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Abstract

Thisthesisaimsto create a service that helps
reducing food waste and raise awareness.
The thesis uses the case of Foodsharing
Copenhagen to get a deeper understand-
ing in the problem of food waste and how
communities work to reduce it. After get-
ting knowledge of the problem area the
concept Madbroen was co-created by the
researcher and some members of the food
sharing community. The new concept is an
online platform that connects retailers with
excess food to volunteers and shelters that
are in need for food. During the process of
developing the new concept, the service de-
sign thinking approach was used.
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1. Introduction

In the whole world around one third of the
food gets wasted, which raises both en-
vironmental and ethical questions. When
food is thrown out, all the resources that
were used to produce that food also go to
waste. And while 1.3 billion tonnes of food
is being wasted, millions of people around
the world do not have enough food on a
daily basis (,Food waste: the problem in
the EU in numbers [infographic] | News |
European Parliament”, 2018).

This project aimed to use service design
thinking to create a service that reduces
food waste. The thesis followed the defini-
tion of service design thinking of Stickdorn
and Schneider, (2011, p.34) which “outlines
the way of thinking required to design ser-
vices”. Service design thinking is based on
five principles - user-centred, co-creative,
sequencing, evidencing and holistic.

There are existing movements and grass-
root communities that attempted to redu-
ce food waste (see in Chapter 3.1.2.). These
movements are a result of social innovation
which are “innovations that are both good
for society and enhance society’s capacity
to act” (Murray, Caulier-Grice and Mulgan,
2010, p.3). Social innovation happens when
citizens find new opportunities and ways
to solve problems. These new ways could
mean new ideas for services or products
which aim to meet social needs and chal-
lenge the status quo. Social innovation
happens not only when citizens create new
solutions but also when social capital is ge-

nerated or renewed by new collaborations,
interactions and social knowledge. Social
innovation deals with issues that are not
sufficiently solved by government policy or
market solutions such as the issue of food
waste (Manzini, 2015). The existing move-
ments about food and food waste created
new ideas to solve these problems, and
while doing that communities were devel-
oped around the movements (Rombac &
Bitsch, 2015). This thesis project aimed to
create social innovation by bringing people
together to collaborate and possibly create
a new community.

In the case discussed in this thesis, the
social need and the problem to solve was
the surplus food at retailers. Service de-
sign thinking was used to create new ideas
and collaborations to reduce food waste.
In order to do that the case of Foodsha-
ring Copenhagen (Foodsharing CPH) was
used, which is a grassroot community that
redistributes excess food from wholesalers
and retailers. The case was used for resear-
ch for the project which was followed with
the development of a new service.



2. Project framing

In this chapter, the main topics of the thesis are reviewed.
These themes are service design, social innovation and sus-
tainability. After the literature review, the way these topics
are connected in the project is discussed. The discussion is
followed with the initial problem formulation which is the
starting point of the thesis project and the learning goals.
At the end of this chapter, the methodology of the thesis
work is presented which will give a structure for the pro-
cess of the project. Lastly, the tentative plan of the thesis is
demonstrated.



2.1. Service design thinking

There are several definitions of service de-
sign from both academic and agency ap-
proaches (Stickdorn & Schneider, 2011).
According to Moritz (2005, p.6) “Service
Design help to innovate (create new) or
improve (existing) services to make them
more useful, usable, desirable for clients
and efficient as well as effective for orga-
nisations. It is a new holistic, multidiscipli-
nary, integrative field”. This definition takes
both the customers’ and the organisations’
viewpoints into account. When it comes to
the desired outcome, Stickdorn and Sch-
neider (2011) argue that there is no basic
definition of service design, therefore they
use the term service design thinking inste-
ad. According to them, a certain mindset or
way of thinking is needed to design servi-
ces, therefore they use service design thin-
king as an approach.

Service design thinking has five main prin-
ciples (Stickdorn & Schneider, 2011, p.36):

- User-centred: In the centre of the servi-
ce design process is the customer and his/
her experiences. The service designer has
to understand the customer’'s motivation,
social context, habits and culture.

- Co-creative: During the service design
process, the designer needs to include the
stakeholders. This allows them to add value
to the end service and enhance satisfaction
for both the customers and the employees.
Furthermore, co-creation can help custom-
ers and employees to feel ownership which
results long-term loyalty.

- Sequencing: The service is built up from
moments which consist of touchpoints and
interactions between the service provider
and the consumer. These service moments
create processes throughout the service

frontstage as well as backstage. In order
to provide the best experience for the cus-
tomers, the service moments has to be
prototyped and tested iteratively.

- Evidencing: Intangible services should
have a tangible or visual component for
the customer to see. Service evidence is
created depending on the service story or
its touchpoints. Service evidencing can help
to create loyalty among customers who will
more likely to recommend the service.

- Holistic: While developing a service, the
designer needs to consider the context of
the service and as many as its aspects as
possible. It needs to be kept in mind that
there are different ways the customer can
go through the journey which can result
different service experiences for the cus-
tomers. When designing the service, the or-
ganisation’s system, culture, structure and
values are also important aspects to take
into account.

This thesis used the term service design
thinking and applied the principles sugges-
ted by Stickdorn and Schneider (2011) in
the design process.



2.2. Social innovation

One main topic of this thesis is social inno-
vation and communities that wish to chal-
lenge the status quo. According to Man-
zini (2014, p.57), social innovation can be
described as “a process of change emerging
from the creative re-combination of existing
assets (from social capital to historical herita-
ge, from traditional craftsmanship to acces-
sible advanced technology), the aim of which
is to achieve socially recognized goals in a
new way.” Murray et al., (2010, p.3) defines
social innovations as “new ideas (products,
services and models) that simultaneously
meet social needs and create new social re-
lationships or collaborations. In other wor-
ds, they are innovations that are both good
for society and enhance society’s capacity to
act.” Design for social innovation aims to
improve the everyday lives of people by
generating ideas to meet their social needs
and promote collaboration between stake-
holders (Irwin, Tonkinwise & Kossoff, 2015).
According to both Murray et al. (2010) and
Mulgan (2006), social innovation can be
services or activities which aim to meet the
needs of the people. Based on their defini-
tions, it can be argued that service design
and social innovation can be connected.

According to Irwin et al. (2015) design
for service is an existing paradigm that
is within an emerging paradigm: design
for social innovation. The main differen-
ce between service design and social in-
novation is that the aim of service design
is mainly profit and business oriented
whereas social innovation aims to find
new ways of sharing, exchanging and
use social resources (Irwin et al., 2015).

Manzini (2014) argues that social innova-
tion is becoming more and more relevant
nowadays as many new initiatives start to

solve problems created by the economic
crisis and to work towards a more sustai-
nable future. As societies evolve, social in-
novation is also in a constant change whi-
ch creates new opportunities that nobody
thought of (Manzini, 2014). According to
Irwin et al. (2015, p.24), design for social
innovation “challenges existing socio-eco-
nomic and political paradigms” in order to
create “alternative economic models” whi-
ch generate a favourable social change.

2.3. Sustainability

This thesis aimed to discover a topic of sus-
tainability and how a sustainable solution
can be provided for a real-life problem. A
solution is sustainable if it is able to “meet
the needs of the present without compromi-
sing the ability of future generations to meet
their own needs” (WCED, 1987, p.41) In this
definition, when talking about ‘needs’, the
WCED (1987) refers to the basic needs of
the poor. According to United Nations (in
Kuhlman & Farrington, 2010, p.3438), the
goal of sustainable development is to rea-
ch a "higher quality of life”. This aim has
three dimensions which are economic, so-
cial and environmental. In order to achieve
sustainability, the dimensions need to be in
harmony as they depend on one another.
Resources are needed for each generation
to produce, enjoy or survive. (Kuhlman &
Farrington, 2010). Our generation needs
to make sure that “resources remain at least
constant for the foreseeable future, in order
that the well-being of future generations does
not decline” (Kuhlman & Farrington, 2010,
p.3442).



2.4. Research area

In this section the research area of the thesis is defined
based on the literature review from the previous chapters
(2.1.;2.2.,2.3.). The aim of the research is not to dig deep in
all three topics but to explore the intersection of the three
topics (see Figure 1).

The aim is to address a real-life sustainability problem and
try to solve it by using service design thinking in a way that
it fosters social innovation. This thesis will take the defini-
tion of service design thinking from Stickdorn and Schne-
ider (2011) as a base for the project. In order to research
the problem area, the issue of food waste is investigated
as well as the case of Foodsharing Copenhagen (Foodsha-
ring CPH) which is an organization fighting food waste (see
Chapter 3.1.3.). The goal of the thesis project is to create
values such as knowledge and awareness in order to solve
a sustainability problem.

Service
Design
Thinking

Social
Innovation

Sustainability

Figure 1 : The research area



2.5. Initial problem formulation

According to Irwin et al. (2015), the solu-
tions of design for services exist to create
profit and benefits to the service provider
and at the same time offer desirable and
useful services for the users. Design for so-
cial innovation aims to create social chan-
ge by developing alternative ways of mee-
ting the needs of people (ibid.). These two
areas have different perspectives: while
social innovation focuses on the socio-eco-
nomic issues, service design has a business
perspective (Manzini, 2014). Despite this
difference, the two areas have a common
ground as both of them are dealing design
with which is about developing something
new that does not exist in the real world yet
(Nelson & Stolterman, 2003, p.10).

This thesis aimed to explore the processes
and tools that link design for social innova-
tion and services. Furthermore the thesis
investigated how to use service design
thinking in the social innovation process
through the case of Foodsharing CPH (pre-
sented in Chapter 3.1.3.).

Initial research question: how might we
apply service design thinking to support
the services of Foodsharing CPH?

2.6. Learning goals

Professional learning goals

The researcher’s aim with this thesis is gain
a deeper understanding in

- Ways to collect and analyse qualitative
data, and use it to develop a service system
- Applying service design thinking in a
real-life problem and its solution

- The roles of the designer in creating a new
service
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- Initiate collaboration between stakehol-
ders and develop a service that create va-
lue for all the actors

Personal learning goals

My personal learning goals is to get ex-
perience in how grassroot communities
work and to design a possible solution for
a real-life problem. The thesis work gives
me the opportunity to research a problem
area and develop a concept that creates va-
lue for a community that is concerned with
sustainability. My aim with the thesis work
is to create a service that gets implemented
and possibly will continue on running after
the thesis project is over. Furthermore, |
am personally committed to fight food wa-
ste, therefore | experiment in everyday life
to find new ways to reduce food waste and
raise awareness.




2.7. Methodology

According to Stickdorn et al., (2017) all of
the design processes have a basic pattern.
This pattern starts with research activities
that are used to generate understanding
and insights. This is followed by ideation
and decision making process and finally,
building the solution through prototyping
and implementation.

The Double Diamond is a design process
model that visualizes the different steps
the designers go through. The Double Dia-
mond has four phases: Discover, Define,
Develop and Deliver (Design Council, 2018).
At each of the phases, different methods
and tools can be used. The tools and met-
hods can be chosen freely by the designer
depending on the nature of the project.

7N

Discover /
Understand

NS

Define

Figure 2 : The Double Diamond (Design Council, 2018)

The Double Diamond model also illustra-
tes the parts of the process where thinking
and opportunities are broad and when the-
se need to be narrowed down in order to
focus on the objectives. (Design Council &
Technology Strategy Board, 2011)

The Double Diamond design process mo-
del was used as a frame for the project. Alt-
hough this model has phases, the researc-
her worked iteratively and went back and
forth between the stages instead of wor-
king linearly.

11



2.8. Project timeline

The collaboration with Foodsharing CPH started at the end of February
2018. The project work started on the 1st of March and ended on the 31st
of May, which was the deadline to hand in the master’s thesis. The Disco-
ver and the Define phases lasted until the first week of April. The Develop
and Deliver phases were planned to be carried out during May. Although a
tentative plan was created for the project, the process was iterative there-
fore it was expected to work back and forth between the phases depend-
ing on how the process was going.

February March April May

Discover

Figure 3: Project timeline
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Discover /

Define Develop / Deliver

Understand Explore Create

Figure 4 : The Double Diamond (Design Council, 2018)

3. Discover

The first phase of the Double Diamond model is Discover.
At this stage, a deeper understanding is gained as well as
inspiration and insights of the problem area and users. The
objective of the Discover phase is to “identify the problem,
opportunity or needs to be addressed through design” (Design
Council & Technology Strategy Board, 2011, p.8). Desk re-
search, interviews and observations are conducted in or-
der to gather information about the problem area.

13



3.1. Desk research

Desk research is also called secondary research,
and it is reviewing research that has been done
by others. It is done in order to gain more infor-
mation on the problem area and understand
the research field. Desk research helps to exp-
lore what has been done before and it helps to
prepare for primary research (Travis, 2017). As
part of the secondary research, the the topic of
food waste is explored, as well as initiatives that
aim to reduce reduce it. Furthermore, the orga-
nisation Foodsharing CPH is going to be resear-
ched, in order to gain a deeper understanding
of how surplus food can be redistributed. Lastly,
the motivations of the participants of the food
sharing movement will be analyzed based on a
survey that Foodsharing CPH made with their
volunteers and their participants of their events.

3.1.1. The topic of food waste

Every year about 1.3 billion tonnes of food gets
wasted or lost in the world, which is about one
third of all the food that has been produced. This
waste and loss is generated through the entire
supply chain from agricultural food production

until the final consumption in households.

There are two aspect of the problem of food
waste: environmental and ethical. First of all,
food waste has an impact on the environment
as resources for example water, energy and soil
are being lost since one third of the food that
is produced and shipped ends up in the bin.
The ethical aspect refers to the fact that while
people waste tonnes of food every year, mil-
lions are malnourished around the world. In the
European Union many people can only afford
quality food every second day (,Food waste: the
problem in the EU in numbers [infographic] |
News | European Parliament”, 2018; European
Commission, 2017). The problem of food waste
is addressed by actors on different levels from
policy makers such as the European Parliament
to local communities or individuals. Foodsha-
ring or foodsaving movement came to life to
help reducing food waste. The movement will
be described in the 3.1.2.

Y

m =
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Of]

Figure 5: Food is getting wasted throughout the supply chain
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3.1.2. Movements against food waste

In order to fight food waste, individuals and
communities started different initiatives which
grew during the years. The first movement was
called Slow Food and begun in Italy in the late
80's. It aimed to go against the fast food culture
and it promoted the preservation of local food
traditions. The Slow Food movement advocates
sustainable food production therefore one of its
goals is to reduce food waste (,About us - Slow
Food International”, 2018; Rombac & Bitsch,
2015).

The next movement was dumpster diving, which
always had different forms in developed count-
ries but it became popular and got more attent-
ion in the early 2000s. Dumpster diving is about
finding the garbage bins of food sellers such as
supermarkets to collect those food items that
still can be used. This phenomenon is associa-
ted with poverty and in some countries it is il-
legal. Dumpster diving is “considered a form of
anti-consumption and as an act to reduce food
waste and to oppose current food systems”
(Rombac & Bitsch, 2015, p.3).

The foodsharing movement started in Berlin in
2012 and now it is spread all over in Germany,
Austria and other countries in Europe. The food
sharing happens in an organized way. The food
sharing communities are networks of volunte-
ers who collect and redistribute food that food
businesses throw out. The food producers and
retailers donate the food to the volunteers, who
then consume the food products on their own
risk (Rombac & Bitsch, 2015).

The aim of the movement is to save surplus or
unwanted food in businesses and private homes.
Another purpose of the movement is to educate
people and to spread the word about sustaina-
bility. The German food sharing organization
coordinates the community through their on-
line platform where they can create discussions,

events and share information. There are smaller
communities that manage the food sharing in
different cities or regions. Foodsharing is based
on voluntary work and the organization would
like the movement to be accessible for anyone.
Therefore one of their main rules is that any ac-
tivities has to be free of charge, independent,
non-commercial and ad-free (,Willkommen bei
foodsharing! foodsharing Deutschland”, 2018).

These movements are social movements whi-
ch are “defined by their shared normative ori-
entation, collective identity, orientation toward
change of political or cultural conditions, and
shared actions related to their change prog-
ram” (Rombac & Bitsch, 2015, p.3). Connors &
McDonald (2010, p.560) argue that community
development is a “political act because it is con-
cerned with changing the status quo through
action based on a commitment to human rights
and social justice”.
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3.1.3. Foodsharing Copenhagen

The food sharing movement kickstarted in
Copenhagen when some food waste ac-
tivists founded the German Foodsharing
project and Yunity (,Story”, 2018). The se-
cond organization is a network of smaller
projects that encourage people to share
their resources and raise awareness for
sustainability (,yunity”, 2018).

