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Have you ever heard about BSH?

Our purpose is to improve quality of life of people 

across the globe with our products & services
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BSH at a glance: Leading home appliance manufacturer providing entire spectrum 

of daily life under strong brands

#1
Market leader

in Europe

#1
Non-Chinese 

home appliance

company in China

#3
Home appliance 

company 

world-wide
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How digitalization challenges our industry and how we react to it

2. How does BSH react to the 

digital transformation?

1. How does digitalization 

transform the home 

appliance industry?

Digitalization
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Digitalization comes with a technology push that has strongly accelerated 

transformation of business models…

Source: Berman (2012) Digital transformation: opportunities to create new business models, Strategy & leadership 40(2)
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Evolution of digital transformation

Pervasive

Limited

Late 1990s 2000s 2010s Time

Increasing empowerment of consumers

Emergence of new 

technologies (e.g. AI, 

Robotic, Voice 

recognition) will further 

spur need for 

transformation

Primary force of digital 

transition

Digital products 

and infrastructure
 Digital products (e.g. 

music, entertainment)

 Infrastructure (e.g. 

telecommunications, 

software, IT)

Digital distribution and 

web strategy
 Web strategy and e-

commerce (e.g. retail, 

electronics)

 Creating efficiency through 

web strategy (e.g. 

government)

Digital transformation 

of business  models
 Mobile revolution

 Social media

 “Hyper digitalization”

 Power of analytics
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…re-structuring the value chain of home appliance manufacturers fundamentally

Manufacturer Consumer

Manufacturer

Retailer
Consumer

Offline retailer

Online retailer

Consumer

https://www.google.de/url?q=http://www.xn--izmirarelikservisi-evb.com/&sa=U&ei=zQInU-HbB8n-ygPTtoGABA&ved=0CC0Q9QEwAA&usg=AFQjCNEI3RD-P3VsVpN8ka5cN7H6Mx0bqg
https://www.google.de/url?q=http://mdday.ru/video/olga-egorova-samsung-electronics/&sa=U&ei=7QInU5n1NaLiywOZxYG4AQ&ved=0CDsQ9QEwBw&usg=AFQjCNFpIqYxI0O2gOcdR4hYCFMsKkzsmg
http://www.currys.co.uk/gbuk/s/home.html
https://www.google.de/url?q=http://techhive.de/amazon-erneut-mit-10-rabattaktion-auf-warehousedeals-ab-montag-den-17-juni-1147137/&sa=U&ei=RwYnU53xGenMygO9w4DYDA&ved=0CC0Q9QEwAA&usg=AFQjCNGoOnpITkZc1Ko0ysdmVHcPql3bag
https://www.google.de/url?q=http://www.reviewcentre.com/reviews167661.html&sa=U&ei=tR4oU8bdGIud7Qb6yoGYCA&ved=0CC0Q9QEwAA&usg=AFQjCNGu7PdNSmP_jwTCDaNXVMQ7J8IoAg
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We need to put empowered consumers in the center of all our activities and          

re-enforce partnerships with our retailers

Consumer

Manufacturer

Offline retailer

Online retailer

Consumer

http://www.currys.co.uk/gbuk/s/home.html
https://www.google.de/url?q=http://techhive.de/amazon-erneut-mit-10-rabattaktion-auf-warehousedeals-ab-montag-den-17-juni-1147137/&sa=U&ei=RwYnU53xGenMygO9w4DYDA&ved=0CC0Q9QEwAA&usg=AFQjCNGoOnpITkZc1Ko0ysdmVHcPql3bag
https://www.google.de/url?q=http://www.reviewcentre.com/reviews167661.html&sa=U&ei=tR4oU8bdGIud7Qb6yoGYCA&ved=0CC0Q9QEwAA&usg=AFQjCNGu7PdNSmP_jwTCDaNXVMQ7J8IoAg
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COVID-19 has fueled the growth of e-Commerce …
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Selected findings on COVID-19 impact

1) Global Bain study; 2) REU consumer survey; 3) Search term analysis results (01/20 vs. 03/20); 4) Online consumer survey GFK CN; 5) Kearney study results: As of 03/20, n=311; week over week 

