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Agenda:
Alexander Uhl, Director User Experience & Market Intelligence
“What does Bosch Thermotechnology understand by User Experience?“

Jakub Kytka, Senior International Product Manager Heat Pumps
“Developing heat pumps based on customer feedback.”

Susanne Stockhammer, Senior International Product Manager Ventilations
“How UX influences the development of ventilation.”

Sarah Schmalzried, Head of Digital User Acquisition 
“Developing customer focused digital solutions with UX.”

ExpertTalk
User Experience @Bosch Thermotechnology
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Alexander Uhl
Director User Experience 
& Market Intelligence

"What does Bosch 
Thermotechnology understand 
by User Experience?"

ExpertTalk
User Experience @ Bosch Thermotechnology
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“Successful companies are 
first and foremost those who 
develop connected solutions 
based on the users’ needs 
instead of focusing mainly on 
the products or technology.”
Volkmar Denner, Handelsblatt 11/11/2016, translated version
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It focuses on all aspects of the 
user’s perception of an offering:

The product itself, its 
functionalities &
Human-Machine-Interface related 
products, accessories, services & 
business eco systems.

What is…
User Experience
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What do people want and need?

What is the business value?How can we build the solution?
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Our Three Pillars of Innovation
Start with the User and Iterate
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Not investing into 
future

Strong focus on 
installation

No change of business
Good margin

Wants to deliver a 
perfect job w/o 
repeated visits 

Love the variety of 
tasks

Very experienced
Product matters most, 

less brand loyalty
Administration is a 

pain

Better technical 
support needed to 
deliver a perfect job

Help with 
administrative tasks 
and manage service

Maximize comfort, 
minimize effort

Don`t waste time to set 
up a system – should 
just work

Technology is a tool 
for well-being, but not 
at any price 

Values the benefits of 
an optimized system in 
everyday occasion 
(morning shower)

Simple control / set-up
Appreciates 

automation
Assurance that system 

and installer are 
reliable

Will most probably 
invest when old 
system falls 

Appreciates most 
things the way they 
are

Good value for money, 
won`t pay for 
irrelevant features 

Want it simple, not 
fancy

Data privacy is critical 

Quick and simple 
solutions

Easy controls 
Recommendations (by 

installer)

Innovative technology 
/ features rarely 
stimulate interest or 
investment

Very low involvement 
in the HVAC category 
now

Involvement might 
grow if repair or 
replacement is needed

Alternative financing 
models to be 
considered

Service contract to be 
considered

Invest & grow 
business as they are 
younger

Increase no. of  
employees

Progressive
Learn about trends &   

tech
Use new online tools
Confident in their skills
Very customer centric

Trainings
Understanding 

customer satisfaction
Winning new 

customers

Who is the User?
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What is the Users’ Journey
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Based on: 
ISO Norm 9241
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Process
Human-Centered Design Process
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Step 1
Understand the Context of Use
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Step 2
Synthesize Insights
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Step 3
Ideate and Realise
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Step 4
Test & Gather Feedback
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7

. 

Put yourself in your customers’ shoes 
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Thank You

ExpertTalk
User Experience @ Bosch Thermotechnology
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Jakub Kytka

"Developing heat pumps 
based on customer feedback.”

ExpertTalk
User Experience @ Bosch Thermotechnology

Senior International
Product Manager Heat Pumps
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Customer involvement during the heat pump development
Developing Heat Pumps based on Customer Feedback
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Product sample hands-on

 Individual UX Sessions
Installers and internal sales 
Duration: 2 hours 

Concept validation

 Individual UX Sessions
Installers and planners
Duration: 1,5 hours 

Concept idealization 

 Internal workshop
Experts & internal customers
Duration: 8 hours 
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Concept idealization 
Developing Heat Pumps based on Customer Feedback
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Goal:
 Idealize how to provide complete HVAC solution 

for the modern new built houses within the 
limited dedicated space

Concept idea:   

Main focus on …
 …utilization of installation environment  

(e.g. above washer)

 …high level of components integration

 …smart coupling to avoid system component 
redundancy 

 …concept must offer use case needs 
adaptability and flexibility
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Concept validation
Developing Heat Pumps based on Customer Feedback
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Goal:
 Obtain customer feedback and 

collect concept expectations

Sessions preview: 

 …components dimensions limits identified 
high level of components integration is crucial

 …wish for connection type and position 
gathered 

 …question if buffer need answered
 …concept to further follow identified
 … wish for uniform design / tidy look 

concluded
 … one system control discussed

Feedback gathered 
throughout the exercise…
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Product sample hands-on
Developing Heat Pumps based on Customer Feedback
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Goal:
 Interaction of the customer with the 

real product samples and to collect 
their feedback on the specific solutions 

Sessions preview: 

 … product handling prior to the installation
 … accessibility of system components
 … HMI intuitiveness and touch and feel
 … understanding of system solution proposals
 … easiness of cables, sensors & hydraulics connection
 … overall product satisfaction 

Tests performed 
throughout the exercise …
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Thank You

ExpertTalk
User Experience @ Bosch Thermotechnology
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Susanne 
Stockhammer

"How UX influences the
development of ventilation.”