The vision of Foodsharing CPH “the world
where food is valued and is used to nourish
people and bring them together. The world
where food sharing is part of our natural be-
haviour. Locally and globally.” (,Story”, 2018)

Their mission is to “provide everyone (indi-
viduals, communities and businesses) with
knowledge, tools and power to act, care and
share/donate food, without any compromi-
se.”(,Story”, 2018)

Foodsharing CPH has more than 600 vo-
lunteers and is the second biggest volun-
teer-based organization that fights against
food waste in Denmark after ‘Stop Spild af
Mad'. Foodsharing CPH collaborates with
wholesalers and supermarkets (see Figure

3) to collect fruits, vegetables and bakery
products for redistribution. During 2016
and 2017 the organization redistributed
120 tonnes of food which fed more than
16.000 people. (,Story”, 2018) Their aim is
also to promote the movement in Denmark
by organizing events such as workshops
and campaigns against food waste (,Activi-
ties”, 2018). They initiated projects such as
Folkekokken where the volunteers cooked
food from the collected food and gave it
out to people in return for donations.

FARMERS —> DISTRIBUTORS —=> WHOLESALERS —> RETAILERS —> HOUSEHOLDS

A

d

FOOD PROCESSORS

Figure 6: Foodsharing CPH in the system

> FOODSHARING
CPH

! https://www.facebook.com/events/373729626373353/ (March 15, 2018)
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3.1.4. Survey on motivations

Foodsharing CPH conducted a survey (see
Appendix 1) in September 2017 to find out
more about their volunteers and about the
people that participate on the foodsharing
events. The survey was answered by 103
event participants and 31 volunteers. Ac-
cording to the results almost 73.8% of the
participants are in their twenties. 66% of
the respondents are students and 19.4% of
are unemployed. The majority of the res-
pondents are highly educated, 78.6% of
them have a university degree.

The participants were asked how they take
part in the food sharing movement. About
half of them contribute by attending the
events and 21% support the idea of food-
sharing. According to the survey results,
only 8.7% of the event participants are tho-
se who also volunteer on the events.

The participants were asked “What is Food-
sharing Copenhagen for you?” (see results
on Figure 4). The results show that there
are a high number of people who think
that Foodsharing CPH is a food source,
which means that many of the people are
mainly interested in the free food they get
at the events and are not too concerned
with the food waste problem. There were

@® roodsource
@ Movement
Community

@ Organisation

@ Other

Figure 7: Survey result

also high number of people that answered
“movement”. By this answer they refer to
the food sharing movement which aims
to fight food waste and raise awareness.
These participants could know more about
the food waste issue, since they think first
of the foodsharing movement when they
hear about the organization, and not of the
free food that they can get.

According to the results, similarly to the
event participants, most of the volunteers
are also in their twenties (74%) and more
than half of them are students (around
55%). More than half of the respondents,
17 people, said that they would like to en-
gage more in volunteering and team buil-
ding activities at the organisation.

Conclusively, the main findings from the
survey are that most of the event attende-
es and volunteers are students who are in
their twenties. One important motivation
for people to attend is the free food that
they get on the events. Other motivation
for attending the event is to save food from
becoming waste and to be part of a com-
munity.

Source: Foodsharing Copenhagen customer and volunteer survey results (See Appendix 1)
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3.2. Benchmarking

Apart from Foodsharing CPH, there are a
few other organisations that aim to fight
food waste in Copenhagen. The two biggest
initiatives that are active in Copenhagen are
Stop Spild af Mad and FgdevareBanken. In
this chapter, these two organisations will
be introduced briefly. Getting to know ot-
her non-profit organisations that fight the
problem of food waste can help to gain a
deeper knowledge about how they opera-
te and ideas about what has been already
implemented.

Stop Wasting Food (in Danish: Stop Spild af
Mad) is the largest non-profit movement in
Denmark that fights food waste. The mo-
vement started in 2008 and its members
collaborated with the EU and UN in order
to bring focus on the problem of food was-
te in the country. The movement has more
than 60.000 supporters including politici-
ans and well-known persons from the food
industry (,Stop Wasting Food”, 2018). Since
2008 there were many projects that meant
to raise awareness of food waste such as
media campaigns, activities or events. As
a result of the movement, retailers made
new policies and started to collaborate to
promote food waste prevention and re-
duction (,,Our Results”, 2018). Some of Stop
Wasting Food's projects were: REFOOD La-
bel, Charity dinner, Leftover Cookbook, In-
formation and Education campaigns (,Our
Projects”, 2018).

Fe@devareBanken (in English: The Danish
Food Bank) was founded in the beginning
of 2008. This organisation is a part of the
Federation of European Food Banks which
is a network of international stakeholders
that work in the food industry. This orga-
nisation does not only fight food waste but
also food poverty in Denmark. They are

18

doing that by redistributing surplus food
for socially disadvantaged people in Copen-
hagen, Aarhus and Kolding. They collect
food from food producers and wholesalers
to give it to shelters. FgdevareBanken work
with volunteers who help in the logistics,
food donors who provide the food and ot-
her businesses and private citizens who
support the organisation with finances or
knowhow.

Fe@devare Banken'’s vision is “to fight food
waste and food poverty” and their mission
is a “nationwide distribution of surplus food
to benefit socially disadvantaged children,
young people and adults in Denmark” (,fe-
devareBanken | Fra madspild til maltid”,
2018).

Examining the above mentioned organisa-
tions shows that although all movements
has the same final goal - which is to fight
food waste - they do it in three different
ways. Foodsharing CPH redistributes sur-
plus food to anyone that is going to their
events, FedevareBanken redistributes sur-
plus food to socially disadvantaged people
and Stop Wasting Food tries to raise aware-
ness and influence policy making.



3.3. Action research

Action research helps to create practical
knowledge of how people act in their eve-
ryday lives. Through the gained insights,
action research aims to improve the quality
of life of people, communities and their re-
lations with the planet’'s environment (Rea-
son & Bradbury, 2008). Collaboration with
others is important in order to achieve as
much as possible during conducting action
research. While working with others, the
ability to listen and empathize is key as well
as respect for other participants and the
understanding and experiences they have
(Brydon-Miller et al., 2003). “Action research
is only possible with, for and by persons and
communities, ideally involving all stakehol-
ders both in the questioning and the sense-
making that informs the research, and in the
action which is its focus” (Reason & Bradbu-
ry, 2008, p.2). In action research, the know-
ledge is gained through participation and
“doing” (Brydon-Miller et al., 2003, p.14).
Collaborating with other stakeholders can
bring changes in the organisation or com-
munity as well as it can change the person
of the action researcher. Through action
research, the researcher gets experiences
by being involved with the issues of people
and communities. Reflecting on these ex-
periences can change the attitude of the
researcher (Brydon-Miller et al., 2003).

In the case of Foodsharing CPH, the resear-
cher got involved in the organisation on as
many levels as possible to gain a deeper
understanding in the problem area. This
meant participation on food sharing events
and board meetings, which gave a broad
overview of how the organisation operates.
In order to gain more insights from other
stakeholders, the researcher also parti-
cipated in food collection as well as visited
shelters.

Foodsharing events
In order to get a deeper understanding of

the foodsharing movement in Copenhagen
and to get to know the organization, the
researcher became a volunteer and par-
ticipated on the events. The regular parti-
Cipation on the events gave insights about
the volunteers and how they are mana-
ged by the shift leaders. Participating on
the events also gave knowledge about the
people that go to the events are. Participa-
tion on the events as a volunteer allowed
the researcher to talk and observe the ot-
her volunteers to learn more about their
motivations.

Figure 9: Food sharing event in Narrebro
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Board meeting:
Foodsharing CPH choose board members

who have a monthly meeting to discuss any
issues in the organisation and its future.
The board meetings are open for anyone
who would like to participate more actively
in the organisation and would like to influ-
ence the decision making about the future
of Foodsharing CPH. The researcher parti-
cipated on the monthly board meetings du-
ring the thesis writing period to gain more
insights in how the organisation works and
gather ideas for the collaboration. On the
first board meeting some of the members
showed interest in working together with
shelters. The researcher decided to resear-
ch opportunities to redistribute surplus
food to shelters.

Visiting food donors
The researcher visited the wholesale mar-

ket, supermarkets and a bakery which al-
lowed to talk to the food donors in person.
It helped to learn more about who these
businesses are as well as their motivations
in giving food to the organisation. Visiting
these businesses also helped to better un-
derstand the problem of food waste from
first hand.

Figure 12: Foodsharing’s Hyggestedet event
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Visiting shelters
One member of the Foodsharing CPH

community occasionally collects food and
gives it to shelters around the city. The re-
searcher joined this member to visit some
shelters to explore new ways of food sha-
ring and to discover what the needs of the
shelters are. The researcher also visited a
shelter, where the shelter manager was in-
terviewed (see Chapter 3.4.2.). These visita-
tions helped the researcher to empathize
with the people working in the shelter and
to get a general idea how the some shel-
ter's food services work.

Co-creation workshop
Although the workshop was originally or-

ganized to co-create solutions for the given
problem, the participants were talking a lot
about the aims of the organisation and the
volunteers. The participants were board
members and shift leaders who are com-
mitted and are part of Foodsharing CPH for
a long time, therefore have a lot of expe-
rience and information about the organi-
sation and its stakeholders. This workshop
gave some insights to about the values of
different stakeholders.

Figure 15: People waiting in lines for the event
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3.4. Interviews

In order to collect data for the thesis, several
interviews were conducted with volunteers
of Foodsharing CPH and an employee of a
shelter. The aim of gathering information
to get a deeper understanding of the prob-
lem area and to be able to answer the re-
search question. In order to do that, in-de-
pth interviews were conducted. “Most often,
the purpose of an in-depth interview is to ask
people with particular knowledge, ask people
involved in special events or question about a
specific topic” (Bjerner, 2015, p.70). In-depth
interviews can help to gain new insights and
big amounts of data from the interviewee
as well as details about the problem area.
Although in-depth interviews are time con-
suming, it can provide the project with rich
data. During the data collection semi-struc-
tured interviews were conducted. This in-
terview technique is flexible, it allows the
interviewer to change questions based on
the interviewees previous answers and to
react to the answers by bringing up new
questions. (Bjarner, 2015)

The interviews were conducted with diffe-
rent stakeholders of the organisation such
as volunteers and a employee of a shelter.
An interview with a food donor was also
planned to get a sense of why businesses
donate food, but unfortunately the inter-
viewee cancelled the appointment.

3.4.1. Volunteers

A short semi-structured interview was con-
ducted among volunteers with the pur-
pose of understanding their motivations.
The interviews took place at the Foods-
haring CPH's events. The main aim of the
interviews was to learn more about who
the volunteers are and why they work for
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Foodsharing CPH. The interviewees were
all international students who came from
all over the world. One reason what most
of them mentioned is the free food. In re-
turn for volunteering on the events, the vo-
lunteers are allowed to pick as much food
as they want before the event participants
arrive. This means not only that they can
get a lot of food, but they are also able to
choose first which allows them to select the
best quality and/or rare food products. The
interviewees were asked about their moti-
vation to join the food sharing events and
interviewee nr. 5 (see Appendix 6) parti-
cipants answered: “It helps a lot with grocery
bill and also like...free stuff right? There's so-
mething really exciting about going each week
and see what things are there”.

There are some volunteers that joined
because they thought it is a good way to
get food for free, but their motivation has
changed after a being part of the move-
ment for some time. Interviewee nr. 2 and
nr. 3 (see Appendix 3 and 4) are part of the
organisation for more than a year and they
are taking leader and board member roles.
Interviewee nr. 2 said the following about
why he joined the organisation: “Initially, I'll
be honest and | would say | joined just to get
free food because coming, being a non-EU, li-
ving here in Denmark is quite expensive so |
started it just for the free food, but as | got
involved in the organisation more and more,
| got to know that there is really a problem of
food waste and lots and lots of food goes was-
ted and | think if we organise it a bit more and
more and more people help out then we can
do even more better work and have few more
food sharing points and try to reduce the food
waste as much as possible. | really think it's a
huge problem all over the world.”



Interviewee nr. 3 says about his motiva-
tions: “I joined because | got free food and |
stayed because | was of the good cause and
also because of the community of the volunte-
ers.” The answers of these volunteers show
how the motivation of the volunteers can
change once they get to know the organi-
sation and become part of it.

Another reason for volunteers to be part
of Foodsharing CPH is the community. One
of the interviewees mentioned that she li-
kes how likeminded people come toget-
her on the events. As she said: “there are
volunteers with very different backgrounds
from mine and it makes sense because we’re
all there kinda for the same reason.” Another
interviewee mentioned the same: “| think the
Foodsharing attracts a certain kind of person
| feel like people who come here .... They are
open and welcoming”.

Some volunteers also mentioned that by
working at Foodsharing CPH, they get to
help out people. An interviewee nr. 4 (see
Appendix 5) mentioned her motivation why
she joined the movement: “/ heard that it’s
an amazing opportunity to help other people
and also to gain free food and | can volunte-
er, | don't do a lot of work and it's a win-win
situation: | help other people and they help
me.” She also emphasized how much she
enjoys being with these people when she
says “l remember the first time that | was so
happy because of the people and everybody
was saying ‘thank you’ and they were really
grateful”. Interviewee nr. 1 (see Appendix
2) said that she likes to interact with the
event participants and get to know more
about them. She said about the event parti-
cipants that “there’s also people who need
it (free food from the events) because they
don't have sufficient financial resources.”
Interviewee nr. 6 (see Appendix 7) said that

participating on the events made him think
that it is not just about free food as he said
“I shouldn't take too much food because there
are people who might need more than me”.

3.4.2. Manager of a night
shelter

An interview was conducted (see Appen-
dix 8 and 9) with the manager of the night
shelter who has been working there for 10
years now. He is responsible for organising
the food for the shelter during the evening
and managing the volunteers. This shelter
only opens for the nights during weekdays
and it offers a hot meal, laundry service,
shower and a place to stay for the evening
for the most vulnerable homeless peop-
le. The shelter has the capacity to host 25
homeless people that are old, weak, have
different illnesses or just came out from
the hospital and have nowhere else to go.

The night shelter is open for the homeless
people from 10:00 PM until 7:00 AM. In the
meantime when the shelter is closed the
homeless hang around in public places.
According to the manager: “normally, they
go to the library, over here (there's a library
juston the other side of the road). 90% have
some problems with alcohol and drugs and
they go to a library here and sit inside in the
winter time and in summer they are in the
park. They go to laundry store here. They
can sit inside and it's warm.”

The night shelter is operated by social vo-
lunteers who prepare the food and have a
conversation with the residents of the shel-
ter.
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According to the manager, the volunte-
ers “are normally here for 2-3 hours from 9
o’clock in the evening til midnight. They talk
with the guys who come here, some of them
make some food, some tea, some coffee. Just
normally social work, just sitting and playing
cards or backgammon stuff like that.”

The manager was also asked if he knows
what homeless people eat during the day
and how big of a problem food is for them.
He answered: “There’s a lot of free food in
Copenhagen. It's not the food that is the prob-
lem for the guys that live on the street ... it's
the shelter place. You can eat for free in Ves-
terbro, in Mandeshjem | think, some Christian
organisation make food for free. So you can
live here in Copenhagen with free food but no
shelters, you have to sleep outside. But you
can get something to eat. “

It was asked if the shelter considers the di-
ets that any of the shelter residents may
have. The manager answered: “we ask but
they don't care (if they have a special diet),
they have bigger problems. Some of the guys
who are here, they get a lot of medicine, and
we take care of the medicine for them we have
it out here in small boxes, so when they get
here they get their own box and they take the
medicine they need and put it here because if
they have it in their pocket in the street they
will lose it. But they come in and out from the
hospitals.”

According to the interviewee, the shelter
receives food from FgdevareBanken reg-
ularly, once every week. He said “We make
something out of what we have. We don’t buy
anything. Sometimes we don’t get no meat, no
veg. Rice, pasta, beans, coconut milk and stuff
like that so we can produce some hot meals”.
The food they receive from the organisa-
tion is mainly canned, frozen and dried
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food that is close to expire. They also have
other partners, from where they receive
frozen soups, coffee and tea.

The interview with the manager of the night
shelter gave information on the needs of
the shelter and its residents. The problem is
not with the quantity of the food but rather
the food's versatility. As the manager said,
the homeless people can find ways to get
food and the shelter has resources to pro-
vide hot meal every evening when they are
open, but many times it means frozen soup
and canned food. In this case, the shelter
only occasionally receives other than con-
served food, therefore they are in need for
bakery products, fresh fruits and vegetab-
les. The manager confirmed that he would
collaborate with Foodsharing CPH in order
to receive the foods that they lack. A col-
laboration would make it possible for the
shelter to cook more versatile dishes and
by giving fruits and vegetables, the shelter
residents would get more nutritious food.



3.5. Summary of Discover phase

In the Discover phase, information about
the research area was collected. A deeper
understanding was gained in the prob-
lem of food waste and different initiatives
that try to find solutions for this sustaina-
bility issue. The Discover phase focused
on Foodsharing CPH and the researcher’s
participation on the organisation’s events
helped to get more information about the
movement. The movement aims to redistri-
bute surplus food and by doing this, redu-
ce food waste produced by the wholesalers
and retailers. Interviewing volunteers and
different actors also helped to learn more
about the motivations of people that are
somehow part of the food sharing move-
ment. The findings showed that volunteers
participate in the movement in order to get
free food, but they would also like to help
others and be part of the community of
Foodsharing CPH.

