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Our Story

400,000 Over 130 109

2030 Over 80,000 5
is the year by which we aim to make 
all shipments CO2 neutral.

years of corporate history countries, connected by our 
network.

customers trust us to manage their 
logistics.

logis9cs and supply chain 
professionals who give their best 
everyday.

regions across the world



Sustainability – aiming for CO2 neutrality 
in 2030

4

§ Transport and logistics are responsible for 7% of 
global emissions. We take responsibility to 
counteract climate change.

§ Kuehne+Nagel’s Net Zero Carbon programme: 
§ 2020 achievement: CO2 neutral for all direct, own 

emissions (Scope 1 and 2 GHG protocol) 
§ 2030 target: additionally CO2 neutral for all 

transport by suppliers (Scope 3 GHG protocol).

§ Active participant in various sustainability initiatives:

§ Listed into various sustainability stock indexes: 
SXI Switzerland Sustainability Index 25 
SPI ESG – SPI ESG Weighted – SBI ESG













KN-ESP myKN
Focus on the top 100 customers of KN

Design based on operational efficiency and collaboration

Biggest software project in KN – over 300 people

Focus on Small and Medium Enterprises (SMEs)

Design based for visibility purposes



KN-ESP myKN

CONFIDENTIAL CONFIDENTIAL



PROJECT MISSION:

Integration of two systems:
KN-ESP with myKN



KN System Trainings (example)

Creation of more training
material

How would the integrated product look
like?

Attended Onboarding sessions with 
Regional Manager and Implementation 

Managers

“A user interface is like a joke. If you have to explain it, it’s not that 
good”. — Martin Leblanc



How did the Upstreaming process look like?



How did the Upstreaming process look like?



State of User Research then?

User Interviews done with two
Customers (Pre-coronavirus)

Survey sent out once a year Piano Analytics implemented but 
analysed rarely





Source: OrigamiUX



WHY #1:

No established UxR process



Why #1: No established UxR process

Identify your Allies

Colleagues interested vs. willing to 
contribute in UxR

Everyone else Interested

”To find ideas, find problems. To find problems, talk to people”

– Julie Zhou



Why #1: No established UxR process

UxR Process for new concepts
(first draft)



WHY #2:

Whom shall we contact?



Why #2: Whom shall we contact?

Contacting Users (then)

To reach out to a potential user the following people needed
to be contacted in order:

• Product Owner
• Global Implementation team
• KN Implementation Manager
• Customer‘s Implementation Manger
• Customer User (or the best Customer‘s Representative)



Why #2: Whom shall we contact?

Implementation Manager (UK) 
requested for “Usability Sessions“

We got in touch with actual users
working daily with the system

Success story shared with the
project team



Why #2: Whom shall we contact?

Creation of a Contact Book

Best way to solve the issue of finding participants is the
creation and maintenance of a contact book. 

It helps in:
• Effective Communication
• Networking Opportunities
• Recurring Research Projects
• Expertise and Knowledge Sharing
• Organizational Memory



WHY #3:

“Let Product Owners do the research”



Why #3: Let Product Owners do the Research

POs were subject matter experts of 
a nieche field. Hence, confirmation 

bias could be a risk.

User Researchers are keeping a neutral 
stand point to research and can have a 

hollistic user understanding.

Agreed on working mutually
together.



Why #3: Let Product Owners do the Research

Creation of Jira checklists

Once agreed with all parties, checklist
templates could be created to ensure
a new demand does not skip the User 
Research process.



Why #3: Let Product Owners do the Research

Formulate the Upstreaming Process

Plan a clear plan of action so that all parties involved know
what to do and when to do it, and what they can expect.



WHY #4:

Timing of the Insights



Why #4: Timing of the Insights

Research Requests

Ensure that the important people in your project, feel
"ownership" for the research activities.
You are responsible for the process, but involving others gives
them a sense of control and shared responsibility.



Product Roadmap 2023



Integration of KN-ESP and myKN

OKR Q2 and Q3 - 2023

“We collected feedback and constructive criticism from our
Beta-User Panel through user research and analytics“

Introducing Beta-User Panel

To collect early feedback, diversify user perspectives, real-
world testing and understanding user engagement and 
ownership.

Working closely with the KN Global Implementation team



Integration of KN-ESP and myKN: Beta-User Panel



Additional tips to establish User Research

• Market the topic as much as possible
• Influence OKRs, KPI sets for next quarters
• Present to the team wide meetings

• Prefer to communicate that the feedback gathered was full of positivity and constructive criticism for 
User Research
• Product/service feedback might differ

• Share the results smartly – keep the POs in loop
• POs were concerned with conducting feedback – as it could be a direct reflection of their work

• Democratize Results
• Make it possible to access all the results for the relevant stakeholders to make informed decisions

• Make templates of everything
• Emails, calendar invites, research interview scripts, results reports and so on…



What is next for us?

Democratize Research (not only results)

Having our first dedicated “User Researcher”

Hire someone for Research Operations role

Keep it consistent and effective



“User Research is an evolu7on and not a revolu7on” – Anna Ptasinska
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