ExpertTalk
User Experience @ Bosch Thermotechnology

Senior International 
Product Manager Ventilations
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Ventilation at Bosch TT
How UX influences development of ventilation
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Mechanical ventilation with heat 
recovery (HRV) for residential use:
 Central ventilation systems
 Decentral ventilation units

Main benefits of HRV:
 Comfort and hygiene: IAQ
 Preservation of building stock: 

Mould protection
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UX sessions with Planers: 
Use doll house to show:
 How would the installation of 

the HVAC-system look like?

25

How UX influences development of ventilation

Doll house

UX Sessions with Planers



BoschThermotechnology | 2021- 04 - 05
© Bosch Thermotechnik GmbH 2021. All rights reserved, also regarding any disposal, exploitation, reproduction, editing, distribution, as well as in the event of applications for industrial property rights.

UX Sessions with Planers
How UX influences development of ventilation
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Doll house
 Fit through “Dachluke” 

 Numerous use cases,
 system solution &
 Stand alone in attic 
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UX Sessions with Installers
How UX influences development of ventilation
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Difficulties at mounting

Essential for easy mounting: 

 Intuitive & reliable grip 
options  w/o sharp edges
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UX Sessions with Installers
How UX influences development of ventilation
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Cable routing

 Technical solution for 
users …and not for 
perfection and sophistication
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Thank You

ExpertTalk
User Experience @ Bosch Thermotechnology
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Sarah 
Schmalzried

"Developing customer focused 
digital solutions with UX.”

ExpertTalk
User Experience @ Bosch Thermotechnology

Head of Digital 
User Acquisition 
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Process
Developing customer focused digital solutions with UX

Planning
Internal 
hypothesis

Identifying 
Need of

customer

Prototyping

Testing

Go-to-Market

Re-testing
e.g.: through 

customer study

adapt adapt

Optimizing
• Google analytics
• Conversion optimization
• A/B Testing
• NPS

Continuous
improvement

Plan
activities

Understand
context of use

Synthesize
Insights

Ideate and
Realize

Test & 
Gather Feedback
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From rapid prototyping, user testing to successful market launch
Developing customer focused digital solutions with UX

Planning
Internal 

hypothesis

Identifying 
Need of

customer

Re-testing
e.g.: through 

customer study

adapt

Optimizing
• Google analytics
• Conversion optimization
• A/B Testing
• NPS

Continuous
improvement

Plan
activities

Understand
context of use

Synthesize
Insights

Ideate and
Realize

Test & 
Gather Feedback

Prototyping Go-to-Market

Testing

adapt
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From rapid prototyping, user testing to successful market launch
Developing customer focused digital solutions with UX

33

Prototyping Testing & Iteration Go-to-Market
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adapt

Continuous
improvement

Re-testing through customer study to improve usability
Developing customer focused digital solutions with UX

Planning
Internal 

hypothesis

Identifying 
Need of

customer

Prototyping

Testing

Go-to-Market Optimizing
• Google analytics
• Conversion optimization
• A/B Testing
• NPS

Plan
activities

Understand
context of use

Synthesize
Insights

Ideate and
Realize

Test & 
Gather Feedback

adapt

Re-testing
e.g.: through 

customer study
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Re-testing through customer study to improve usability
Developing customer focused digital solutions with UX

35

• The overall aim of the tool is not clear

• Better information on the process is 
expected in the beginning of the tool.

• Headline is misleading

What we observed:
Most users would not read the complete text. 

Feedback from 
the user:

What we changed:
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adapt adapt

Continuous improvement & optimization by utilizing user feedback
Developing customer focused digital solutions with UX

Planning
Internal 

hypothesis

Identifying 
Need of

customer

Prototyping

Testing

Go-to-Market

Re-testing
e.g.: through 

customer study
Plan

activities
Understand

context of use
Synthesize

Insights
Ideate and

Realize
Test & 

Gather Feedback

Continuous
improvement
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Optimizing
• Google analytics
• Conversion optimization
• A/B Testing
• NPS
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Continuous improvement & optimization by utilizing user feedback
Developing customer focused digital solutions with UX

37

Example: High exit rates when the 
customer has to enter the address.

Google analytics A/B Testing

NPS integration
Regularly check feedback and compare.

Conversion optimization
Regular involvement of experts according 
to new standards.

Example: Test whether the position of 
the address entry makes a difference.
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Thank You

ExpertTalk
User Experience @ Bosch Thermotechnology
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Thank you very much 
for your participation.

See you at the next ExpertTalk.

ExpertTalk
User Experience @Bosch Thermotechnology
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