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THE ASK

Validate whether City-Based
Food-Court Patrons (CFPs)
will delight in adopting a
reusable take away container
service during lunch.




HYPOTHESIS

People are growing more
conscious.



GROWING AWARENESS

"Australians see plastic
pollutions as the #1 threat
to Australia's oceans and
coastal waters"

http://www.wwf.org.au/news/news/2018/backyard-barome ter-2018-environmen tal-concern -on-the-rise



HYPOTHESIS

We are here to give them a
means to participate and
make a change.




OUR APPROACH

We have used a design thinking problem solving approach, based on
user-centred design principles, to help ForPurposeCo envision the end-

to-end digital opportunities.

Empathise

e Contextual Inquiries

e [n-depth Interviews

e Competitive Analysis
e Mood boarding & mind

mapping

e Qualitative Analysis
o Affinity Mapping

e Personas

e Customer Journey

Mapping

e Reframing problem

into HMW statements

e Sketching
e Rapid ideation &

brainstorming

_O W

Prototype

e Low-fidelity paper

prototype

e Mid-Fidelity

wireframe prototype

e Concept testing

Test

e Usability Testing
e SUPRQ User

Experience
questionnaire

e Customer NPS rating

benchmark



What we found




INSIGHT #1

Chaotic
Convenience

City food-courts need to cater to a large
amount of personnel traffic and to produce
food as fast as possible. These patrons have
less than 60 to 30 minutes to get and consume
their lunch within their break period. Crowds
and waiting in line are common pain points for
corporate workers as they want food selection
and ordering to happen invisibly in the
background so they can focus most of their

lunch time eating and winding down.

How might we...

ensure that BorrowBox will provide service
that enhances time and convenience of
the lunch time patron to suit their basic
lunch time needs?




INSIGHT #2

Inconsistent
Waste
Education

Not everyone is aware of recycling rules. There

iIs often confusion of what can and can’t be
recycled when it comes to take away
containers. This is further complicates by
different places have different signs. This is
often an indication of how they practice waste

at home.

For the environmentally conscious, the lack of
education of their peers are their greatest

frustration.

How might we...

educate and empower users to lead
themselves and others into a more
sustainable lifestyle?




INSIGHT #3

Impact Is
Worth the
Sacrifice

For the environmentally conscious patrons, the
impact they can have to reduce personal waste
footprint is more important that the personal
cost of convenience, money and even social

perception.

The ability to see their personal and collective

Impact is crucial to their engagement.

How might we...
help patrons visualise their impact while

using BorrowBox to increase their
engagement and evangelism?




Meet the CFPs...



“I rehash salad
boxes to reuse
again; my
colleagues think
that | am weird.”

Committed Charlene




Committed Charlene Pains

e Concerned about personal environmental footprint

e Flabbergasted by family, friends, & coworkers who
are not aware of their environmental responsibility
to the planet’s future

e Feels powerless about the abundance of waste in
businesses, including the food vendors

Motivations

e Seeks new ways and ideas to reduce their
environmental footprint further

e Wishes for others to be educated, and concerned
Age: 36 about waste as well

Lunch duration: 60 minutes e Hopes that their small part plays an accumulated
Food court: MLC Centre impact on the environment

Lunch habits Environmental Meter

Takeaway from food-court 1-2 times a week

Used to buy lunch more often, but is starting .

to make better choices for herself and the Willing to spend additional money for impact
environment

Prefers to take food back to the office to use
office kitchen utensils




“As long as it
makes my life
easier, I’'d give
anything a go.”

Negotiable Neil




Negotiable Neil Pains

e Crowded food-courts with long waiting lines
P - ' B - e Time-poor, lunch time is often shared with work
‘ meetings

e Unable to make decisions on food choices

Motivations

e Wants to maximise his lunch time to eat food as
well as socialise

e Likes to stay on top of new tech, and utilises app
service to streamline his life, (uber for transport,
Hey You! for his morning coffee)

Age: 26  Wants to be well perceived by his peers

Lunch duration: 30 minutes

Food court: Australian Square

Environmental Meter

e Takeaway from food-court 4-5 times a week

e Has lunch at irregular times, often governed by Would only join a movement if it gives him

meeting times enough benefits, such as convenience or a
e Pre-orders food via an app to avoid waiting in line good social image

