscription 
• Direct sales consumables 
• Service 
• End customer ownership
• Pay per use

Market Product 
family

Supply 
chain

ERP-CAD-PLM-PDM-CRM-BI-KM-Factory 4.0
(Cost and efficiency drive)

Operational 
processes

Business 
model

Let’s bring people to the table...Let’s bring people to the table...



EVOLUTION OF SMART, 
CONNECTED PRODUCTS
There is an exponential 
growth in value opportunities 
for manufacturers as products 
become smart and connected.

Physical Smart Smart and connected Product System System of Systems

Stage 1: 
Implemented 
Let’s Cook Cloud Solution

Stage 2: 
Implementation 
Middleby Connect

Stage 3: 
Conceptualization 
“Cloud X” ecosystem

Let’s bring people to the table...Let’s bring people to the table...



WHAT'S NEXT?
MIDDLEBY CONNECT
• Ongoing development 

• Do, learn and improve

• Keep up with technology
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Business Design

MULTICHANNEL BUSINESS 

• "Own" customer relationship

• Provides seamless experience across value chain

• Meet customer life-event needs

• Customer choose channel 

Example: Banks, Insurrance companies

SUPPLIERS 

• Sell offerings to distributors

• Subject to commodization

• Potntial for loss of power

Example: Washing machine manufacturers

MODULAR PRODUCTS 

• Plug-and-play offerings 

• Able to adapt to any system

• Constant innovative

Example : PayPal

ECOSYSTEM DRIVERS 

• Become the destination in your space

• Add complementary and competitor products

• Ensure great customer experience

• Customer data from all interactions

• Match customer needs with providers

Example: Amazon
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• How to create value for your stakeholders?                
Explore who they are, how they work or live and help them to succeed with it...

• Is your product user-friendly?                       
Don't turn the UI into guesswork or a manual depending solution...

• What is appealing?                            
Look and feel, sound, feedback, tone of voice a.o. are important factors in the way we 
percive a product...

• Mapping your customer journey?                        
Explore it, maintain it, update it and make sure you level with your stakeholders... 

• Stick to your core business!                        
Team up with those who can help you with all the rest...

HAVE YOU CONSIDERED...



Easy to use Appealing

Meaningful 
benefits

...and make it a WINNING IoT EXPERIENCE
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Thank you for your attention...

https://www.design-people.com
https://www.linkedin.com/company/design-people/
https://www.facebook.com/designpeopledk/
https://vimeo.com/designpeople
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Meet us out in the hallway and at our agency on the Friday bike tour...

https://www.design-people.com


 v

You are welcome to connect...

Henrik Mathiassen
design & creative director, co-founder

hm@design-people.com

https://www.design-people.com
https://www.linkedin.com/company/design-people/
https://www.facebook.com/designpeopledk/
https://vimeo.com/designpeople