Two other organisations that deal with
food waste in Copenhagen were also exp-
lored. They are all non-profit organisations
that focus on different aspects of food wa-
ste. Stop Wasting Food is active in different
areas, e.g. prevention, household food wa-
ste, etc. They work with policy makers and
supermarkets to reach their goals. Fgdeva-
reBanken redistributes surplus food to the
most vulnerable people, by transporting
food from food producers and wholesalers
to shelters.

The researcher conducted action resear-
ch and participated in many activities such
as events organised by Foodsharing CPH.
Participation on the different events and
meetings helped to discover the interest
of some members in the redistribution of
surplus food to shelters. After finding out
about this interest, the focused shifted to

the shelters and their needs. It was found
that although FedevareBanken supplies
shelters around Copenhagen with food
regularly, they mainly provide packaged
foods in order to meet the food safety
regulations. Because of the regulations,
they need to have special equipments (for
example a van that keeps the right tempe-
rature for the food products while they are
being transported) which makes the trans-
portation expensive and the organisation
dependent on donations. Although shelters
have some food to give to the vulnerable
people, the lack of nutritious food such as
fruits and vegetables and bakery products.
After this discovery, the aim was to design
a service that would help overcome this
problem as well as reduce food waste.
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3.5.1. Limitations

More information would have been collected if there was more time in the
project for it. Participation in more meetings and events of Foodsharing
CPH before starting the project would have given more initial information.
The plan was to make more interviews with different actors but it was
difficult to coordinate with some of the stakeholders. It was also difficult
to find an interviewee in the shelters. The employees of the shelter mostly
refused to answer questions and they redirected the researcher to their
supervisors who did not answer any of the emails. The researcher could
have approached them in a different way and build a connection before
asking the employees of the shelter for an interview.

A survey conducted by Foodsharing CPH was used to gain more informa-
tion about the motivations of the volunteers and event participants. The
survey was filled out by 103 event participants and 31 volunteers. This
is sample is not big enough to represent what the motivations of these
groups are. In the future more research is needed in order to get a clearer
picture about who are visiting the food sharing events and why.

Volunteers of Foodsharing CPH were interviewed to find out what their
motivations are in helping on the events. Although most of them mentio-
ned that they participate to help people or because of the community, la-
ter on when the researcher volunteered on the events and talked to more
volunteers casually, it was found that their main motive mostly is the free
food. The reason for the different findings could be because as part of an
interview the volunteers might not want to say that they participate for the
free food, but when the researcher asks them just as volunteers, they were
more honest about their motives.
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Discover / Define Develop / Deliver
Explore Create

Understand

Figure 16 : The Double Diamond (Design Council, 2018)

4. Define

The second phase of the Double Diamond is Define. Here,
the designer makes sense of the output of the Discover
stage. The objective of this phase is to analyse and struc-
ture the findings from the previous stage and to define
the main issue or challenge of the project (Design Council
& Technology Strategy Board, 2011). In this project, value
maps, stakeholder maps and ecosystem maps are used to
gather insights from the findings.
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4.1. Organisation structure

Based on the research from the Discover
phase and the researcher’s participation in
the aforementioned events, the structure
of the organisation can be defined. As seen
on the Figure 17, the organisation is run by
the board members. The board members
are elected for every half year and they
organise the work groups that are Admi-
nistration, Event team, Food collection and
PR & Marketing. There is a board meeting
every month, where the members discuss
what happened in the last month and how
to proceed further. The board meetings are
open for anyone, as they would like to be
transparent in what they do and anyone
can have a saying.

In each working group there are shift le-
aders, who are coordinating the tasks of the
volunteers on the events. The volunteers
are the ones that work on the events. On
the 20th of April 2018 there were 801 mem-
ber of the volunteers’ Facebook group, but
the number of active volunteers is around
150. The volunteers can decide how much
they would like to get involved in Foodsha-
ring CPH. If they do not want any responsi-
bilities or they do not have more time, they
can decide to just work on the events, but
they can also take different roles in the or-
ganisation: they can become part of a work
group, become shift leaders and/or parti-
cipate on the board meetings and works-
hops.
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Figure 17: Foodsharing CPH’s organisational stucture
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4.2. Stakeholders map

Stakeholders map visualizes all the impor-
tant actors of a product, service, system or
experience (Stickdorn et al.,, 2017, p.60).
The stakeholders map groups the actors
based on their interest, importance or
influence on the service which helps to get
an overview of the relations between the
service and the actors (Stickdorn & Schnei-
der, 2011). In the case of Foodsharging CPH
(see Figure 18) there are two main groups:
the internal and the external stakeholders.
The internal stakeholders are those who
provide the service such as the volunteers
or the shift leaders. They are key actors in
the service as they are the ones that orga-
nise the events, make collaborations with
external stakeholders and redistribute the
food surplus.

There are three groups of external stake-
holders and all these groups are essential
for the service to happen. The suppliers are
the ones providing the surplus food for the
food sharing events. The hosting places are
both culture houses that allow Foodsharing

Supermarkets

CPH to organize the events there for free.
Users are the actors who take the collected
surplus food and this way prevent food to
become waste. Since the volunteers and
shift leaders of an event also take surplus
food as a payment for their work, they can
also be considered users of the service.

In some cases when there is food left after
the events, volunteers take it to shelters,
but this only happens occasionally. The
stakeholder map not only helps designers
to identify actors that are connected to the
service, but it also helps to change the ser-
vice system by the rethinking relationships
between the service and the stakeholders.
Visualizing the stakeholder map gives an
opportunity to the designers to change the
weakening or strengthening relationships
between the actors (Stickdorn et al., 2017).
On the current stakeholder map, the only
stakeholder that has less importance are
the shelters that are not a continuous part
of the service. Changing this relation can be
an opportunity for Foodsharing CPH to find
new ways to redistribute surplus food.

Private food donors

Shelters

Event participants

Figure 18: Foodsharing CPH's stakeholder map
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4.3. Value map

After the stakeholders were defined in
Chapter 4.2., the values that they have in
the the Foodsharing movement is map-
ped. The values can be mapped on the
value constellation tool which represents
the “network of actors and their relationships
that jointly create an offering” (Patricio et al.,
2011, p.182). The value constellation mo-
del helps to understand what the organi-
sation is offering to the users (ibid.). Since
it is a voluntary non-profit organisation, it
is important to understand why the diffe-
rent actors participate in the activities of
the organisation. The food suppliers repre-
sent the wholesale markets, supermarkets
and bakeries where the food is collected
from. Food waste cost money for the who-
lesale or retail businesses as they need to
pay for someone to take away their waste.
Foodsharing CPH (see Figure 19) helps to
get rid of the waste and this way they have
to pay less to get rid of the waste. Some of
the food suppliers also donate food even
though it was not going to waste, as they

Fight food

Hel h
waste elp others

"/

participants

Figure 19: Foodsharing CPH’s value map
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would like to help people who are in need.
The driver, who helps the food collection
gets money from the organisation to cover
the expenses. This way it is guaranteed that
Foodsharing CPH will have someone to do
that job for all the events. The driver can
also get food from the collections.

The members of Foodsharing CPH are the
board members, shift leaders and the vo-
lunteers that are working in the organisa-
tion. For many of the members free food is
an important value in the movement, but
during the interviews people also mentio-
ned that they like to talk to people on the
events and this way help to those who are
in need. Community is also an important
aspect for the volunteers as well as crea-
ting awareness for food waste. The event
participants mainly see value of the free
food that they can get from Foodsharing
CPH, but they also see the value of fighting
food waste.

Free Food




4.4. Ecosystem map

The ecosystem map is similar to the stake-
holder map but it does not only include
people or organisations but relevant sy-
stems, platforms or interfaces as well.
The ecosystem map helps to visualize re-
lationships and interactions between hu-
man and machine or machine and machi-
ne, whereas stakeholder map only shows
relations between human and human.
“Nowadays, there is no service or physical pro-

e |nformation

Food Foodsharing CPH
Money /\
Volunteers Shift leaders
Board members \_7 Drivers
Shelters

a

Event participants

Figure 20: Foodsharing CPH’s ecosystem map

Online platforms
Facebook
Volunteer Local
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Instagram

duct without additional or connected services
or products, whether physical or digital” (Stic-
kdorn et al., 2017, p.62). Ecosystem maps
can be complex, therefore it is not needed
in every cases to go into details, instead it is
better to zoom out and look at the different
levels of the whole system. The ecosystem
map shows the actors, sectors and their re-
lationships or value exchanges (ibid, p.63).

Hosting places
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Private food donors
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In the case of Foodsharing CPH, the ecosys-
tem map (see Figure 20) contains four bigger
groups: Foodsharing CPH, Locations, Suppli-
ersand Online platforms. The online platfor-
ms are crucial for organising the events and
manage the volunteers. Through the online
platforms, the board members and shift
leaders can share information with the vo-
lunteers and the participants of the events.

The value exchange is also visualized on the
ecosystem map. There are three values: In-
formation, Money and Food. Information
flows between the actors of Foodsharing
CPH since there is coordination needed for
organising the events. Money flows from
the event participants in the form of do-
nations to Foodsharing CPH. The organi-
sation uses the donations to pay a fee for
the driver and rent the van for the events.
The food is collected mainly from the supp-
liers, but occasionally Foodsharing CPH
receives donations from private people.
From time to time surplus food from the
events is donated to shelters, but so far
there was no information flow between
Foodsharing CPH and the shelters to map
out the values and the needs of the actors.
The ecosystem map shows how one sided
the relation between Foodsharing CPH and
the shelters has been. Collecting more in-
formation can help to discover opportuni-
ties for collaboration between the actors.
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4.5. Problem definition

After the Define stage of the process, the problem area was investigated
and the problem definition is more clear than in the initial problem formu-
lation. The initial research question was: How to apply service design thin-
king to support the services of Foodsharing CPH? During the Discover and
Define phases, it was found that there is an interest from some members
of Foodsharing CPH to create a service, where the surplus food would be
redistributed to people in need. After finding this interest, the project con-
tinued on with targeting shelters. Therefore, the research area changed
and the final research question was formed:

How might we use service design thinking to create a
service that redistributes surplus food to shelters?
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4.6. Summary of Define phase

At this stage, insights were generated based
on the findings from the Discover phase.
First, the organisational structure of Food-
sharing CPH was mapped to visualize the
different positions and working groups. In
this phase, the stakeholders were mapped
out as well as their relations and values.
The value constellation showed the moti-
vations of the stakeholders, which helped
to understand why each actor participate
in the food sharing movement. The ecosy-
stem map tool helped visualizing the roles
of the stakeholders and how information,
money and food flows between the actors.

This stage yielded a deeper understand-
ing in how a volunteer-based organisation
works, by gathering insights about Foods-
haring CPH and other services around it.
These information can later be used when
considering how the new service could be
organised and how it could be connected
to Foodsharing CPH. The maps used at this
phase also helped to gain an overview on
how the shelters are connected to the orga-
nisation. The shelters do not have a strong
connection to Foodsharing CPH, as they
only get food from the organisation rarely,
if there is any left over after the events. This
thesis project aims to change that and de-
velop a service that supplies shelters with
food regularly. At the end of the Define sta-
ge, the final research question was defined
based on the research and the insights.

4.6.1. Limitations

As it was mentioned at the limitations of
the Discover phase, there was not en-
ough time to do interviews with even more
stakeholders, which might have resulted in
different insights for the rest of the thesis

34

work. The researcher did not participate
in the events or workshops of each of the
working groups of Foodsharing CPH, which
would give more information on how each
part of the organisation operates. Since the
researcher did not take a closer look on
each of the working parties, while using the
ecosystem map tool, the organisation was
just broke down into board members, shift
leaders, driver and volunteers. If the exact
roles of the working groups were defined,
the ecosystem map could be changed.
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Figure 21 : The Double Diamond (Design Council, 2018)

5. Develop

In this phase of the Double Diamond, the objective is to
create a solution for the problem and refine it by iterating
between testing and prototyping. The iterations give an
opportunity to find and correct errors in the service and
design the details. The Develop stage also aims to prepare
the service for implementation and form the whole experi-
ence for the end user. (Design Council & Technology Stra-
tegy Board, 2011) In the case of the thesis project many
different tools and methods are used such as a co-creation
workshop, storyboard, user journey and motivation matrix.
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5.1. Co-creation workshops

According to Stickdorn and Schneider
(2011) one of the principle of service design
thinking is that the service design process
is co-creative. This means that as many
stakeholders should be included during
the design process as possible. The aim for
co-creation is that the different stakehol-
ders work together “collaboratively in order
to examine and innovate a given service
experience” (Stickdorn & Schneider, 2011,
p.198). By involving many actors in the
co-creation, new perspectives and directi-
ons can be brought up. During the co-cre-
ation session, the role of the designer is to
facilitate and moderate the conversation to
make sure to get the results that are nee-
ded for the design of the service. The ideas
generated on the co-creation workshop
then will be used as inspiration by the de-
signer who further develop and detail the

service (Stickdorn and Schneider, 2011).

5.1.1. First workshop

The co-creation workshop took place in the
first week of April 2018. There were four
participants for the entire duration of the
workshop and two other persons who par-
ticipated only at parts of the session. Three
board members were present at the work-
shop, including the one that is responsible
for the food collection in Foodsharing CPH.
One other participants is a shift leader and
a committed member of the organisation.
Another participant was part of the Foods-
haring movement since it started in Copen-
hagen and she is still active on events. A vo-
lunteer was also present who participates
on the events and has interest in the mo-
vement. The manager of the shelter’s night
cafe was also invited to participate on the
workshop, but unfortunately he could not
join.
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The co-creation workshop started with a
brief presentation of the researcher. In this
presentation information about the shelter
was provided to give ideas to the workshop
participants about how the shelter and its
food supply work. The presentation also
contained information about the peop-
le that go to the shelter, to give the parti-
cipants ideas about who they would help
with the service. After the presentation,
the workshop proceeded to two discussion
topics:

1) How the Foodsharing CPH could share
food with a specific shelter, and

2) How Foodsharing CPH could share food
with shelters in Copenhagen.

The participants were provided with two
maps of Copenhagen which were used to
facilitate the discussion. The first map sho-
wed the specific shelter and the possible
food donors, and the second map showed
all the shelters the researcher visited and
the possible food donors. The maps hel-
ped to visualize the challenge and show the
stakeholders that needed to be connected.

The researcher planned to start the co-cre-
ation workshop with a brainstorming ses-
sion, where the participants’ task was to
come up with a solution that is not neces-
sarily realistic at the moment to implement.
The researcher’s idea behind this exercise
was to get different kind of ideas of how
surplus food can be shared with shalters,
which then could have been simplified and
transformed to be more realistic. However,
the participants only wanted to focus on
solutions that are already possible to imp-
lement and did not want to spend time on
ideating on solutions that are unrealistic at
the moment.

The workshop was an open discussion
about the two questions. Since members of
the food collection team were present, they
were able to propose new food donors that
are located close to the shelter and would
probably be up for collaboration. The lo-
gistics of how the surplus food would be
collected and brought to the shelters were
discussed as well as the equipment and vo-
lunteers that are needed.

It was also discussed how the volunteers
can be motivated to bring food to shel-
ters. The main idea was to give free food
to the volunteers as most of them are mo-
tivated by that. As one of the participants
says: “Some of them are motivated by dee-
per causes but most of them are here for the
food.”

First it was suggested that the volunteers
could get food for free at the Foodsharing
CPH events such as the other volunteers
that do work outside of the events:

“Lot of people go to the bakery [for bakery col-
lection for Foodsharing CPH] because the next
day then they can pick up food”

It was then suggested that the volunteers
could just take food from the food donors
while they collect the surplus food:

“You can simply tell the supermarket that we
will take food and the volunteers can take
whatever they want. They get food, shelters
get food, everyone happy”

It was discussed how the new concept
would help Foodsharing CPH to raise
awareness about the issue of food waste.
The participants of the workshop said:

“It's raising awareness among volunteers be-
cause we have even more people involved in
basicly moving the food waste. This way they
will get more insights in how much waste is
produced”
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“They [volunteers] are actually seeing it [the
amounts of food waste] first hand as opposed
volunteers who come here [to the Foodsha-
ring events] see a big pile of food they don't
know where it comes from they don’t know
how it works, but these guys will see it first
hand because they are at the shop “this is all
the food that’s gonna go in the bin”

Lastly, the participants discussed how
Foodsharing CPH and the food donors
could benefit from the new concept. The
participants agreed that bringing food to
shelters and helping people in need could
be used as PR for both the food donors and
Foodsharing CPH. Foodsharing CPH could
furthermore benefit from the concept sin-
ce it could be used for raising awareness.
At the moment only the members of the
Food Collection team pick up the food, and
they are the one facing the amounts of food
that is being thrown out. The new concept
would allow more volunteers to see what is
going on at the food donors and how much
food is saved by them.

5.1.2. Second workshops

After the first workshop, one of the par-
tiAfter the first workshop, one of the parti-
cipants - who is a member of the board of
Foodsharing CPH - asked all the other board
members to vote if they allow the project
to run under the organisation. One board
member blocked the idea of sharing food
with shelters in Foodsharing CPH, because
he thought that “it undermines unconditio-
nal sharing of food”. By this he meant that a
service in Foodsharing CPH that only brings
food to shelters would not allow anyone to
get food because only the residents of the
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shelters benefited from it.