Lunch habits




CURRENT JOURNEY MAP

Pre-Lunch Selection Payment Consumption Disposal
Notices Time. Makes way to Taps to pay. Returns to office to  Washes and keeps
it's 11:30am, Charlene is food court. Charlene pays via her utlllse.lmetal food container.
getting hungry. Charlene walks to the NFC-chipped bank card, utensils. Charlene decides to wash
nearest food-court to and also gets her Charlene refuses the her plastic food container
She enquires what others  check out the two food frequent customer loyalty  offered plastic spork and  for reuse. She tries not to
in the office are thinking ~ vendors that serve card marked by the serviette pack with her get annoyed that the
of getting. healthy food. vendor. meal, opting to use the office bins contain
metal utensils when she incorrectly disposed of
gets back to the office. waste.
“l kinda already | love be.u,wg 2
regular - it’s nice
@ know what | want
, when the vendor
to get. ,
remembers you.
‘| can’t get wh.at “The popular food “Ever sinc:e :A‘BC’S .‘V.Var “I hate how half of the
® everyone else is places tend to have on Waste’, I'm noticing office does not know
getting - | prefer longer lines.” the unnecessary plastic | | \yhich bin to use...”
something healthy, packing everywhere!”
plus | am a vegetarian.”

Opportunities

Help users avoid Help users reduce Help users be
waiting and save and refuse single educated, and
time use waste educated others

Help users make
food selections



What does this mean?




THIS MEANS...

City based workers prioritise
time and convenience during
lunch.




THIS MEANS...

Most city based workers are
increasingly aware of waste,
but not all are educated on
what to do.




THIS MEANS...

City based workers who are
conscious of waste are
iInvested in quantifying the
iImpact of their seemingly
small personal efforts.




MINIMUM VIABLE EXPERIENCE

There are 3 MVEs that the user research has revealed as
must have digital experiences.

1. CFPs need to be able to search and find food seamlessly
and easily

2. CFPs need to be able to locate and navigate to drop-off
points in an easy maps system

3. CFPs need to visualise and appreciate the impact their
participation of the service is having



The Prototype




TEST 1: PAPER PROTOTYPE
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TEST 1: PAPER PROTOTYPE
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< ThaiRiffic Map 4 Pad Thai - Tofu ¢ Confirm payment

On the menu

— J What's in it? Pad Thai - Tofu SXX
’, df’ N 3% Sam T No Cashews
Eiiarinyiastocd Extras and goodies! o Get your very first BorrowBox!  $25
—— Welcome to team BorrowBox!
Tonnes of landfill avoided Pad Thai - Tofu Som — - +$§
collectively this month B e s e - +S
— #52 Your payment method
ileasmdlag]d __ Sem Additional Comments 31 X0 XXX XXXX —
#THAI #VEGAN #PI —

-20% -15% -3(

s TOTAL S XX. XX TotaL S XX. XX

In a hurry? - N . N
#SUSHI #DUMPLINGS #INI | O Q S ) ADD TO YOURBQY PLACE ORDER

200m 410m 50

@

N Q &




Order has been placed!

374m

MLC

Your order has been placed and is
being prepared!

It should be ready in:

D min

A friend is picking up my food

Contact store

s ase

Return your box o

Active

In-active

Aclive °

MLC

Actlive

Scan return code

Scan return code

Your box has been returned

You've just unlocked a new badge!



4 Personal Impact < Collective Impact 4 Today's deals Map

Personal Impact Collective Impact Persanal Impact Collective Impact
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You have not returned your
Borrow Box

You've prevented 5Kg of .
plastic waste! SRS

Go you, superhero.
§ tonnes reduced landfill waste

What does this mean?

new badge! 1 0 tonnes greenhouse gas
| reduced

What does this mean?

kilo litres water saved | _
256 via eco-wash of containers Q Q é" Q

What does this mean?

O Q & & O O Q & & O

Your Profile
Payment Options
Transaction History
App Settings

About BorrowBox

Help & Support




BorrowBox Map

< Personal Impact

WAR ) Personal Impact Collective Impact
- R : 2 by ‘ .
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#WarOnWasteAU

5 Tonnes of landfill avoided
collectively this month

You’ve prevented 5kg of
plastic waste!

Like a deal? Go you, superhero.