69% of 

consumers will 

cook more at 

home1

8% of consumers 

bought major 

home appliances 

for the first time 

online2

Consumers who are 

more likely to buy 

online without in-

store consultation 

than before crisis5

Value of online 

platform sales in 

China increased 

with 470% 
Q1.20 vs. PY4

90% of Chinese 

consumers bought 

home appliances 

through online

channels during 

COVID-194

New COVID-19 

online consumers 

who want to continue 

shopping online after 

crisis5

YES 
52%

NO 
48%

Online demand 

increased by 

300% in home 

and leisure 

categories3

YES 
24%

NO 
76%
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… and will accelerate the channel shift even further
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Prognosis pre-COVID-19: 2030

5%

D2C

25%

70%

Online 

retail

Stationary 

retail

2020

10%

D2C

Stationary 

retail

Online 

retail

2025 35-40%

50-55%

Global MDA channel split
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China leads the race in online growth

Channel share of total market1

1) Based on Market Value MDA4

87%
81%

73% 69% 67%
54%

13%
19%

27% 31% 33%
46%

Offline

Online

2020 

H1

2015 2016 2017 2018 2019

Page 10

Transformation to a Hardware+ Company
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Creative destruction requires a re-thinking and re-definition of business models 

Creative destruction

“Process of industrial mutation that 

incessantly revolutionizes the 

economic structure from within, 

incessantly destroying the old one, 

incessantly creating a new one“ 

(Schumpeter)

(Re-)Defining the business

Need for traditional, established 

companies to ask fundamental 

questions and re-think business 

models

(Abell)
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As a consequence, we have changed our “Question zero”

THINGS

T O  S E L L I N GF R O M  S E L L I N G

MEANINGFUL RESULTS

CONSUMER centricityPRODUCT centricity
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We need to understand consumers’ jobs-to-be-done and provide the respective  

solutions

2. Buy 
ingredients

3. Buy 
meals

4. 
Refrigerate 

leftovers

5. Share 
experience

1. Plan meals

High 

opportunity 

targets

“I do not know, what 

to eat, I need to 

check my fridge 

first”

“I would 

(occasionally) 

snap a picture 

of my food and 

share it on 

WeChat”

“I worry about the amount 

of food. When I prepare too much, it is 

wasted, but if I prepare not enough, it 

is insufficient”

“It is annoying to 

find out what to 

buy”

“I hope that I can 

get food  through a 

phone call or  via 

internet in a short 

time”

Pilot in Europe and China:

Five digital disruption / opportunity 

areas identified

http://www.google.de/url?sa=i&rct=j&q=&esrc=s&source=imgres&cd=&cad=rja&uact=8&ved=0ahUKEwj504Ovm67UAhVJvRoKHQCCDh8QjRwIBw&url=http://www.123rf.com/photo_16566819_doodle-style-leftovers-in-plastic-containers-illustration-from-holiday-meals-and-text-message-vector.html&psig=AFQjCNHd0Shbx7p4AcRkGdY4BKCFiFx7yA&ust=1497010107489574
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Our goal is to transform BSH into a “Hardware+” company

Revenue from hardware appliances

⁄ consumers: quality and functions of 
hardware appliances

⁄ BSH: revenue from sales of 
appliances

„Hardware+“ company

New data-based 
service revenues+ $

⁄ consumers: individualized, 
digital services 

⁄ BSH: additional revenue from 
digital business models

We a re  t rans forming  BSH f rom a  home app l iance  manu fac tu re  to  
A COMPANY THAT SELLS APPLIANCES,  DIGITAL FUNCTIONS AND SERVICES .

Business transformation

Usage data+

⁄ consumers: connected appliances

⁄ BSH: strengthening of its 
premium positioning

Hardware Company
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L I V E  E X P E R I E N C E  
L O C A T I O N S

C L A S S I C  M E D I A

D I G I T A L  M E D I A

C U S T O M E R  
S E R V I C E

P R O D U C T S / S E R V I C E S

OWN 
CONTENT 

EXTERNAL 
CONTENT 

3 R D  P A R T Y  P O S &  
L I V E  E X P E R I E N C E  

L O C A T I O N

3 R D  P A R T Y  
A D V E R T I S E M E N T

P R O F E S S I O N A L  
I N F O R M A T I O N  &  

R E V I E W S

U S E R  I N F O R M A T I O N  
&  R E V I E W S

B 2 B  P A R T N E R S

E V E N T

T V  S P O T  
B Y  B S H

O F F L I N E  
E D I T O R I A L

S O C I A L  
M E D I A S E R V I C E  

H O T L I N E

H O M E C O N N E C T

A P P S

P R O D U C T  
P L A C E M E N T

O N L I N E  
P U R E  

P L A Y E R

C L A S S I C  
M E D I A

P R O D U C T  
T E S T S  

O N L I N E

R E V I E W S  I N  
S O C I A L  M E D I A

P R O J E C T  
B U S I N E S S  
P A R T N E R S

O N L I N E  S E A R C H  
E N G I N E

We need to directly connect with consumers at all relevant touchpoints
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ONE 
JOURNEY