Based on the result of the vote, a second
workshop was organised to discuss how
the project could take form outside of
Foodsharing CPH. On the second workshop
volunteers and board members of Foods-
haring CPH participated. The participants
decided that a name should be created for
the new service to differentiate from Food-
sharing CPH, who would be a partner. “We
need to collaborate with Foodsharing CPH be-
cause they have the volunteers and the name.
In return, helping shelters could be good PR
for them”.

The workshop ended with a brainstorm ses-
sionwhere the concept's name was created.
The participants said words that the servi-
ce can be associated with, and then they
ideated together. Finally the participants
came up with the name ‘Madbroen’, whi-
ch means ‘The Food Bridge’ in English. The
participants thought that this name would
reflect what the project is about: bridging
the gap between food retailers who have
food surplus and organisations that could
use the food to help people in need. This
way the surplus food gets saved from going
wasted and shelters could provide more
versatile meals to the their residents.



5.2. Design brief

In this section the concept of Madbroen will be introduced
briefly. This will clarify the core of the service and its aims.

What?

Madbroen is a service that organises the collection and redistribution
of surplus food to shelters. The surplus food is collected from super-
markets and bakeries by volunteers and brought to shelters where it
gets distributed amongst people in need. In return to their work, the
volunteers are also allowed to take any surplus food that they find at
the supermarkets and bakeries. In order to coordinate the volunteers,
a website is made where the volunteer shifts are announce and can
be booked.

Why?

Madbroen’s aim is to reduce food waste that is produced
by supermarkets and bakeries. The concept tries to fight
food waste in a way that it helps people in need, therefo-
re those who might not have enough nutritious food on
a daily basis. Madbroen also aims to create awareness
of the problem of food waste by bringing volunteers to
the food donors where they can see how much food is
actually going to waste.

WHO?
Madbroen is operated by volunteers and it is bringing food for
shelters in Copenhagen. At the beginning Madbroen will collabo-
rate with one shelter as a pilot project but the aim is to discover
the needs of other shelters around the city and bring surplus
food to as many of them as possible.

When?
The food collection and redistribution depends on
the availability of the supermarkets and bakeries, and
the needs of the shelters. Ideally, the volunteers of
Madbroen bring food to shelters once every week.
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5.3. Test of the initial idea

The owner of a bakery close to the shelter
was contacted by one of the volunteers
who donates food from time to time and
therefore has a good relation with the wor-
kers of the bakery. The owner of the bakery
agreed that Madbroen can take bread on
Mondays for the shelter and the volunteers
who comes to pick up the bread are allo-
wed to take food for themselves. After the
agreement was made, the researcher went
to pick up surplus bread from the bakery
on two Mondays in a row to then bring it to
the shelter.

5.3.1. First test of the idea

On the 23rd of April, the researcher went
to the bakery 5 minutes before closing and
there were already two other persons who
were waiting for the bakery to close so they
could take the surplus food. While waiting
for the shop to close the researcher had
the chance to talk to these volunteers.

One of them was a local who lives close by
and he goes to the bakery regularly to pick
up bread and brings it to a shelter in the
area. He knew about other bakeries whe-
re no one goes to to pick up surplus food
and he also knew about shelters in the area
that would be happy to receive that. He had
useful knowledge in food donation, pos-
sible food donors and shelters in the area.
Although he donates bakery products reg-
ularly, he brings the food to different shel-
ter every time therefore the shelters do not
know if they are going to receive any bread
that day or not, and when is the next time
they will receive food. The other volunteer
who came to the bakery to pick up surplus
food was a volunteer of a shelter that brings
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bread from the bakery to the same shelter
regularly (every Monday and Wednesday).

Although there were three persons picking
up bread, there were more than enough
surplus bakery products for all of the vo-
lunteers. There were even some buns and
bread that had to be thrown out, because
the volunteers did not have the capacity to
take all the food. It seemed that there are
some people that already do what Madbro-
en would do, but not in a coordinated way.
After the bakery collection, the question
emerged: what if more volunteers bring
bakery products to the same shelter be-
cause of lack of coordination? In this case
the shelter might end up throwing the sur-
plus food out anyways, because they would
receive way more than what the shelter re-
sidents could consume.

Another question also emerged during the
test of the first idea. One of the volunteers
mentioned that he is doing the bread do-
nation unofficially. He explained that if he
would transport the donated food officially
then he has to meet the requirements of
Fedevarestyrelsen (Danish authority that
controls businesses that deal with food).
This is something that Madbroen needs to
take into account if the service is about the
transportation of the food.



5.3.2. Second test

The researcher went to the bakery again
on the next Monday (30th of April) to pick
up surplus bread to bring to the shelter.
The researcher met the other two volun-
teers again, but this time there was just a
little bread left to take and it was already
given to an event on the 1st of May. This
meant that there was nothing left for the
shelters that day, while according to one
of the volunteers, although there was too
much left the day before and no one came
to pick it up. The same volunteer told the
researcher that the shelter has enough
bread at the moment. After learning about
that there was not enough bread left for
the shelters, the other volunteer started

to call bakeries in the area if they have any
surplus that could be picked up by her. The
shelter she brings bread to was counting
on her delivering the donated food, there-
fore she had to find another food donor at
the last moment.

This shows that there is a lack of coordi-
nation between food donors and volun-
teers as well as among volunteers that
collect the surplus food. There are already
organisations (for example Foodsharing
CPH) or communities that take the sur-
plus food from bakeries on a given day,
but the quantity of the surplus food is
never guaranteed, it always depends on
how much food the bakery can sell that
day. The conclusion from the second test
round was again that there is a need for
information about the amount of food at
the donor, information about the actual
needs of the individual shelters and some
sort of communication between the volun-
teers before they go to pick up the food.
With better information flow the surplus
food around the city could be redistributed
more efficiently.

Figure 24: Bread delivery to the soup kitchen

Figure 25: Bread delivery to a shelter
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5.4. Iteration of the idea

Based on the information that was gained
during the two test rounds of the initial
idea, changes had to be made in the con-
cept of Madbroen. From the results of the
testrounds it was found that there is a need
for a tool which would allow information to
flow between the actors and would make
the coordination more efficient. As part of
the original concept, Madbroen would have
a website where the volunteers could sign
up for shifts and this way the food supply
of the shelter could be regular. At this point
the way the volunteers are organised is
similar to the way Foodsharing CPH does
it. What the participants of the workshop
did not take into account is that unlike the
food donors of Foodsharing CPH, the pla-
ces that would donate to Madbroen have
different amounts of surplus food. The
need of the shelters can also change from
week to week. They do not know what kind
of food they are going to receive from their
donors. For instance the shelter sometimes
receives bread from FgdevareBanken, but
they never know when and how much. If
the volunteers are organised to bring ba-
kery products once a week, but the shelter
also receives bread that week from other
food donors, then some of the food might
end up thrown out. Madbroen fights aga-
inst food waste, therefore the concept ne-
eds to make sure that the donated food
gets to the people who need it and will be
used instead of go to waste. The concept
of Madbroen therefore was changed to fo-
cus on the website, which can be used as a
platform where food donors and shelters
could share information about their availa-
bility and accessibility.

The improved concept of Madbroen is more

user-centred. Through the test rounds
more information was gained about the
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experiences of users which should be in
the focus throughout the service design
process according to the principles of servi-
ce design thinking (Stickdorn & Schneider,
2011).

During the test rounds it was also found
that there are different regulations that
would apply for Madbroen if it would trans-
port food products. This was not taken
into account when creating the concept.
The concept should focus on the interac-
tion between the actors instead on the
transportation of the surplus food. This
way Madbroen would provide information
about where the surplus food is and where
it is needed but the actual transportation
would be externalised, therefore the regu-
lations would not apply.

The figures below visualize how the plat-
form would work. Figure 26 gives an over-
view on what information would be provi-
ded from the food donors and the shelters
and how the information would be proces-
sed. The figure also shows that the plat-
form uses the information to create shifts
that the volunteers can choose. This way
the volunteers get information about their
shifts and can transport the food from the
food donors to the shelters. Figure 27, 28,
29 and 30 show how the information is pro-
cessed by Madbroen and how the shifts are
created.
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Figure 27: Matching needs with types of surplus food

2. Matching availability
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Figure 29: Matching locations

4. Creating shifts:
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Figure 30: Creating shifts
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5.5. Storyboard

Astoryboardis created for Madbroen which
is a set of “drawings or pictures that visualise
a particular sequence of events” (Stickdorn &
Schneider, 2011, p.186). In this thesis, the
storyboard is used for illustrating some of
the common service moments. The story-
board tells stories and important aspects
of the user experience. It can be used as a
tool for discussions about the service but it

also helps the designer to imagine how it
is to be the user of the service. (Stickdorn
& Schneider, 2011) A few stories were sket-
ched for the service of Madbroen (see Figu-
re 31) to specify some of the aspects of the
concept. The sketched service stories are
used as a base for the user actions in the
user journey tool (see Chapter 5.6.).
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Figure 31: Storyboard
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5.6. User journey

Theuserjourneytoolisusedtoillustrate the
steps the main actor is going through, while
using the service. The main actor of the ser-
vice can be customers or employees of the
service provider. In the case of Madbroen,
the main actor is a volunteer who signs up
for a shift to pick up surplus food and bring
it to a shelter. The user journeys can visua-
lize both existing or future experiences and
it is used for identifying gaps in these user
experiences and to discover potential so-
lutions. (Stickdorn et al., 2017) In the case
of Madbroen, a future-state user journey
is made to “help people to imagine, under-
stand, and even experiment with the poten-
tial experience and context of use” (Stickdorn
et al., 2017, p.50). On the user journey of a
volunteer of Madbroen (see Figure 32), the
experience starts from the moment in whi-
ch the volunteer discovers the concept of
Madbroen and signs up for the first time
for a shift. The user journey follows the vo-
lunteer through the whole experience of
finding out about the service until after the
service ended.

The user journey contains six rows whi-
ch are the Stages, Actions, Channels,
Thoughts, Stakeholders and Emotional
journey. Furthermore, the user journey vi-
sualizes when the actions happen. The first
row contains the stages of the service that
are used for structuring the user journey
(Stickdorn et al., 2017). Madbroen’s user
journey contains four main stages: Infor-
mation, Sign up, Use and Follow up. Each
of the stages contain several steps that are
visualized in the “Actions” row. These acti-
ons are a “sequence of steps from the per-
spective of the main actor” (Stickdorn et al.,
2017, p.46). The different steps represent
an experience the user has with the servi-
ce which can be through digital interface or
talking to a person. (Stickdorn et al., 2017)
After the actions, the channels are visuali-
zed on the user journey. The channels re-
fers to the communication that happens
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during each step of the journey and it can
be for example apps, websites, face-to-face
conversations or printed materials. (Stic-
kdorn et al., 2017) On the user journey of
Madbroen the channels are the online plat-
form, printed materials, text messages and
face-to-face interactions.

After the Channels, the Thoughts row rep-
resents what the user would say about the
actions that were carried out. This helped
to imagine how the users would react at
the certain steps of the service. In the user
journey of Stickdorn et al. (2017), the stake-
holders were also visualized on the model|,
and since all actors (volunteers, shelters,
food donors) are equally important for the
service to happen, they were included in
the next row of Madbroen’s user journey.
The stakeholders are visualized at the steps
where they interact with the user through
different channels. Lastly, in the next row,
the emotional journey of the users was vi-
sualized. At each step the satisfaction level
of the user was illustrated in order to iden-
tify any issues with the experience. (Stick-
dorn etal., 2017)

The user journey tool helped detailing the
service and defining how each step would
happen. It was also used for identifying at
which steps the volunteer would need infor-
mation from which stakeholder. The user
journey helped exploring how the potential
volunteers could learn about the concept.
Madbroen could be advertised among the
volunteers of Foodsharing CPH, but to get
volunteers besides that, some printed ma-
terials at the food donors can be a solution.
As the user journey begun to detail the ser-
vice, it will later be used as a base for the
blueprint in Chapter 6.4.
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5.7. Platform canvas

Online platforms are those that bring
“people and/or businesses together. They
help facilitate social and commercial exchan-
ges of goods, services and information which
would not otherwise happen.” (Oxera, 2015,
p.8) The platform of Madbroen is analysed
by using the Platform Canvas which is a
tool that proposes a structure for the plat-
form. The platform canvas was developed
by Choudary, Parker and Alstyne (2015,
p.137) and it helps to build “interaction-first
platform businesses”. These platforms are
based on interactions therefore they need
to be developed in a way that they become
desirable for the users to participate in the
interactions that these platforms enable.
On these platforms the value is co-crea-
ted by the producers and the consumers
so these actors need to be able to join the
platforms easily. (Choudary et al., 2015)

According to Lusch and Vargo (2011) value
is always co-created and defined by the
beneficiary of the service. The necessary
resources for the service are integrated
by both the beneficiary of the service and
the service provider (Lusch & Vargo, 2011).
In the case of the platform of Madbroen,
the value is created for the actors if all
the actors participate in the service. If the
food donors do not participate, then there
would be no surplus food for the volunte-
ers to take. The volunteers are needed in
the redistribution of the surplus food and
the shelters are needed to take the surplus
food in order to reduce the food waste and
help people in need.

Since these interaction-first platforms are
open to anyone, they are open to misuse,
therefore the platform need to manage
the participation of the actors by filtering
and curating content and actions of the
users. The interaction based platforms can

enable multiple interactions, but they must
have one main interaction and all the ot-
her interactions are strengthening the core
interaction. Because of the importance of
the main interaction, the design of the plat-
form starts by building the core interaction
(Choudary et al., 2015). The core interacti-
on in the case of Madbroen is volunteers
booking shifts. More specifically the vo-
lunteers can see information about food
surplus and needs of the shelters in their
area and according to this information they
can sign up to go to the food donors and
take the surplus to places where it is nee-
ded. Aside from this interaction, there are
other ones for example food donors can
update the amount of surplus food they
have for the day and what time it can be
accessed. Another interaction is that the
shelters can update their needs for food on
the platform. For example if they are out
of bread, they can let the volunteers know
on the platform. The shelters can also give
information about the times when the food
can be delivered. The food donors and the
shelters are providing resources (informa-
tion) for the volunteers and based on this
information the core interaction (signing
up for the shifts) can happen.

“The platform provides an infrastructure for
the creation of value and enables the trans-
fer of value from producers to consumers”
(Choudary et al., 2015, p.139) Based on the
platform canvas by Choudary et al. (2015),
the different aspects of Madbroen were
defined (see Figure 33). The creation of a
platform canvas starts with defining the va-
lue that the core interaction will provide for
the consumers. In the case of Madbroen,
the value is information about the availabi-
lity of food products that are up for dona-
tion and information about needs of those
food products.
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Figure 33: Platform canvas

The producers of the platform are the food
donors (supermarkets, markets, bakeries,
etc.) and the receivers (shelters, student
dorms, etc.). The consumers of the platfor-
ms are the volunteers who sign up on the
website to bring the food from the food do-
nors to where it is needed.

In the next stage of the platform creation,
the channels, the access control and the
filters are defined (Choudary et al., 2015).
These are necessary in order to “balan-
ce the creation of an open, participative sy-
stem with the need for quality control and
relevance” (Choudary et al., 2015, p.140).
The channels represent the form of a plat-
form which enables the interaction bet-
ween the producers and the consumers.
For Madbroen, the platform is a website
where the producers and consumers can
create a profile and interact with each ot-
her. Through access control, the platform
can define what kind of producers are allo-
wed to use the platform and how they can
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Capture
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use it (Choudary et al., 2015). In the case of
Madbroen, all the food donors should be
approved before they can start donating
food. Not all kind of food donors would
be able to donate food products for safety
reasons. For instance meat and dairy pro-
ducts might not be safe to consume, as the
food receivers can not know how the food
was stored before. Only bakery products,
packaged foods, fruits and vegetables can
be donated through the platform.

The platform also need to create filters for
the consumers to ensure that they get is
relevant for them (Choudary et al., 2015).
Madbroen can filter the information pro-
vided to the consumers based on their lo-
cation and their needs for food products.
Location filter means that the nearest food
donors and receivers could be shown fir-
st for the consumers. The volunteers that
bring the food from the donors to the re-
ceivers are also allowed to take from the
surplus food.
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The consumers can filter the information
based on what kind of food they would like
to get. For example if they need bakery pro-
ducts, the platform can prioritize the food
donors that have surplus of bakery pro-
ducts, therefore the volunteers would get
the kind of food that they need.

In order for the platform to provide the in-
teractions, it needs to give tools and servi-
ces for the producers and the consumers.
These are creation, curation and customiza-
tion, and consumption. Creation tools and
services could be softwares and interfaces
that enable the content creation. (Chouda-
ry et al., 2015) For Madbroen, the content
creation happens through filling out a spre-
adsheet where all information is specified
by the producers. This information could
be the sort of surplus food the donor has,
the needs of the receivers, the availability
of the food (when it can be picked up and
dropped), etc.