#PIZZA |

#MEXICAN B







UX - DESIRABILITY MEETS FUNCTIONALITY

We Need to:
1. Help them search and find food seamlessly and easily

2. Help them locate and navigate to drop-off points in an easy maps
system

3. & help them visualise and appreciate their impact

e Neil wants to make an impact, but needs a useful and
easy system

e Charlene needs a BorrowBox, and wants Neil to get one
too.



ALSO...

Don’t forget the vendor!

®

Lack of space in
kitchen and storage for
additional inventory

insight: size and storage of box

®

Already managing
t0o0 many seperate
tablets/devices for
ordering systems

insight: simple system for
vendors to receive and
verify orders

©

10% of current
customers already are
making sustainable
choices: re-usable
coffee cups, rejecting
plastic cutlery and
straws

insight: Desirable!



Thank you!




Appendix



How Might We

A collection of How Might We were used during ideation.

This was done to ensure | will have covered all the many different angles
of the problem.



HOW MIGHT WE...

Ensure that BorrowBox will
provide service that
enhances time and
convenience of the lunch
time patron to suit their
basic lunch time needs?




HOW MIGHT WE...

Educate and empower users
to lead themselves and
others into a more
sustainable lifestyle?




HOW MIGHT WE...

Help patrons visualise their
impact while using
BorrowBox to increase their
engagement and evangelism?



HOW MIGHT WE...

Encourage city food-court
patrons to adopt a more
sustainable habit during

their take-away lunch time
routine?




HOW MIGHT WE...

Design a service that
encourages the adoption of
reusable food containers
that will reduce lunch time
waste using food ordering?




HOW MIGHT WE...

Connect city food-court
patrons to food vendor
options that reduce their
waste better?




HOW MIGHT WE...

Show customers their direct
environmental impact from

using borrow box?




HOW MIGHT WE...

Ensure the on-boarding of
BorrowBox and how it’s
system works is seamless
and simple?




Customer Journeys




CURRENT JOURNEY MAP

Pre-Lunch Selection Payment Consumption Disposal
Notices Time. Makes way to Taps to pay. Returns to office to  Washes and keeps
it's 11:30am, Charlene is food court. Charlene pays via her utlllse.lmetal food container.
getting hungry. Charlene walks to the NFC-chipped bank card, utensils. Charlene decides to wash
nearest food-court to and also gets her Charlene refuses the her plastic food container
She enquires what others  check out the two food frequent customer loyalty  offered plastic spork and  for reuse. She tries not to
in the office are thinking ~ vendors that serve card marked by the serviette pack with her get annoyed that the
of getting. healthy food. vendor. meal, opting to use the office bins contain
metal utensils when she incorrectly disposed of
gets back to the office. waste.
“l kinda already | love be.u,wg 2
regular - it’s nice
@ know what | want
, when the vendor
to get. ,
remembers you.
‘| can’t get wh.at “The popular food “Ever sinc:e :A‘BC’S .‘V.Var “I hate how half of the
® everyone else is places tend to have on Waste’, I'm noticing office does not know
getting - | prefer longer lines.” the unnecessary plastic | | \yhich bin to use...”
something healthy, packing everywhere!”
plus | am a vegetarian.”

Opportunities

Help users avoid Help users reduce Help users be
waiting and save and refuse single educated, and
time use waste educated others

Help users make
food selections
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MOODBOAR

A5 Leather Sleeve + memobottle Pack

https://www.llwebstore.com/flippingbook/development/barangaroosouth/sustain

ability2015/files/assets/common/page-substrates/page0020.jpg
Barangaroo food court: zero waste, everything is recycable including the food

https://cdn.shopify.com/s/files/1/0895/4522/p
roducts/hHW7Qh78SwSEPWiA18Tn A5 MEMO
BOTTLE CAMPAIGN 2 1500x1500.jpg?
v=1524545975

Product design: slim to fitinto thebag and

containers

looks nice. simplistic and aestethics

Good design is _ |
environmentally- %—*—‘—

friendly

Design makes an important contribution to
the preservation of the environment. It
conserves resources and minimises physical
and visual pollution throughout the litecycle
of the product.

https://i.pinimg.com/564x/9¢/66/68/9c66680db8246
99551acd29019cc82c7.jpg
Home food waste bin: nordic aestethics

We're for
the everyday
changemakers

B0B Universal Shalving
System, 1960, by Dieter
Rams for Vitsce

Design Your Own KeepCup Brew
AUD$26.00

KeepCup Brew is a design response to the premium specialty coffee

" consumer. Brew is a take away vessel that represents the highest aspirations
j for the liguid it contains. KeepCup Brew allows consumers to take the café
) ] experience with them.

