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UX - always close to the customer May 2021
Bosch Thermotechnology’s ExpertTalk shows

importance of user experience in the development of

indoor climate solutions and digital tools

» User experience focuses on end customers, planners and installers
» Continuous dialogue for better products
» UX s an ongoing process that never ends

The International Organisation for Standardisation defines User Experience as “A
person’s perceptions and responses that result from the use and/or anticipated
use of a product, system or service.” And this is where the exciting task for Bosch
Thermotechnology’s UX experts begins, as they always plan their heating, air-
conditioning or hot water solutions for at least two users, i.e. the trade customer
and the end customer. In the ExpertTalk on User Experience, the experts
explained the importance of UX using three Bosch Thermotechnology products
as examples.

There is no such thing as the user

Alexander Uhl is Director User Experience & Market Intelligence at Bosch. In his
lecture, he explains the general approach to UX processes. In this context, taking
a close look at the lifeworld of the target group is very important. The individual
users may actually be very different. Only if you precisely identify these users,
will you be able to offer solutions that generated genuine added value. Changing
the side to see things from the user’s perspective is critical in this respect — the
answers then delivered by the developers and designers are tested with the
customer by means of surveys, workshops, experiments and prototypes. This
involves examining whether and how products and services can best fulfil a value
proposition or a desire.

The heat pump as a holistic solution
Jakub Kytka is International Product Manager for heat pumps at Bosch. For him,
feedback from the trade customer is a critical factor in the development of new
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heat pumps. This is not just about the design or functionality of the heat pump
itself. It is important to have a holistic solution, which considers modern, energy-
efficient homes and the confined spaces often found in storage rooms. The focus
is on the integration capacity and adaptability of the solutions; these are further

developed in conceptual sketches, hands-on processes and tests using samples.

Important parameters include technical limits, standards, connection possibilities
and, for the end customer, an attractive design. The professional target groups
attach great importance to accessibility and easy connection of the components
and the hydraulics in heat pumps. HMI (human machine interface) components
must be suitable for intuitive operation. The task for the installer must be easy
and quick to perform.

Ventilation in the doll’s house

Leaving the windows tilted all day to let fresh air in leads to high energy costs, as
cold air permanently has to be heated. The question about the benefits of
mechanical ventilation is answered by Susanne Stockhammer. First of all, it is
about air quality, hygiene, preservation of the building structure and protection
against mould. To achieve these results in the customer’s interest, Susanne
Stockhammer’s UX process starts in a doll’s house, where she tries to find out
what the installation of a ventilation system might look like after all. Different
sessions aim to answer questions such as “Is the ventilation system a stand-
alone solution?”, “How does it fit with the heating system?” and “Will components
fit through the attic hatch?” Once these questions have been answered,
workshops with installers and dummy models will follow. Easy installation and
intuitive handling, preferably without sharp corners and edges, are important for
the installer. For the professional target group, the technical solution, e.g. when it
comes to the routing of cables, does not necessarily have to be highly
sophisticated, but rather fast and easy to handle.

Test, test, test - how UX influences digital solutions

Especially with digital solutions, UX plays a critical role and is subject to constant
change. The technology behind digital solutions is changing constantly. Design
and application must always reflect the latest state of the art to ultimately inspire
the customer and fulfil their needs — an iterative, recurring process. Sarah
Schmalzried is Head of User Acquisition at Bosch Thermotechnology and
ensures that digital processes are as intuitive and user-oriented as possible.
Before it is marketable, a solution such as a web application goes through four
phases, from the planning and identification of needs, to the creation of a
prototype and its market tests, to marketability and the subsequent iterative
optimisation. Between the individual phases, a digital application must be tested
again and again with regard to comprehensibility and user-friendliness. The aim
is to check whether the previously identified need or requirement has been met
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or whether adjustments still need to be made. Once the digital solution is
implemented, optimisation tools are used to ensure that the goal of the web
application is achieved in the most successful way. New insights are gained with
the help of Google Analytics and customer satisfaction surveys and are then
validated with A/B tests. This process loop is never complete in itself and is
subject to constant iterative optimisation to ensure that the digital solution is

always up to date.

»
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Press photo 1: The Bosch Thermotechnology UX experts and participants in the

ExpertTalk UX — clockwise from top left: Alexander Uhl, Jakob Kytka, Susanne
Stockhammer and Sarah Schmalzried

Press photo 2: To achieve the best possible results for the customer, many UX
processes start in a dollI’s house.

Page 3 of 4



Contact person for press inquiries:
Anne Kaletsch

Phone: +49 6441 418-1797
Anne.Kaletsch@de.bosch.com

Bosch Thermotechnology is a leading European manufacturer of energy-efficient heating
products and hot water solutions. In fiscal 2019, the company generated sales of about 3.6
billion euros (66 percent outside Germany) and employed approx. 14,500 people. Bosch
Thermotechnology has strong international and regional brands and manufactures a diversified
product range in Europe, America and Asia.

Ad(ditional information is available online at www.bosch-thermotechnik.de

The Bosch Group is a leading global supplier of technology and services. It employs roughly
394,500 associates worldwide (as of 31 December 2020). Provisional figures indicate that the
group generated a turnover of 71.6 billion euros in the financial year 2020. Its operations are
divided into four business sectors: Mobility Solutions, Industrial Technology, Consumer Goods,
and Energy and Building Technology. As a leading loT company, Bosch offers innovative
solutions for smart homes, Industry 4.0, and connected mobility. Bosch is pursuing a vision of
mobility that is sustainable, safe, and exciting. It uses its expertise in sensor technology,
software, and services, as well as its own loT cloud, to offer its customers connected, cross-
domain solutions from a single source. The Bosch Group’s strategic objective is to facilitate
connected living with products and solutions that either contain artificial intelligence (Al) or
have been developed or manufactured with its help. Bosch improves quality of life worldwide
with products and services that are innovative and spark enthusiasm. In short, Bosch creates
technology that is “Invented for life.” The Bosch Group comprises Robert Bosch GmbH and its
roughly 440 subsidiaries and regional companies in some 60 countries. Including sales and
service partners, Bosch’s global manufacturing, engineering, and sales network covers nearly
every country in the world. The basis for the company’s future growth is its innovative strength.
Bosch employs some 73,000 associates in research and development at 126 locations across
the globe, as well as roughly 30,000 software engineers.

Additional information is available online at www.bosch.com, www.iot.bosch.com, www.bosch-
press.com, www.twitter.com/BoschPress.
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