The Curation tool “details the features, func-
tionalities and services that enables curation
and customization on the platform” (Chou-
dary et al., 2015, p.143). Madbroen takes
the information from the food donors and
the receivers that need the surplus food,
and matches the information by the ne-
eds and the locations. In order to match
the information by location, Google maps
can be used. Consumption tools are those
that “serve value to the consumers” (Chouda-
ry et al., 2015, p.143). On the platform of
Madbroen, the information can be viewed
through the user interface which consist of
a map that shows suggested routes for the
volunteers based on their locations and/or
needs.
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Lastly, the currency and capture should be
defined on the platform canvas. The cur-
rency represents the way the consumer
pays to the producer during each interacti-
on that happens on the platform. (Chouda-
ry et al., 2015) On the platform of Madbro-
en the currency is that the volunteers help
the food donors to lower their food waste
and at the same time help people in need
which could be used by the food donors in
their public relations.

Capture refers to the way the platform cap-
tures value from the interactions. This can
happen through charging either the produ-
cers or consumers of the platform, but it
can also happen by charging a third party.
(Choudary et al., 2015) Since Madbroen is
a non-profit project, it does not charge the
producers or consumers for using the plat-
form, as the aim of the platform is to help to
reduce food waste and charging any of the
actors may result in the users quitting the
platform. The platform canvas proposed by
Choudary et al. (2015) is for platform busi-
nesses that are profit oriented. Madbroen'’s
aim is not to get profit but to create social
values such as reducing food waste, help
people in need and bring people together.

Developing the platform canvas for
Madbroen helped to understand how the
interactions between the different actors
will happen and how the value will be crea-
ted. It helped to make a draft of how the
platform is going to built up and focused
on the core interaction.



5.8. Madbroen’s stakeholders map

Since Madbroen is a new service, a new stakeholder map is
created (see Figure 34) to demonstrate the actors and their
influence. As it was discussed before in Chapter 4.2., stake-
holder maps are intended to visualize the most impor-
tant organisations, groups or persons that are “somehow
connected to or has an interest in a project, organisation or
product” (Stickdorn et al., 2017, p.63). Similar to Foodsha-
ring CPH's stakeholder map, the stakeholders are in four
groups: users, suppliers, volunteers and partners. Each
stakeholder on the map is equally important to the others
as there would be no service if even one of them would be
missing.

The new stakeholder map helped to identify the important
actors in the service. Based on the stakeholder map, the
ecosystem map and the motivation matrix can be created
which will help to demonstrate the service in detail.

Food donors Bakeries Users
Supermarkets Volllteers
Madbroen
Foodsharing
Shelters CPH
Food receivers Partners

Figure 34: Madbroen'’s stakeholder map



5.9. Madbroen’s ecosystem map

As it was discussed in Chapter 4.4., the
ecosystem map is based on the stakeholder
map but it includes other important aspe-
cts such as interfaces, systems, platforms,
etc. (Stickdorn et al., 2017, p.61). Madbro-
en’s ecosystem map (see Figure 35) also vi-
sualizes how the information and food will
flow between the stakeholders.

The ecosystem map shows that there is an
information flow between the suppliers,
the shelters and the platform. While on the
ecosystem map of Foodsharing CPH there
was no information flow between the food
donors and the organisation, the platform
of Madbroen collects information from the
food suppliers. This will help to optimize the
food collection from the donors. The same
way, there is an information flow between
the food receivers and the platform which
helps to map out the needs of the receivers
and find the kind of food that they lack.

There is an information flow between the
employees of Madbroen, and the shelters
and food donors. This is because the shel-

ters and the suppliers need to be autho-
rized before they can appear on the plat-
form. This is necessary in order to make
sure that the food suppliers are not but-
chers for example from where it would not
be safe to take the food waste. Food rece-
ivers also need to be authorised in order
to avoid private persons signing up as food
receivers. Food receivers are preferably
shelters to begin with, but it could also be
student dorms in the future, where bigger
amount of food is needed.

The ecosystem map shows how the food
will get from the food donors to the re-
ceivers. The volunteers are the ones who
redistribute the food surplus and they are
also some sort of receivers of the food as
they are able to take from the surplus food
as much as they like as a payment for the
redistribution. Since the private volunteers
are the one that transport the food, based
on the information that the platform provi-
des, Madbroen does not need to meet the
food safety regulations.

Social plattorms

Information

Food

Residents

Employees

\

Online

Figure 35: Madbroen'’s ecosystem map
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5.10. Motivation matrix

The motivation matrix is a tool that helps to understand the
relations between the individual actors. The matrix shows
the needs and expectations of the actors in relation to the
service. Using this tool can give a deeper understanding in
why the individual actors participate in the service and how
the service benefits them. The motivation matrix is crea-
ted by assumptions of the interests and views of the actors
(Service Design Tools, 2018). On Figure 36, the motivations
of each actors that are related to Madbroen can be seen.

Gives
to Volunteer Madbroen Shelter Food donor
Keep the concept o Logistics of sur-
Volunteer Community alive Bringing food plus food
Access to food resourc- PR
es
Madbroen Be part of community More versatile, Reduce food
Opportunity to: nutritious food waste
- fight food waste
- help others Reduce costs
Shelter Appreciation PR PR
Free surplus food Ability to offer
Food donor Access PR more versatile
food

Figure 36: Madbroen’s motivation matrix
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5.11. Summary of Develop phase

The tools at this stage helped creating the
service concept. After generating insights
of the problem area, the initial version of
the concept was co-created by some of
the members of Foodsharing CPH. On the
workshops, the concept of Madbroen was
created which is a service that redistributes
excess food to shelters. During this stage,
the concept was tested, improved and de-
tailed in order to make it more usable and
desirable for the potential users. The tests
helped to iterate the initial idea of Madbro-
en and refine it by using tools such as de-
sign brief, platform canvas, storyboard,
user journey and new ecosystem map.

While the initial concept of Madbroen fo-
cused on the logistics of the redistribution,
the results of the tests showed that there
is a lack of information flow between the
different actors which causes problems.
After the tests, the focus was on the coor-
dination of information between the stake-
holders, for which a platform was created
as a solution. The platform canvas tool hel-
ped to visualize how the platform would
work and how the value will be captured
for all actors. The user journey and the sto-
ryboard tools helped to detail and visualize
the service, and to understand the actions
the volunteers will need to take while using
the platform.

5.11.1. Limitations

On the co-creation workshop brainstor-
ming activities were prepared for the par-
ticipants in order to get many distinct ideas
and make the participants think in a diffe-
rent way. The researcher tried to facilitate
a brainstorming exercise where the parti-
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cipants could think of service solutions that
seem impossible to implement at the mo-
ment. The participants refused to do the
brainstorming session because they did
not think it was needed. The workshop took
place right after one of Foodsharing CPH's
event and the participants were all volunte-
ers that day, therefore they were tired and
not willing to do all the planned exercises.
The manager and volunteers of the night
shelter were also invited for the works-
hop, but could not join. The participation
of other stakeholders then the member of
Foodsharing CPH could have resulted in a
different concept.



Discover / Define Develop /

Understand Explore

Figure 37 : The Double Diamond (Design Council, 2018)

6. Deliver

At the last stage of the Double Diamond the aim is to fi-
nalize the service which then be ready to launch. After de-
veloping the final concept, in this phase the final tests are
done and evaluated which allows the designer to evalua-
te and integrate user feedbacks. At this stage, the service
provider organisation can share knowledge that was gai-
ned from the development of the service (Design Council
& Technology Strategy Board, 2011). At the Deliver phase,
prototyping, ecology map and service blueprint are used to
finalise the service.

59



6.1. Prototyping

In order to test the new concept, a prototy-
pe of the platform is created. “Service pro-
totypes are staged experiences and processes
that replicate any chosen part of a service
from frontstage to backstage” (Stickdorn et
al., 2017, p.65). The prototypes can help to
identify important details of new services
and test how they would function in reality.
The prototypes of digital services can help
to get feedback from the potential users on
the service concept, the functionalities, the
content elements and the structure. (Stick-
dorn et al., 2017). In the case of Madbroen,
the service is a digital platform but it also
has physical aspects. The volunteers can
get information about the places with sur-
plus food and where that food is needed,
they can sign up for shifts to redistribute
this surplus food. Although Madbroen does
not include a transportation service, the vo-
lunteers have to deliver the food from the
food donors to the shelters, therefore wit-
hout the actual delivery, Madbroen would
not exist. Therefore, the physical part of
the service will be tested along with the
prototype of the digital aspects.

oment to carry the surplus food with you (car, cargo

Additio ctions maybe added in the future as we expand. So remermber to double check
what you're signing up for!

Madbroen volunteer schedule

Needs: vegetables, bakery products, fruits

Shelter: From bakery: Take 2 bags of white bread, buns and pastries.

NO RYEBREAD!

20th Sunday
16:50-17:20

Bakery

19th Saturday
16:5017:20

Bakery

26th Saturday
16:50-17:20

Bakery

27th Sunday
16:50-17:20

Bakery

Collection
volunteer Flora Vicky Carla
Phone nr. 31322124 61676156 8925691
Collection
volunteer Vicky Flora Denis

In order to prototype the service, the diffe-
rent aspects of the platform were replaced
by other services that are already availab-
le. The information flow was prototyped
through different channels such as Google
Drive, text messages, Facebook messages
and phone calls. The core of the prototype
(see Figure 38 and 39) is a spreadsheet on
Google Drive.

The sheet provides some basic introduc-
tion, information about the time and date
of the shift, the phone numbers of the ot-
her volunteers, the needs of the shelters
or soup kitchens. The volunteers can sign
up for the shifts by writing their names and
phone number on the sheet. After they are
signed up, they were contacted via text a
few days prior to their shifts to give more
information about the meeting time, food
pick up and drop off and exact addresses
of the places.

Needs: vegetables, fruits, bakery products.
From bakery: Take 1 bag of white bread, buns and pastries. NO RYEBREAD!

From supermarket: veggies, fruits mixed.
You can take pastries but don't take too much bread, because there's a bakery collection the sal

14th 21st 28th

Supermarket
Supermarket Bakery (22nd) Bakery

Supermarket  Bakery

Phone . 61676156 31322124 1024599 Collsction
volunteer Emilia - Thomas - Emilia Rita

50413345 - 8472982

Phone nr.

2nd Saturday
16:50-17:20

Bakery

3rd Sunday
16:50-17:20

Bakery

9th Saturday
16:50-17:20

Bakery

10th Sunday
16:50-17:20

Bakery

Collection
volunteer

Phone nr.

Collection
volunteer

Phone nr.

ath | 11th | 18th |
Supemarket Bakery

Supermarket Bakery Supermarket  Bakery Sup

Figure 38: Prototype for soup kitchen

Collection
volunteer

Phone nr.

Collection
volunteer

Phone nr.

Figure 39: Prototype for shelter
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6.2. Prototype test

In order to test how the platform would
work, the information flow was tested as
well as the physical part of the service. The
researcher tried to test the service with all
the main stakeholders of Madbroen which
are the volunteers, the food donors and
the shelters.

6.2.1. Volunteer

A volunteer from Foodsharing CPH was
approached and asked to do a test of the
service. The test started with signing up for
a shift to collect and deliver excess food to
a shelter. The volunteer was contacted via
Facebook Messenger and received all the
necessary information about the shift (see
Figure 40).

The information contained the time of the
collection, the location, the equipment that
they will need, the duration of the food col-
lection and transportation. The aim was to
give the most important information just as
how it would work if the volunteer signed
up on the online platform. The volunteer
was registered on an excel sheet on Goog-
le Drive where all the volunteers who take
shifts and their contact information will be
registered in order to organise the shifts.
The online platform would furthermore
give contact information to Madbroen in
case they have a questions, but also to the
other volunteers so that they can coordina-
te the food collection and transportation
themselves. In the case of the prototyping
the researcher did not leave contact infor-
mation as the volunteer could already con-
tact the researcher through Facebook Mes-
senger.

On the day of the test, the researcher met
up with the volunteer at the supermarket.

The researcher and the volunteer went
through the store’s food surplus and selec-
ted those food items that were still in good
condition. During the food selection the
researcher offered the volunteer to take
whatever food she would like, but the vo-
lunteer refused to take a lot saying: “I'm not
going to take food from homeless people”.

thing shoulc
food for your self from the surp

have @

Hi Flora, | am happy to help. Cya on monday

Figure 40: Prototyping the information flow

Hi Flora,

Thank you for the info, all's
clear, will be in touch should
any issue arise.

Today 14:40

Hey I
Thank you again for yesterday.
Did everything go well with

dropping off the bread?
Have a nice day,
Flora

Hey Flora, thank you for the
message. [t was my pleasure, it
went fantastic and we had a
great time all the while :)

Figure 41: Getting feedback from a volunteer
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After the food was selected, the researcher main motivating factor to participate was
and the volunteer cycled together to the to help other people and she would have
shelter to deliver the food. The test ended liked to meet the ones she helped out. The
with a short interview (see Appendix 11) shelter the volunteer delivered food to was
with the volunteer who was asked to ans-  a night shelter, therefore at the time of the
wer a few questions about her experience  delivery, the residents of the shelter were
with Madbroen. not there, only the employees of the shel-
ter's office.

When the volunteer was asked what she
thought about the experience, she replied:
“In general it was a good experience. If you
have a lot of time you have a good feeling af-
terwards. It was actually interesting to see the
backside of the supermarket: what they toss
away and how they treat food. Would be nice
how people react on what you bring them but
its not a waste of time.”

The volunteer only took the food that
would have been too much for the shelter,
therefore the free food was not a prima-
ry motivator factor. For the volunteer the

ONSIDERAI=
esthende resultat
e V.

Figure 43: A volunteer selecting surplus food at food donor Figure 44: The researcher collecting surplus food at food donor
(Retrieved 29 May 2018 From: https://www.facebook.com/madbroen/
photos/a.2118454804838185.1073741828.2112850822065250/2118454

62 684838197/ ?type=3&theater)



On the first co-creation workshop (see
chapter 5.1.1.), the participants discussed
how the concept could help raising aware-
ness about the issue of food waste. The
participants thought that showing the ac-
tual amounts of food that is meant to go to
waste from the food stores could be a good
way to make the volunteers think about
the problem. The volunteer of Madbroen
mentioned after the test that it was inter-
esting for her to see the surplus food in the
supermarket. During the food collection,
only half of the surplus food was taken be-
cause the rest was already gone bad. The
volunteer is used to food collections and
seeing the surplus food at the food donors
because she volunteers regularly for bread
collection in the bakeries for Foodsharing
CPH. It would be interesting to see how ot-
her volunteers who are not familiar with
the concept of Foodsharing CPH and has
never seen a bigger amount of food waste
before would react to the food waste.

She was asked about if she thought she
received enough information prior to the
food collection.

“I think for me it was enough because of the
experience with Foodsharing in general but ...
I don't know. Maybe |if its a bigger organisa-
tion it would be a little bit tricky. If there are
more people involved there can be improve-
ments in the communication”

Based on her answer the amount of infor-
mation was enough for her during the test.
She mentioned that it might be different
for people that volunteer for the first time.
Since she volunteers with Foodsharing CPH
for bakery collection, she more or less knew
what to expect whereas a person who ne-
ver volunteered for that organisation might
need more information.

When she was asked if she would volunteer
again for Madbroen, she simply answered:
“Yeah if | have time, sure!” For the volunte-
er, one of the reasons for volunteering was
that she had free time at the time of the
shift and she wanted to help. At the mo-
ment she is unemployed and studies, ther-
efore her schedule is more flexible which
allows her to volunteer. Based on her ans-
wer Madbroen should also mainly target
students that might have time in the mor-
nings for collecting food from the super-
markets.

Figure 45: Shelter's meal made from surplus food
(Retrieved 29 May 2018 From: https://www.facebook.com/madbroen/

photos/a.2118454804838185.1073741828.2112850822065250/2133794
096637589/ ?type=3&theater)
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Figure 46: Volunteer transporting surplus food to shelters

63



6.2.2. A soup kitchen

A volunteer of a soup kitchen in Copenha-
gen found out about Madbroen and soon
a collaboration started. The soup kitchen
caters around forty homeless people for a
meal six days a week but they lack resour-
ces. As a start, Madbroen was able to find
a bakery that usually has excess food du-
ring the weekends. At the first weekend (on
the 19th and 20th of May) the researcher
and a volunteer collected surplus bakery
products from the bakery and delivered it
to the soup kitchen. The aim was to bring
a huge variety of breads and pastries and
asked for feedback from the employees of
the soup kitchen. “We don't need this [points
at the ryebread], the people don't like it, but
you can bring more of these [points at the
pastries]”. The employees also specified the
amounts they need for next time. After the
test, the platform was updated with the ne-
eds of the soup kitchen. The soup kitchen
sometimes gets bread from private donors,
but the employees did not know when. In
the future, a way should be developed for
the shelters and soup kitchens to easily no-
tify Madbroen about the exact amount of
food that they need. This information could
help avoiding situations where the soup
kitchen ends up with a huge amount of the
same food that they can not use.