M Made from fully tempered, soda lime glass, KeepCup Brew s a vessel for

people who are sericus about their coffee ritual, as well as lovers of fine tea.

For

’ Due to the variation in the circumference of the blown glass, your lid is hand
fitted to the glass and may not be compatible with other lids.

\ | Type: Brew
\ /
N S )

Criginal Brew LongPlay Clear

Personalisation

https://edge.alluremedia.com.au/uploads/busines

sinsider/2016/01/Hey-You-App.jRE
Office app: Convenience and On The Go

http://storecdn.keepcup.com/media/wysiwyg /series-

update/Series Tile SW_may4th.jpg

Customisation




Materials/Manufacturing improvement

TECHNOLOGY Renewable Energy (eg: Solar)

Sensors / Big Data / loT / Al

Website / Social Media / Phone Apps

Blockchain

MINDMAPPING

Copia™ | Food Recovery Powered by

0() Technology

Blockchain And Fair Trade - Volunt'eer WebS'Fe - Awaren.ess

ArcticStartup Recruitment donations campaigns Food Donation Pick-up App
Fair Trade Local International Conflict & Disaster Relief

Disposal/Recycling
Labour Exploitation Poverty & Hunger
§?
Waste Prevention ¢
Prevent Food Waste with LeanPath
Technology
" Social
Reduction .
Food Packaging Commercial kitchen sensor and tracking
We're for
the everyday
changemakers FOOD
Environmental WASTE .
' Water Agricultural
TECHNOLOGY
KeepCup Reusable Coffee Cups | Glass,
Brew, Cork | Australia & New Zealand
Storage &
Distribution
Commercial/Business
Wakati - Low-cost food preservation
Low energy / low cost refrigeration using solar for
Time Saving Cost Saving Community transportation
00
GO Box
. . . i i P
Ordering App & Delivery Services Social Conscious roduct
!‘gm-a o
<
Gl
‘tm“i\“‘u
For All  Burritos Tortas Soups Sides
™ Baked Falafel Sandwich .
u r ose No;.v $478 , &5 80 __._,__..,-. _ RS |Bluapple: Prolongs Produce Freshness
As Seen in Stores!
\3
9\,;:“# Chicken Tacos 413
of i with fresh cilantre wnlan, lime & radish
. ‘“"p“ Served with fresh cilant ) « radis}
Now $5.40 W 53.10 58:50 Reusable material with improved technology to

) extend life of produce
Bison Buraer

When Food Delivery Gets A Smart Upgrade

° Johan 8mins ago Food app delivery service working to reduce food waste by using an
We Are Here algorithm to adjust prices according to real-time demand. By
lowering prices during off-peak hours it can increases sales, while
ReplY alsoincreasing the accessibility of food delivery to low-income
customers.
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°
U S E R STO RYQ A/B TYPE PERSPECTIVES (HORIZON) & HOW TYPE A HELPS B GET ON THE SAME PAGE (VERTICAL)




The Prototype




PAPER PROTOTYPE

YouR ORDER HAS
BEEN PpLaceo !

E’ftm . - .
Prck-up TIME 51 0rmins

(_ONGRATS ON YOUR
ELRST OROER I!!

'. £ Ry oF A THoSANE pMILEs
SrErP "

£ FIND DROP-OFF... O~

S(AN RETRN CODE

SCANNING..




£ ThaiRiffic Map < Pad Thai - Tofu £ Confirm payment

On the menu

What's in it? Pad Thai - Tofu $XX
Seam . No Cashews
Tonnes of landfill avoided .
collectively this month Extras and goodies! © Get your very first BorrowBox! $25
. Welcome to team BorrowBox!
Pad Thai - Tofu Sem —— +$2
Like a deal? S +352
#THAI #VEGAN #PI; +$2 Your payment method
20% 8% a — Som Aadiiongl Comients D] XXXK XXXX XXXX _—
In a hurry? :__
#SUSHI #DUMPLINGS #INI
200m 410m 50 S= TOTAL S XX.XX TOTAL $ XX.XX

PLACE ORDER

¢ Order has been placed! ¢ Return your box o < Scan return code 4 Scan return code

374m

MLC

Active

Your order has been placed and is

being prepared! ommsve W
Active
It should be ready in: MLC E =|
s Your box has been returned

Active

You've just unlocked a new badge!