However, for a CONSUMER there is only…
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To deliver this one seamless journey we need to bring our market forces together

MY
JOURNEY

T O

From

SERVICESALESMARKETING
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Communicate brand promise1
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… And need to align our activities with the Consumer Experience Journey (CEJ)

Invest in purchase reason-
related SEA & SEO

2

Drive sales Leads to eRetailer, 
grow D2C where applicable

4

Provide consumer-focused 
eContent for eRetailer

3

Exchange product reviews5

6 Push registrations and purchase 
experience feedback and 
grow CLTV1

1 Consumer Lifetime Value

Information:

Orientation

Information:

Reassurance
Purchase

Installation/ 

Configuration

Usage:

1st Evaluation

Usage: 

Routine usage

Usage:

Maintenance

Repurchase

consideration
Purchase trigger

1

Purchase 

trigger
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With the new Home Connect App we improve the attractiveness of our digital 

ecosystem to drive interaction and transaction
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Unexpected high error rate and return quota of coffeemakers’ brewing unit.
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… while helping us to continuously improve product development and user 

experience based on machine usage data

0%

5%

10%

15%

20%

25%

30%

35%

40%

45%

50%

<10% <20% <30% <40% <50% <60% <70% <80% <90% <100%

Reason for 

program abortion:

Oops! I chose 

the wrong drink 

Reason for program 

abortion:

Oops! My cup is 

too small

R
e
tu

rn
e

d
 c

o
ff

e
e

m
a
k
e
rs

 i
n
 %

Fill level of coffee cup

Problem

Avoid program abortion to prolong lifetime of coffeemakers by…

(1) …improving user interface & navigation and 

(2) …changing fill quantity preset to reduce number of program aborts

(3) …trigger new technology solutions (e.g. sensor validating cup size)

Problem 

analysis

via 

Home

Connect

Solution
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Our connected products become platforms that create additional value for our 

consumers …

Example: Home Connect Favorites - creating a new favorite
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… enables faster and more flexible development.

… turns home appliances into platforms for digital 

services with personalized content.

The SystemMaster is a major milestone for BSH’s goal of becoming the 

industry leader in digital services
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Home Connect

Backend

Home Connect

Ecosystem

Home Connect

App

Home Appliances 

with SystemMaster

SystemMaster is a key enabler for Product as a Platform…
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Future 
User 

Interface 

Digital 
Features

Connec-
tivity

Personali-
zation

Predictive 
mainte-
nance

Recipes/program 

download e.g. 

silence/speed on 

demand

quick use of 

digital offerings 

e.g. remote 

diagnostic 

wireless 

communication 

between fridge 

and sensors

replenishment, 

sales of 

accessories (DC)

one-button Home 

Connect pairing
Examples for use cases

…opening up new dimensions of consumer experience
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Key challenge of the Hardware+ transformation is to turn hardware buyers into 

digital users

connect & 

register

use & 

interact
transactbuy

schematic

€
€

Hardware +
Hardware revenues

Digital revenues

buyer user active user paying user

device paired device online device
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The Cookit ecosystem covers entire cooking journey

Ecosystem partners

Home Connect

owned topics

Voice 

Assistants

Shopping

Connected 

Services & 

Devices

Recipes 

Assisted 

Control

Recipes 

Inspiration 

Food 

Services 

Assisted 

Cooking

Several partners currently under evaluation

Under 

evaluation
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We are entering a new era with our GV650 dishwasher generation - Our first fully 

connected product range launched in 2020

The New Generation of Dishwashers

• 100% full range connectivity

• Updates over the air

• Learning dishwasher

• First virtual launch 
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“There are 3 types of companies 

–

Those who make things happen

Those who watch things happen

And those who wonder what happened”

We at BSH make things happen!

* Source: Anonymous
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