6.2.3. A shelter

The employees of the shelter gave feedback
when the food was delivered to the shelter.
According to one of the employee, they can
use anything in their kitchen as they rarely
receive fresh food from other food donors.
One of the employee added: “the volunteers
working in the kitchen are very creative, they
can make good meals from for example cau-
liflower which isn't that popular...” The emp-
loyees also added, that they do not have
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that many people to feed there, so if they
have surplus food, they give it to the other
shelter that belongs to the same organisa-
tion. “We for sure don't throw food out here.
We always find a way to use it.”

6.2.4. Food donors

The food donors were contacted prior to
the food collections, but unfortunately
the researcher was not in direct contact
with them. The contact persons were the
members of Foodsharing CPH who have a
good relations with the food donors. After
each food collection, the researcher and
the volunteer told the employees of the su-
permarket about the time of the next col-
lection, but there was no communication
besides that. In the future, an easy way to
communicate should be developed and
tested so that Madbroen could notify the
supermarket about the times of the col-
lection and the supermarket could notify
Madbroen if they have a bigger amount of
food waste.

Figure 47: Dining room of the soup kitchen



6.3. Ecology map

The ecology map is “takes a systems approach to describe
and understand the dynamic relationships between people,
products, social activities, and the context that surrounds a
system” (Forlizzi, 2013, p.3). Ecology map provides an over-
view of the space the service will operate in and it aims to
identify the actors and stakeholders, investigate their re-
lationships that are connected to the service and explore
new service ideas by rearranging the relations between the
actors. The ecology map can also help the designer to ima-
gine how the service would work and focus on the details
(Polaine, Lavlie & Reason, 2013).

In the case of Madbroen the ecology map (see Figure 48)
has four levels: User, Information provider, Other volunte-
ers and Community. The map illustrates six aspects of the
service:

WHO? - the actor who is involved in the service,
WHEN? - the timing of the service,

WHERE? - the location,

WHAT? - the tools used during the service,
HOW? - the way the service is used,

WHY? - the reason for the service.

These aspects are mapped out on each level of the service
starting from how a single volunteer is using the platform
until how it can create a community. The Ecology Map hel-
ped to understand how the different actors are connected
by the service. For example, although the people in need
do not use the service directly, they are the ones that be-
nefit from the service and they have an important part in
Madbroen’s mission to fight food waste.
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HOW?

COMMUNITY

collaborations get contacts

reduce food

OTHER VOLUNTEERS

waste redistribution of
WHY? surplus food volunteers WHO?
reduce food
community giving surplus food
help people to people in need
in need reduce food hel other staff of food
help each waste shelters volunteers donor
help people other o redistribution o
in need help people food people in
free in need lunt donors
food help others volunteer need
reduce food waste
platform when they want
latform bike bag at whenin
P platform info shelter nefed;or during the
00 N
. bike /at food donor oncea shift .
info . day during
info online platform redistributio
bike bags before the
online shift
information bike platform
before the shift
WHAT? at food donors on the way WHEN?

in shelters

at food donors in shelters
online

platform

WHERE?

Figure 48: Madbroen’s ecology map
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6.4. Service Blueprint

Service blueprint connects the user expe-
rience to the actions that the service emp-
loyees take both frontstage and backstage
and all the support processes (Stickdorn et
al., 2017). “Frontstage” refers to people and
processes with which the user has a direct
contact, “Backstage” represents people and
processes that are invisible for the user” (Stic-
kdorn et al., 2017, p.54). Support processes
are those actions that are executed by the
rest of the employees of the organisation
or the other external partners (Stickdorn et
al., 2017).

The service blueprint of Madbroen (see Fi-
gure 49) has three stages: Aware, Join and
Use. Under the stages the user's actions
can be seen that represent the journey the
user is going through while using the ser-
vice. The user actions are followed by the
frontstage actions and the two parts are di-
vided by the line of interaction. Across the
line of interaction the connections betwe-
en the user and the frontstage employee
are visualized (Stickdorn et al., 2017). In the
case of Madbroen, the frontstage activities
can be face-to-face as the service has a part
where the actors meet each other: volun-
teers meet with the employees of the food
donor, employees of the shelter or other
volunteers. The user’s interaction with the
service can also be analogue, if the user
learns about the service by seeing flyers at
the food donor or at a shelter. The main in-
teraction with the service is on Madbroen’s
online platform where the users can see all
the information about the shifts and can
sign up for collecting and delivering excess
food to shelters.

The next section on the service blueprint

shows the backstage actions. The backsta-
ge and the frontstage actions are divided
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by the line of visibility. If the employee in-
teracts with an employee of backstage or
support, the interaction goes through the
line of visibility (Stickdorn et al., 2017). In
the case of Madbroen, the backstages acti-
ons can be carried out by the platform pro-
cessing or an employee of Madbroen. Af-
ter the backstage actions comes the line of
internal interaction that divides the backs-
tage actions and all of the support actions
carried out by the rest of the organisation
or external partners (Stickdorn et al., 2017).
For Madbroen, the support processes are
done by the employees of the food donors
and shelters who update the information
on the platform. The database provider
also belongs to the support as it provides
the space for the user and location data for
the platform.

The service blueprint was based on the
user journey (see Chapter 5.6.). The user
journey tool helped mapping out the steps
the user will have to go through while using
the service which is used as a base in the
service blueprint. The service blueprint hel-
ped to define the different actions that ne-
eds to be carried out by the employees of
Madbroen or the external partners in order
for the user to be able to go through the
service. The blueprint also helped to define
what information is needed from the exter-
nal partners for the service to run.

Mandatory action

Optional action

Send and receive

Information flow
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Figure 49: Service Blueprint
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6.5. Summary of Deliver phase

In the last stage the service was detailed by
prototyping and testing and with the tools
of ecology map and the service blueprint.
The prototype and tests helped to discover
that the motivations of the volunteers might
be different from the motivations of the
volunteers of Foodsharing CPH. While the
volunteers of Foodsharing CPH are highly
motivated by the free food they get at the
events, the volunteers of Madbroen during
the test were mainly motivated by the fact
that they are helping others. During this
phase the Ecology map tool was used whi-
ch gave a holistic overview on the service. It
shows how the service is going to create a
community through making it possible for
the volunteers to meet and the interaction
between the volunteers and employees of
the food donors and shelters. The service
blueprint helped to identify the tasks that
the external partners need to do in order
for the service to operate. These tasks are
to update information on the platform and
giving or receiving the food to or from the
volunteers of Madbroen.

6.5.1. Limitations

Due to lack of time not all parts of the ser-
vice was prototyped and tested. During the
test runs, it was agreed with the bakeries
that they notify the researcher if they do
not have any surplus bakery products at
the end of the day, so the volunteers can
not go that day. While testing the concept,
this never happened as the food donors
always had surplus. It needs further test-
ing to figure out what would happen if one
food donor do not have surplus food. The
way the shelters provide information also
needs further testing. Feedback from the
shelters about the received food was only
provided after the food delivery, although

on the platform the shelters would let the
volunteers know beforehand about their
needs. This function will make sure that the
shelters get the right food products which
can help them to avoid having surplus food
which ends up being wasted.
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7. Reflections

In the following the researcher is going to
reflect on some aspects of the thesis work.
First of all, the role of the designer will be
discussed in the process of creating the
concept of Madbroen. Then it will be ar-
gued whether the concept created social
innovation and lastly the process of the
project will be discussed.

7.1. Reflection on service
design thinking

This thesis used service design thinking to
develop a new service that helps to reduce
food waste and raise awareness. The five
principles of service design thinking was
used in the process of developing a new
service to redistribute surplus food from
retailers to people in need. The project
started with a research on existing move-
ments that aim to fight food waste and the
focus was on the Foodsharing movement
in Copenhagen. The movement created a
community of volunteers who are working
together to reduce food waste. In order to
understand why people become members
of the community, their motivations were
investigated through interviews and by
participation on the events to observe the
volunteers. It was found that the volunte-
ers are part of the movement because they
can get access to free food, they like to be
part of a community and they would like to
help others. Participating in Foodsharing
CPH's activities helped to gain a deeper un-
derstanding in how the community work
and how the events are organised. While
participating on board meeting of Food-
sharing CPH, it was found that there was
an interest from some of the members to
develop a way to help people in shelters
with the surplus food that is collected. After
these findings, the focus was on including
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the shelters in the new service, therefore
an interview was carried out to learn more
about how the shelters get food currently
and what their needs are.

In order to develop a new service, the mem-
bers of Foodsharing CPH and employee
of a shelter were invited for a co-creation
workshop. The service design thinking prin-
ciples include that the service should be
co-creative (Stickdorn & Schneider, 2011),
which allows the users to create and add
value to the service proposition. Unfortu-
nately, the employee of the shelter was not
able to participate on the workshop which
could have been changed the outcomes,
but the members of Foodsharing CPH that
participated on the workshop created the
initial concept of Madbroen. The initial con-
cept was about redistributing surplus food
from retailers to shelters but throughout
tests, it was found that there is a need for
coordinating the information flow between
the food donors, shelters and volunteers.
The final concept therefore is a platform
that collects information from food donors
and shelters to filter it and provide it to the
volunteers. Evidencing is a service design
thinking principle which is about making
the service more tangible for the users. A
service evidence can help extending the ex-
perience as the users get something tangib-
le during the service that stays with them
after using the service. Service evidence
can potentially increase the loyalty of the
user and encourage them to recommend
it to others (Stickdorn & Schneider, 2011).
In the case of Madbroen, although the ser-
vice is in the form of a digital platform, the
volunteers can get free food from the col-
lected surplus food which can remind them
of the service even after they delivered the
food and went home.



When the new service concept was crea-
ted, a prototype was developed that can
demonstrate the information flow. The
core of the prototype of the platform was
a spreadsheet on Google Drive where the
volunteers could get information about the
needs of the shelters and could sign up for
the shifts. According to Stickdorn and Sch-
neider (2011), one of the principles of ser-
vice design thinking is that the service has
to be user-centred, therefore a volunteer
was followed to test the prototype and the
service experience and then an interview
was carried out to understand the volunte-
er's social context and motivations. In the
future more tests are needed to gain a de-
eper understanding of the motivations and
context of the users which will help impro-
ving the service to be more user-centred.

Another service design thinking principle is
sequencing. All services are a sequence of
touchpoints and interactions which need to
be well orchestrated in order to offer a good
service experience for the users (Stickdorn
& Schneider, 2011). The different tools to
detail the service were used for example
user journey and service blueprint. These
tools helped specifying what happens at
each step of the service. Although the servi-
ce is an online platform, physical interacti-
ons also have to happen (volunteers collect
and deliver surplus food) in order for the
service to function. Therefore all the volun-
teer’s offline and online interactions were
considered throughout the service. In the
future more iterative tests are needed to
further refine the different interactions and
touchpoints in the service.

The last service design principle is a holistic
view on the service. According to this prin-
ciple, the designer should consider the en-
vironment of the service and all the actors

involved at each touchpoint and interacti-
on (Stickdorn & Schneider, 2011). To get a
holistic view on the service, all the stakehol-
ders involved in the service were mapped
out and the ecosystem the service is placed
in. The ecology map and service blueprint
also helped mapping out all the aspects
that needs to take into account. For examp-
le as the service has a part where the vo-
lunteer interacts with the employees of the
food donor or the shelter. This interaction
has an effect on the experience of the user,
but the service provider of Madbroen has
no influence on how the employees of the
food donor or shelters will interact with
the volunteer. The experience of the emp-
loyees of the retail stores and the shelters
also need to take into account. If they have
a bad experience with the volunteers, they
might end the partnership with Madbroen,
therefore in the future, more research is
needed about the interaction between the
different actors in order to ensure a plea-
sant experience for both the users and all
the other actors involved in the service.
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7.2. Role of the designer

The role of the researcher or designer will
be reflected in this section. Manzini (2015)
argues that everyone has the ability to de-
sign, but not everyone is an expert of de-
sign, therefore he differentiates between
diffuse design and expert design. “Diffuse
design is put into play by “nonexperts,” with
their natural designing capacity, while design
experts are people trained to operate profes-
sionally as designers” (Manzini, 2015, p.37).
According to Morelli and de Goétzen (2016,
p.135) the role of expert design is to devel-
op an infrastructure that enables co-cre-
ation between the actors but interaction
and value creation happens on the level of
diffuse design. The designers can create va-
lue propositions, but value is created when
the service is used by the users (Morelli &
de Gotzen, 2016). In the case of this thesis
project, the researcher designed a platform
that proposes value to the potential users,
but value will only be created if the service
is used by all the actors: the food donors,
the shelters and the volunteers. The plat-
form serves as a space where the interac-
tions between the actors can take place. In
the case of Madbroen, the researcher had
the role of the expert designer who created
the platform by going through the diffe-
rent “planning activities” that could be re-
search, analysis, blueprints and organising
time sequences. Throughout these activiti-
es the interaction was designed by the re-
searcher, but the success of the interaction
depends on the participation of the actors
and their co-production of value (Morelli &
de Gotzen, 2016).

After the concept development, the resear-
cher “infrastructured” the interactions bet-
ween the actors by building prototypes that
were tested continuously. Infrastructuring
is described by Hillgren, Seravalli and Emil-
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son (2011, p.180) as “continuous process of
building relations with diverse actors and by
a flexible allotment of time and resources.
This more organic approach facilitates the
emergence of possibilities along the way and
new design opportunities can evolve through
a continuous matchmaking process.” The re-
searcher was looking for potential collabo-
rations with shelters and food donors and
tried to get volunteers for the shifts to test
the prototype of the service. By creating
the prototype for the platform, the resear-
cher was able to start testing if the concept
and apply some improvements in the infor-
mation flow.



7.3. Reflection on social innovation

Social innovation was one of the topic of the research area of
this thesis and was discussed in Chapter 2.2. One aim of the
project was to see if it is possible to create social innovation
by designing a service that responds to a social need.

During the research phase of the project, the case of Foods-
haring CPH was investigated and it showed that while people
were working on making the food sharing events possible, a
community was created. A community of like-minded people
who came together to solve the problem of food waste at re-
tailers and raise awareness. The board members of Foodsha-
ring CPH organise events and workshops for the volunteers
to keep the community alive and to engage people in their
activities. This way Foodsharing CPH creates new social re-
lationships that is part of social innovation.

Madbroen similarly to Foodsharing CPH is a service that aims
to reduce food waste and it also help people in need therefore
it meets a social need which is an aspect of social innovation.
Madbroen already got some volunteers during the thesis wri-
ting period, but it is still a young initiative that is still not known
in @ wide range of people. The concept so far is a functional
improvement in the existing system that has the potential to
create social innovation as it gives people the opportunity to
do something good for society. In the future, when Madbroen
is more known and has more volunteers, different events and
activities could be arranged for the users which would enable
new social relationships to be created.
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7.3. Reflection on the process

Throughout the thesis project the Double
Diamond process model was used by. The
model has four stages: Discover, Define,
Develop and Deliver. (Design Council &
Technology Strategy Board, 2011) Although
these phases follow each other in a linear
way, the researcher was going back and
forth between them depending on how the
process was going. The Double Diamond
was used for mapping out tools and met-
hods for each stage of the project in order
to get the desired outcomes.

At the Discover phase, a deeper unders-
tanding of the problem area was gained
which was the topic of food waste and
examples of how communities try to sol-
ve this issue. Interviews were conducted
with volunteers of Foodsharing CPH to
learn about their motivations and social
context. Action research were used, whe-
re the knowledge is created through par-
ticipation (Brydon-Miller et al., 2003, p.14).
The researcher participated on all kind of
events organised by Foodsharing CPH to
learn about how they operate, how the ex-
cess food is redistributed and it also gave
the researcher the opportunity to observe
the actors and get more information from
them through casual conversations. The
researcher found out about the interest in
helping shelter while participating on the
board meeting of Foodsharing CPH which
became the focus of the project.

The Discover phase was followed by Defi-
ne, which proposed tools that help to
make sense of the collected information.
At this stage, the findings were analysed
and structured through the tools of value
constellation, ecosystem map, stakeholder
map. Mapping the relations and values of
the stakeholder provided the project with
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useful insights. At the end of this stage the
problem definition and the research ques-
tion were finalized.

At the next, Develop phase a co-creation
workshop was organised for the members
of Foodsharing CPH to ideate on a concept
that could help shelters to get surplus food
from retailers. The creation of the concept
was followed by quick test rounds that hel-
ped improving the initial concept. The aim
at this stage was to eliminate errors and de-
tail the concept (Design Council & Techno-
logy Strategy Board, 2011). The initial con-
cept was refined by using the tools of user
journey, stakeholder map, ecosystem map,
motivation matrix and platform canvas.

Finally, the Deliver stage, a prototype was
built for the online platform through whi-
ch the information flow between the ac-
tors was tested. Ecology map and service
blueprint were used to further refine the
service. In the future more tests are nee-
ded to improve the concept and to finalise
the online platform.