A friend is picking up my food

Contact store e @

N Q 4 & O




4 Personal Impact < Collective Impact 4 Today's deals Map

Personal Impact Collective Impact Persanal Impact Collective Impact

v /////)/lu
Ay /// / / 7 /ﬂ

You have not returned your
Borrow Box

You've prevented 5Kg of .
plastic waste! SRS

Go you, superhero.
§ tonnes reduced landfill waste

What does this mean?

new badge! 1 0 tonnes greenhouse gas
| reduced

What does this mean?

kilo litres water saved | _
256 via eco-wash of containers Q Q é" Q

What does this mean?

O Q & & O O Q & & O

Your Profile
Payment Options
Transaction History
App Settings

About BorrowBox

Help & Support




BorrowBox Map

< Personal Impact

WAR ) Personal Impact Collective Impact
- R : 2 by ‘ .

A M
ONWASTE \\ § > 0o
= - PSSy S (e

#WarOnWasteAU

5 Tonnes of landfill avoided
collectively this month

You’ve prevented 5kg of
plastic waste!

Like a deal? Go you, superhero.

#PIZZA |

#MEXICAN B




TRY IT YOURSELF

https://invis.io/GZOBX8NSH6C#/
322798237 Main_Page


https://invis.io/GZOBX8NSH6C#/322798237_Main_Page
https://invis.io/GZOBX8NSH6C#/322798237_Main_Page

Competitor Analysis




TREND: FOOD SELECTION SCREENS

& GETHELP (X))

o\ (OO R SRRy ¥
Ordering foi

: PM N

All filters
Cutlery _ _
' The restaurant will add cutlery for you, if they & Crl Spy Ch|Cken Dry
Preparlngyour order $10 Dish (14) have some available.
Noodles
American (46) —
: Add allergy notes
Asian (21)
1 Original Fried Chicken SQUP
Australian (18) . e
1/ Chicken Ribs X: 0SS Lapas $0.0U e
Bbq (6) Cauliflower (VG) ’f_—‘ﬂ Side Soup
Total: AU$22.90 VIEW RECEIPT
Bento (6) SPECIAL INSTRUCTIONS
" Bibimbap (1) Dehvery ee $5.00 Add a note (extra sauce efc)
Rider tip $0.00
Give your friends AU$15 i Big Flavours, Small Prices (31) Order Total $15.00
- s @ auimmmiee——————————— - 1 7%

Apps: Uber Eats, Foodora
Design: Choices pane, Prices and Totals



TREND: NAVIGATION

< @ Y rl - .1 ' el g HELP 2 - R \
ourlocation ¢ | e @ MELECURNE® %, ' \ ~1| 1. | SUR vn-.@ b\ ) a
0  Suzie Q Coffee & Records | FientCinemas @ 'm"fr" ACWaQ)) G ¢ 0’% ; | ‘S
» s > 3
> Mus Hot Star Large Fried Chicken L A8 Mourne
M\,_( um
Order #5D57F ) |
- r. #
. i £ &
Y Rosie Campbell's 0, Pri 5 ey, 3 < g "’n,,é}
7] 0, 3 Haymarket Bolmbra P The Wirery & \ 3 e,
; g O’S[ e 1 Belmore Park ! .‘_‘; X . "{'-5}
€ yinery N € Little Bourke St & i "
(’:)? 9, . .. r. 4 > o (‘é 4//#% srasfard :‘ Sou:!;::f‘l(gfurne .
(S L 36 University of \ £ ‘
: . . @ Technology 4 \ . SOUTH J
o o > 4 3 - N\
3 0 z i o SR HENN MELBOURNE X\
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Apps: Melbourne Bike Share, Google Maps, Uber Eats
Design: Online/Offline drop off points, Start - Destination



TREND: VENDOR SELECTION SCREENS
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New cn Uber Eats

Apps: Uber Eats, Hey You!, Foodora
Design: Cards layout, Ratings on vendors, Deliver time approximation
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Apps: Hey You!, Google Maps, Ofo, Uber Eats
Design: AR Card Scanner, Badges, Sign-up Screens
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