8. Conclusion

This thesis used service design thinking
to develop a new service that would re-
duce food waste produced by retail sto-
res. Secondary research, interviews and
action research was used to get qualita-
tive data about the problem area and the
actors related to that. The data was used
to get insights of the problem area and it
was analyzed through different mapping
tools, that helped to identify the stakehol-
ders, their values and the ecosystem they
are placed in. The findings were used for
designing the concept of Madbroen. Du-
ring the project, the principles of service
design thinking were utilized to solve the
issue of food waste. Service design thinking
suggests that the service design process
should be user-centred, co-creative, sequ-
encing, evidencing and holistic (Stickdorn
& Schneider, 2011). These principles were
taken into account throughout the entire
process.

While working on the project, the resear-
cher took the role of the expert designer,
who carried out all the planning activities,
i.e. researching, analysing findings, facili-
tating the workshops, creating prototypes
and testing. The researcher took a leading
role in designing the interaction between
the actors, but the continuous success of
the platform depends on the participa-
tion of the users, as they are the ones that
co-produce the value by using the platform.

During the thesis period, the researcher
got in contact with several stakeholders
such as bakeries, supermarkets, shelters
and volunteers to initiate collaboration.
As part of the projects several test rounds
were carried out where volunteers signed
up for picking up surplus food at a retail
store to bring it to a shelter or soup kitchen.
Although the platform only proposes value
for the users, value was created by volun-
teers signing up for shifts and transporting
the surplus food to people in need.
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Introduction

This report aims to present the concept of Madbroen whi-
ch was created as a master’s thesis project in Service Sy-
stems Design. The project is based on the issue of food
waste and the goal was to use service design thinking to
create a service that could reduce food waste that is pro-
duced by retailers. The concept is an online platform whe-
re volunteers are provided with information about where
the surplus food is and where that food is needed. The vo-
lunteers can sign up for shifts to collect the surplus food
from supermarkets and bakeries and bring it to shelters
and soup kitchens to help people in need. This report is
going to show how Madbroen was developed and detail
how the concept would work. The report will also introduce
the how the concept was prototyped which demonstrates
how Madbroen would be used.



Project context

In this section the context of the thesis pro-
ject is presented. The context consists of two
parts: the problem of food waste and the ne-
eds of shelters and soup kitchens.

Issue of food waste

Every year all around the world about third of
the produced food gets wasted or lost throug-
hout the supply chain. Food waste raises
both environmental and ethical questions.
With food waste, resources such as water or
energy also going to waste. The ethical aspe-
ct of food waste is about the fact that while
about 1.3 billion tons of food is wasted every
year, millions of people are do not have en-
ough food on a daily basis. (,Food waste: the
problem in the EU in numbers [infographic]
| News | European Parliament”, 2018) Com-
munities and movements emerged that aim
to reduce food waste. One of these move-
ments is called Foodsharing and its members
collect excess food from retailers and who-
lesalers to then redistribute it to people for
free. The Foodsharing movement is a volun-
teer network in which people are motivated
by free food, the community and helping ot-
hers. The movement started in Germany but
it spread all over the world (Rombac & Bitsch,
2015) and reached Copenhagen. Foodsharing
Copenhagen (Foodsharing CPH) collaborates
with wholesale markets, supermarkets and

bakeries around the city to collect their sur-
plus. The surplus food then gets redistributed
two times a week on food sharing events that
are organised by the community.

Needs of shelters and soup
kitchens

During the research phase of the project, it
was found that some shelters lack fresh fru-
its, vegetables and bakery products. Although
most of the shelters are supplied with food
by private donations, volunteer organisations
and companies, due to food safety regula-
tions, most of the food they receive is canned,
dried or frozen food that are safe to consume
even if it is expired. If the shelters and soup
kitchens received fresh food and bakery pro-
ducts, they could offer more nutritious and
various meals for people in need.



The concept

The concept of Madbroen was developed on
a co-creation workshop where members of
Foodsharing CPH participated. Since Foods-
haring CPH already have collaborations with
retail stores and the members of the move-
ment have knowledge in how food redistri-
bution work, therefore they can contribute to
the creation of the concept.

The concept is an online platform where in-
formation is collected from shelters and food
donors which information is then filtered and
provided to the volunteers. The information
helps the volunteers to know where they can
find excess food and where is a need for that
food. The volunteers then can collect and de-
liver the surplus food from supermarkets or
bakeries to shelters or soup kitchens.
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The concept aims to reduce food waste at retailers in Copenha-
gen and to raise awareness about the issue of food waste. By
bringing the volunteers to the stores, they can see the amounts
of food that is being wasted. On Figure 2, 3, 4, 5, the way the plat-
form works is illustrated. First, information is collected from the
food donors and the shelters which is then matched and used
for generating shifts for the volunteers. The shifts are created
based on the needs of the shelters, the types of food the food
donor has, the times the food can be picked up and delivered to
the shelters, and locations of the actors.
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4. Creating shifts:

&

Blue Store to Red Soup Kitchen
Time: from 9.15 to 10.00
Distance: 3,7 km

Gray Store to Green Soup Kitchen

Time: from 17.50to 18.15
Distance: 3,2 km

Distance: 3,1 km

& @

White Store to Green Soup Kitchen
Time: from 9.15 to 10.00

Figure 5: Creating shifts

Target group

The target group of Madbroen are students
and unemployed people. The volunteer shifts
take about 30-90 minutes depending on the
distance between the location of the food
donor and the shelter. The food collection
in supermarkets is in the morning as the su-
permarket is not allowed to store the surplus
food after 10 AM. This requires the volunteer
to be flexible, what might be difficult if the vo-
lunteer is a full time employee. The volunte-
ers of Madbroen are also able to pick food for
themselves while collecting the surplus food.
The free food can be a motivating factor for
students or unemployed people as it is a way
to reduce their expenses.

The concept targets people who are moti-
vated to help people in need. While redistri-
buting the surplus food, the volunteers help
people in the shelters to receive a more vers-
atile foods. It can also motivate the volunte-
ers, that they are reducing food waste by ta-
king the excess food from retailers and saving
it from being thrown out.



Prototype

In order to test the concept and some of the
platform’s functionalities, a prototype was
built. The prototype’s aim was to test how
the information will flow on the platform. The
platform was prototyped by using other servi-
ces such as Facebook or phone companies for
contacting volunteers, shelters and food do-
nors. The core of the prototype was a Goog-
le Drive spreadsheet where all the necessary
information about the volunteer shifts was
provided. The spreadsheet allows the servi-
ce provider to manage the volunteers as they
can sign up for shifts by leaving their name
and contact information. After the volunte-
ers signed up for a shift, the service provider

sent specific information about their shifts
that include locations, timing, the necessary
equipment, the kind of food they should take
and the amount of food that the shelter or
soup kitchen needs.

The prototype focused on the volunteers. As a
next step, the prototype should be expanded
and shared with the employees of the shel-
ters and food donors, to make sure that the
information is up to date. By using the pro-
totype, the shelter could let the volunteers
know if their needs change before the shift
starts, so the volunteers can deliver the right
kind and amount of foods.

Needs: vegetables, fruits, bakery products.

Shelter:

From bakery: Take 1 bag of white bread, buns and pastries. NO RYEBREAD!

From supermarket: veggies, fruits mixed.

You can take pastries but don't take too much bread, because there's a bakery collection the same day.

14th 21st 28th

Supermarket
{22nd)

Supermarket Bakery Bakery Supermarket Bakery

Collection
volunteer Emilia Thomas - Emilia Rita
Phone nr. 50413345 8472982
Collection
volunteer

Phone nr.

Figure 6: The prototype spreadsheet

Hi Flora,
Thank you for the info, all's
clear, will be in touch should

N L any issue arise.

first of all | war
I

it woul you co

Today 14:40

Hey I
Thank you again for yesterday.

Did everything go well with

dropping off the bread?
Have a nice day,
Flora

Hi Flora, | am happy to help. Cya on monday Hey Flora, thank you for the
message. It was my pleasure, it
went fantastic and we had a

Figure 7: Providing information for a volunteer 2 .
great time all the while :)

Figure 8: Getting feedback from a volunteer



Test

The prototype was tested with volunteers.
The spreadsheet was shared with a volunteer
group in Copenhagen and a few people sig-
ned up for shifts. They have left their contact
information therefore a text was sent to them
with details of the shifts. One of the volunteer
was later on followed through the food collec-
tion and delivery. After the experience the vo-
lunteer stated that the amount of information
she received prior to the food redistribution
was enough for her, but she also pointed out
that if the organisation grows, providing the
right information for the right actors can get
complicated, therefore the communication
need improvements. Further tests are nee-
ded to find out how to change the communi-
cation to be more effective when the number
of volunteers grow.

The information about the needs of the shel-
ters and soup kitchens were updated based
on the feedback that were given during the
food redistribution. The information would be
more up to date if it was provided prior to the
food collection and not afterwards. That way
the volunteers could adjust to the real needs
of the shelters. In the future, more tests of the
platform with the food donors and the shel-
ters or soup kitchens are needed.

Figure 9: A volunteer selecting food at food donor

Figure 11: The researcher collecting surplus food at food donor
(Retrieved 29 May 2018 From: https://www.facebook.com/madbroen/pho-
10 tos/a.2118454804838185.1073741828.2112850822065250/21184546848
38197/?type=3&theater)



Storyboard

When the concept was defined a storyboard
(see Figure 12) was created which visualizes
some common service moments and impor-
tant aspects of the user experience. Although
Madbroen is an online platform, storyboard
illustrates moments from the food redistri-
bution which does not happen in the online

space, but equally important for the service to
keep running. The storyboard helped to iden-
tify the most important actions that happen
during the service starting from how the po-
tential user could learn about the service until
the food gets redistributed by the user.

BAKERY
R/

I\

\

Finding the flyer of Madbroen at the bakery

AL

(osstin F—

g—
PLK VP
WA —

—
-_—
-

PRop OFF

- — e~

| E=—

Getting information about the shift

Meeting the other volunteer at the food donor

AAKVISY

)

Transporting the food to the shelter

Figure 12: Storyboard

Dropping off food at the shelter
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User journey

The user journey (see Figure 13) visualizes experiences that the
user goes through while using the service. The user journey of
Madbroen analyses the user actions through six aspects:

Stages: defines the phases of the service

Actions: actions carried out by the user

Channels: channels used for carrying out the action
Thoughts: represent what the user could think about

Stakeholders: actors that are involved in the user action

Emotional journey: shows how the user feels during the service

Madbroen'’s user journey showed that there can be issues with
the transportation of the food. The volunteers have to transport
the food by themselves and if the weather is bad and the volun-
teers are biking, that can influence their experience. The service
provider have to consider all the options for how the volunteers
can transport the food.

12



A week before service

________________________________________________________________________________________________________________________ _>
) Sees flyer at the Searches Madbroen Reads about volun- Creates profile on Searches for shifts
Actions bakery online teering at Madbroen the platform on Madbroen
Channels
Thoug hts “What is this?” “Nice concept! “This seems easy!” “Let’s see if theres a
| can get free food shift on Monday.”
and help others”

Stakeholders @

Food donors

Emotional T R

journey

Figure 13: Madbroen’s user journey



Stages

Actions

Channels

Thoughts

Stakeholders

Emotional
journey

14

A week before service ‘A day before service
>

Books shift for Receives confirma- Reads instructions Checks website to Gets text from the
next Monday tion and instructions see if food donor other volunteer to
has surplus agree on meeting
point
[ ] [ ] [ ] [ ]
“This went fast!” “So it looks like | “I wonder how this
have a shift tomor- person is”
row”

O

)

Food donors Volunteer




Stages

Actions

Channels

Thoughts

Stakeholders

Emotional
journey

A day before service iOn the day of the service
>r

Confirms meeting
point

“Can’t wait
tomorrow!”

)

Volunteer

Meets the other
volunteer

“How nice that I'm
not alone”

O

)

Volunteer

Goes to the food
donor to pick up
surplus food

AAA

(=]
Food donors O
—
Volunteer

Selects food for her/ Cycles to the shelter
himself with the collected
food
“I can't believe they “This is not that far

would throw all this.” away, | just wish it

didn’t rain...”

A A

= O
Food donors O
— 2\
Volunteer Volunteer
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Stages

Actions

Channels

Thoughts

Stakeholders

Emotional
journey

16

On the day of the service

Drops food at the
shelter

“How nice that |
could help today”

23

Shelters O

— N\
Volunteer

Says goodbye to the

other volunteer

“She was so cool!”

N\

Volunteer

After service

Follow up

Packs food out at
home

“Wow, so much
food! | saved a lot
of money today”




Service Blueprint

The service blueprint of Madbroen (see on Figure 14) is based
on the user journey, therefore it has the same stages: aware,
join and use. The service blueprint of Madbroen visualizes which
steps of the user actions are mandatory and which are not, and
the flow of the information during each time the user interacts
with the service.

Mandatory action

-
) Optional action

<ooae- > Send and receive

-------- > Information flow

Madbroen'’s service blueprint is based on the actions of a user
that goes through the service for the first time. For a user who
has been using the service for a longer time, it might not be ne-
cessary to read through the information or check the locations.
The step of “Meet the other volunteer” is also not mandatory as
it can happen that there is only one volunteer for one shift.

17



STAGES

See Madbroen'’s flyer
or info on stakehold-

Open email and Searches for shifts

VOLUNTEER Go to Madbroen'’s Creates profile on

confirm account on Madbroen

online platform the platform

A A

USER
ACTIONS

er's website

Line of interaction

FACE-TO- | |
LLl FACE | :
29 y v
< = — - — .
7o) B isplay information isplay information
E 5 w on website on website
8 < T T T
L

Lisplay information
ANALOGUE on flyer

Send account con- Collect and matc
firmation email info

PLATFORM
|PROCESSING

Create

EMPLOYEE OF

MADBROEN and send

BACKTSTAGE
ACTIONS

T T
1 I
1 1
1 I
1 1
1 1
1 I
1 1
1 1
1 1
1 1
I T

Line of internal interaction

Send info about
surplus food

EMPLOYEE OF
|FOOD DONOR

e Ploce info on web- Send info about
OF SHELTER site and shelter needs
?ﬁg}?gé: Store user data

Figure 14: Madbroen'’s service blueprint

SUPPORT
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STAGES

Line of internal interaction

n
x5
Ll : : Read information Meet the other
o — | VOLUNTEER . . .
85 Choose shift option Confirm shift about shift Check locations volunteer
<
A A A

Line ofinteraction a0 . . L

FACE-TO- ! |
('-'5 FACE
2 —— —— E—— —
n O Display selected Display confirma- Display information Display locations
E — il option tion email on website on map
o g A A A
o |
“= | ANALOGUE |
Line of visibilty i
("'5 o | PLATFORM Send account con- L !
<C = |PROCESSING firmation email ro SEIE G
(.ll_') o) S volunteer's info
= o A
O 2 [EMPLOYEE OF
< MADBROEN Lo

-

EMPLOYEE OF
|FOOD DONOR

Give contact info &
instructions

EMPLOYEE
OF SHELTER

Give contact info &
instructions

SUPPORT

DATABASE
PROVIDER

Store user data

Store location data




STAGES

VOLUNTEER

Go to food donor Go to shelter

USER
ACTIONS

Line of interaction

FACE-TO-
FACE

WEB

FRONTSTAGE
ACTIONS

ANALOGUE

PLATFORM
|PROCESSING

ACTIONS

EMPLOYEE OF
MADBROEN

EMPLOYEE OF Select food surplus
[FOOD DONOR

EMPLOYEE
OF SHELTER Use food surplus

DATABASE
PROVIDER

SUPPORT
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Ecosystem map

The ecosystem map of Madbroen (see Figure 15) visualizes the
main stakeholders of the service as well as their relations and in-
teractions. In the case of Madbroen, the ecosystem map shows
the stakeholders groups and the online platforms. The flow of
information and food is also visualized on the map.

Social platforms

e |nformation

Facebook

Food
Instagram

Residents

Employees

\

Online
platform

Figure 15: Madbroen’s ecosystem map

/
H

Food donors

Bakeries

Supermarkets

Markets
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Ecology map

The ecology map of Madbroen (see Figure 16)
shows the realtions between the actors and
their actions. On the ecology map of Madbro-
en there are four levels: User, Information
provider, Other volunteers and Community.

The service is illustrated through six aspects:
WHO? - defines the actors involved,

WHEN? - the time the service is used,
WHERE? - the locations,

WHAT? - the tools that are used during the
service,

HOW? - the way the service is used,

WHY? - the reason why for the service is used.

HOW?

collaborations

reduce food

COMMUNITY

get contacts

OTHER VOLUNTEERS

2 waste redistribution of 2
WHY? surplus food volunteers WHO?
reduce food
create waste o shelter staff
community giving surplus food
help people to people in need
inneed /|1 cefood other staff of food
shelters | d
help each waste volunteers onor
help people other free food
in need help people food people in
ffrez in need help others volunteer donors need
00
reduce food waste
platform when they want
latform bike bag whenin
P platform info shelter "ii‘i;or during the
. bike /at food donor oncea shift .
info . day during
info online platform redistribution
bike bags before the
online shift
information bike platform
before the shift
WHAT? at food donors on the way WHEN?

at food donors

Figure 16: Madbroen'’s ecology map
22
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online
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in shelters
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Future Improvements and steps

In this sections some of the steps will be consi-
dered that are necessary for the platform to
be implemented.

Prototype improvement

First of all, a better communication is needed
between the service provider, the food donors
and the shelters. Since these stakeholders
usually do not have too much time, they need
an easy way to communicate with the service
provider. For instance if the volunteers could
send a text message to the employees of the
food donor just before the food collection to
ask if they have any surplus food that day, the
employee just have to answer yes or no. This
would be easy for the employee to do, but at
the same time it would provide important in-
formation for the volunteers.

Promotion

One of the next steps would be to promote
the platform to potential volunteers. There
are four shifts per week at the moment, but
unfortunately there are not enough volunte-
ers. If Madbroen had more volunteers, the
platform could be tested with more people
which would give useful feedback for the ser-
vice provider to improve the service. The con-
cept could be promoted on social media for
students or to existing volunteer groups.

New collaborations

Some shelters reached out to Madbroen with
their needs for food. So far there is only one
supermarket and a bakery chain that colla-
borates with the service provider, but many
more are needed in order to help more peop-
le in need. As a next step, the service provi-
der should map out possibilities to collabora-
te with companies in the catering business.
Companies that cater huge events might have
surplus food that is already cooked and ready
to consume. This sort of collaboration would
make it easier for the shelter and soup Kkit-
chens to provide hot meals for the people in
need.

23
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Appendix 1:
Foodsharing Copenhage customer and volunteer survey results
Source: Foodsharing Copenhagen

Customer survey

What is your gender?

103 responses

Female —B85 (82.5%)
Male —A17 {16.5%)
Ananas f#—1 (1%)
0 20 40 60 B0 100

How old are you?

103 responses

Under 20 1(1%)

20-30 -T6 (73.8%)
31-40 —16 {15.5%)
41-50 —5 (4.9%)

Over 50 —5 (4.9%)



What is your occupation?

103 responses

@ Full-time job
@ Fart-time job
& Student
@ Unemployed
@ Retired

What is your education?

103 responses

High schoal 19 (18.4%)
Professional ba...

Bachelor 44 (42.7%)
Master 37 (35.9%)

Kontorassistent 10(1%)

Ph.D. engineering |1 (1%)
Veteran (soldat) ll—1 (1%)
Gymnasium 1(1%)
lycium 1 (1%)



What is your marital status?

102 responses

Single —42 {41.2%)

In a relatonship 46 (45.1%)
Married —14 {13.7%)
0 10 20 30 40 50
Do you have children?
103 responses
Yes —11 {10.7%)
No — 82 (89.3%)

0 20 40 60 80 100



How did you hear about Foodsharing Copenhagen?

102 responses

@ From a friend
@ From social media
& Went to an event

@ | was part of a similar movement in
another country

@ From a friend and social media
@ Alecturs
@ Mest them first at international House

How do you take part in Foodsharing Copenhagen?

103 responses

@ Volunteer

@ Attend events

& Follow updates

@ Support the idea of foodsharing

@ Al of the above

@ | follow updates to pass Them to pe...
@ Will attend events in the future

@ Haven't been there yet, becausa | a...

Y
What is Foodsharing Copenhagen for you?
103 responses
@ Events
@ Community
@ Organisation
@ Movement

@ Business partner

@ Food source

@ Events, Community, Organisation, ...
@ Community, movement, food source,

v



What do you do with your surplus food?

107 responses

@ Give it away to friends/people in need
@ Throw it away

| have none

@ Ferment itfreeze it

@ Us= it to prepare food 4 friends -
showing them that sharing is caring

@ Give it away, ferment/freeze it

@ | TRY TO NO HAVE ANY , AND
COOK OR FREEZING

@ compost it or give it away



Volunteer survey

What is your gender?

31 responses

Female

Male

16 (51.6%)

15 (48.4%)

20



How old are you?

31 responses

Under 20 2 (6.5%)
20-30
31-40
41-50

Cwer 50

What is your occupation?

31 responses

@ Fulk-time job
@ Fart-time job
@ Student
@ Unemployed
@ Retired



What is your marital status?

31 responses

Single 18 (58.1%)

In a relatonship

Married
serial monogamy 1(3.2%)
Its complicated. 1(3.2%)

What is your education?

31 responses

High school
Professional ba...
Bachelor

Master

1.5 Ph.Ds

Boatbuilcer, chef.

0.0 2.5 5.0 7.5 10.0 12.5 15.0



Do you have children?

31 responses

Yes |0 (0%)

Mo 31 (100%)

Would you like to engage in more volunteering activities for Foodsharing
Copenhagen?

29 responses

Yes 17 (58.6%)

Mo 12 (41.4%)



Would you like to engage in more team building activities?

27 responses

17 (63%)

No 10 (37%)

What kind of content would you like to see on Foodsharing
Copenhagen social media channels?

e Recipes or ticks to do with food we get.

e Tips for veggies like fermenting etc/ how to make the most of what you have.

e How to avoid waste.

e Activities and how volunteers gather the food.

e Stories of people who live 0 waste life, inspiring recipes, ideas how to turn
trash into home decor or other useful DIY ideas which can prevent waste in
general.

e More spaces in which to get food or make healthy dishes out of the food
given!

e | would like to be informed on events and maybe on how to safe food at
home.

e |love seeing what food there is beforehand and in general knowing when
exactly the event takes place (although it's usually at the same time, right?).

e Maybe more recipes and explanations about fermenting and cooking with
the veggies we get at the events.

e Sensibilization for the impact of food waste and how much it means for
someone who's economically struggling.



Recepies with the given vegetables, specifications of the vegetables are given
(some of them are unfrequent or unknown for some people).

Maybe how you get the food, the process - to be more informed of the
source.

More about ways to conserve extra food or how to cook it.

Dumpster Diving Spots.

How you organise to pick up food. How | can provide addresses or stores
that might donate their food. | might be able to provide the address of a
bakery that daily throws out a lot of bread. | am not able to bring the food to
you as | work a lot volunteering with integration.

Statistics and pictures of food which Foodsharing Copenhagen saved.

Info about the events.

information about food.

Info how to waste less and use most of the food/products.

Zero waste - preventing all kind of trash that is not necessary.

Tips on how to avoid /minimize food waste.

Events and Information about food waste and food waste reduction
practices.

Initiatives and different examples on how to avoid food waste.

Food preserving information, maybe some recipes.

Articles about direfent ways of conservation for food or how to consume in
diferent ways.

Events, other ways of supporting social movements.

How to volunteer.

| think it is good as it is.

Introducing other similar anti-waste movements/ organizations in DK/
Copenhagen. Mostly events.

I'm happy with it.

More info on how to store food so it lasts longer.

Events about foodsharing and information about those events. Maybe tips
and tricks for no-waste. )

Tutorials/guides on how to cook certain food or how to save them safely for
later use.

All te events that are related.



Tips and tricks to avoid food waste in a busy everyday life.

| really like your channel, but i'm sometimes wondering if you have a bigger
plan for FS CPH? Do you have the ambition to grow as an organisation and
become a larger network, or even a business? if yes - how do you work on
that and what can we do to help you?

Just a small hint on what your plans are for the future (as an initiative) could
be nice!

Dates and updates on, when there is a foodsharing or a clothes /
things-sharing event.

You are doing great! Maybe some more scientific Studies ?

Recipes, things to inspire people and to help reduce food waste.



Appendix 2:
Interview notes with Interviewee nr. 1

- Master student

- Food related studies

- 27

- Joined: January 2018

- Known about it from flatmate

- “I'think it's a wonderful concept. I've always been interested in food waste and
ways to minimize it. Back home | dont know of anything similar to this concept.
Maybe it exists but i just don't know about it”

- Interested in food waste problem, wanted to see how the process goes

- “llike the idea that its very different people with different backgrounds coming
together. | mean as far as volunteers concerned. There are volunteers with very
different backgrounds from mine and it makes sense because we're all there
kinda for the same reason. And | think it's also a nice way to chat with people
who actually come and pick up the food because we have a lot of regulars and
we have people who just come once or twice “

- "There’s also people who need it (free food from the events) because they don't
have sufficient financial resources for instance because i see that as well...
students, there're a lot of students.” “So it's a nice way to talk to them

- Goes about twice a month

- Sofar she hasn't been on other events but regular event and Hyggestedet

- Would be interested in going to more events

Appendix 3:
Interview notes with Interviewee nr. 2

- Student

- Saw it on facebook

- He was a participant first and heard about that FSCPH is looking for volunteers,

- “When i saw the address of the bakery, | thought that it was really close to my
place and | could do this, at least | could try this out and then so | signed up for it
and then it just continued every week”

- He stopped bakery collection last november because he moved so now he is
‘just’ a leader and tries to coordinate the volunteers

- He calls the bakeries to let them know that FSCPH will come to collect the bread
and ask how much bread they have and try to organise if they have a lot of bread
then ask for more volunteers

- “Volunteers ask a lot of questions: where do we have to come, what is the time
and so on.”

- Started november 2016

- "Organisation that helps to reduce food waste. Initially, I'll be honest and | would
say | joined just to get free food because coming, being a non-EU, living here in
Denmark is quite expensive so | started it just for the free food, but as | got
involved in the organisation more and more, | got to know that there is really a
problem of food waste and lots and lots of food goes wasted and | think if we
organise it a bit more and more and more people help out then we can do even



more better work and have few more food sharing points and try to reduce the
food waste as much as possible. | really think it's a huge problem all over the
world.”

Main motivation at the moment is “to reduce the food waste”

Appendix 4:
Interview notes with Interviewee nr. 3

Started about a year ago

He met a volunteer thats how he found out about it

Motivation: free food.

| joined because | got free food and | stayed because | was of the good cause and
also because of the community of the volunteers.

He participates in another people’s kitchen which is about collecting surplus food
from shops and cook it

3 times a month saturdays

Software developer

He thinks that the second shift is much tougher then the first shift because you
have to be on time and you have to get rid of the leftovers and “sometimes we
don't know where to take the leftovers and if first shift can't finish something
then the second shift has to

“Sometime we take it (leftovers) to shelters, sometimes we use it for compost,
sometimes we give it to other collectives”

“One time | went with bread (to shelters) and they were happy with the bread but
with vegetables | don't know”

Appendix 5:
Interview notes with Interviewee nr. 4

19

Student

Joined in october

“I heard that it's an amazing opportunity to help other people and also to gain
free food and | can volunteer, | don't do a lot of work and it's a win-win situation:
| help other people and they help me.”

“My boyfriend used to volunteer and he told me about this and he said that |
should come ... and | came once and | liked it and ...keep going”

2 times a month wednesdays

“I would (take leader shifts) but I'm not sure right now...I don't know why”

About the movement: “| think it's a great idea because there's of the waste, all of
this could be thrown out and It's not that bad for consuming it because the
expiration date is not always .... | mean you can eat them even though its passed
that... it's just ‘best before’ but not everything is bad”

“All the people are so happy and greatful and they come with their energy and |
feel good too for doing that and | remember the first time that | was so happy
because of the people and everybody was saying ‘thank you’ and they were really
grateful”



Appendix 6:
Interview notes with Interviewee nr. 5

25

Student

Started in december

Through a team leader friend

“It helps a lot with grocery bill and also like...free stuff right? There's something
really exciting about going each week and see what thing are there and also
because | was trying to eat less meat as well and this actually helps financially it
helps”

3-4 times a month both wednesdays and saturdays

Tried a lot of kind of shifts

About leader shift: ‘l would consider it but | don't want the responsibility.”
About the movement: “l think it's great that they just get the food and they give it
to anyone that pass by. This is purely about food sharing and | think that is
something that is lacking a lot of cities in the world. “

“l think the foodsharing attracts a certain kind of person | feel like people who
come here .... They are open and welcoming and | think that's just the kind of
person that it attracts”

“The excitement of free things”

Appendix 7:
Interview notes with Interviewee nr. 6

28

Unemployed

Joined recently but knows foodsharing because he was an event participant
before for half year

“You become really aware of the food spoiling like in front of you ... when you are
actually seeing the whole action ... it is shocking “

“You become aware of 'l shouldn’t take too much food because there are people
who might need more than me™ you are not thinking always in advance



Appendix 8:
Interview guide for employee of a shelter

Interview Guide — Manager of the night shelter

Research Topics X Interview Questions
objectives
“Facesheet” Personal Can you tell me about your main roles and
experience at responsibilities at Shelter?
shelter
How long have you been working at the shelter?
1. Objectives How do the shelters help the homeless people?
Life in the
shelter
What can the different shelters offer?
What happens in a regular shift at the shelter? When do
people arrive?
2. Needs of the Does anyone have any health issues that would require
Nutritional homeless a special diet?
needs of
homeless How do you make sure that they receive food according
people to their diet?
3. Outside of the What are the opportunities for people on the street to get
How shelter food?
homeless
people get
food? Who prepares the food and when?
Inside the
shelter Who decides and how about the menu?
4. How many volunteers work in the shelter?
Volunteers
What kind of volunteer work do they do?
5. How does the shelter get food?

The shelter’s
supply

Organizations

What organisations help the shelter to get food?

What kind of food product does the shelter receive from
the food donors??

Future

Is there any kind of food products that the shelter
regularly miss?




Appendix 9:
Interview notes from interview with an employee of a shelter

They get food from Food Bank

“we cook different food depends on what we have, but normally we always have
soup. A soup factory in Denmark is a sponsor. So we don't have to cook, we can
order some soup and we get it here.”

“We heat it up (the soup) and we have a production of food”

“We make something out of what we have. We don't buy anything. Sometimes
we don't get no meat, no veg. Rice, pasta, beans, coconut milk and stuff like that
so we can produce some hot meals”

They do not bring much vegetables and fruits

“Normally, they go to the library, over here (there’s a library just on the other side
of the road). 90% have some problems with alcohol and drugs and they go to a
library here and sit inside in the winter time and in summer they are in the park.
They go to laundry store here. They can sit inside and it's warm.”

“All the administration is mine, | am the chief of this part of the shelter. | make all
the plans “

He started working there 10 years ago

Shelter is there since 1994

They get two million from the government and 1,5 million from the main office:
KK headquarter / year

They have a lot of volunteers and second hand shops: they make a lot of money
from the social work

7 people hired full time

5-6 volunteers “they are normally here for 2-3 hours from 9 o'clock in the evening
til midnight. They talk with the guys who come here, some of them make some
food, some tea, some coffee. Just normally social work, just sitting and playing
cards or backgammon stuff like that. “

Church organises lunch two times a week for 70-75 people

“There’s a lot of free food in Copenhagen. it's not the food that is the problem for
the guys that live on the street ... it's the shelter place. You can eat for free in
Vesterbro, in Mandeshjem | think, some christian organisation make food for
free. So you can live here in Copenhagen for free food but no shelters, you have
to sleep outside. But you can get something to eat. ”

He's normally in the office from 10-15 on Monday, Wednesday and Friday

“We ask but they don't care (if they have a special diet), they have bigger
problems. Some of the guys who are here, they get a lot of medicine, and we
take care of the medicine for them we have it out here in small boxes, so when
they get here they get their own box and they take the medicine they need and
put it here because if they have it in their pocket in the street they will lost it. But
they come in and out from the hospitals”



Appendix 10:
Notes from co-creation workshop

“We already have volunteers signed up for bread collection and on Tuesdays we
don't go to the ones close to Ngrreport and the one in @stebro, so the volunteers
could go there to pick up bread for the shelters.”

“We could definitely do an extra collection just to supply them with bread “

“Lot of people go to the bakery (for bakery collection) because the next day then
they can pick up food “ “or you can simply tell Rema that we will take food and
the volunteers can take whatever they want. They get food, shelters get food,
everyone happy”

“Some of them are motivated by deeper causes but most of them are here for
the food”

“It's raising awareness among volunteers because we have even more people
involved in basicly moving the food waste. This way they will get more insights in
how much waste is produced”

“If you start data collection of how many kilos of food you save”

Supermarket can use the case for promotion: giving food to shelters

PR also for foodsharing

“l think in raising awareness it works in a sense that we have more people
actually doing this” “They (volunteers) are actually seeing it first hand as opposed
volunteers who come here (to the Foodsharing events) see a big pile of food
they don’t know where it comes from they don’t know how it works, but these
guys will see it first hand because they are at the shop “this is all the food that's
gonna go in the bin”

Appendix 11:
Notes from test and interview

In the shop: “I'm not going to take food from the homeless”

How did you like the experience?

“In general it was a good experience. If you have a lot of time you have a good
feeling afterwards. It was actually interesting to see the backside of the
supermarket: what they toss away and how they treat food. Would be nice how
people react on what you bring them but its not a waste of time.

Do you think you got enough information beforehand?

“I think for me it was enough because of the experience with Foodsharing in
general but ... | don't know. Maybe if its a bigger organisation it would be a little
bit tricky. If there are more people involved there can be improvements in the
communication”

Would you do it again?

“Yeah if | have time, sure!”
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