© Esmee Mankers
Graduation - May 2017

DIGITAL SERVICE TO SUPPORT

AND INSPIRE CUSTOMERS WITH

HEALTHY CHOICES
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Customers want

to apply insights

to their personal
situation and
preferences

Customers do
not know how to
achieve their
personal goal

Customers do
not know where
to start with
making healthier
choices

Customers
want simple
and actionable
insights

“DETERMINE YOUR FOCUS POINTS WITH PERSONAL
INSIGHTS AND RECEIVE RECOMMENDATIONS ON HOW
TOREACH IT IN AN APPROACHABLE WAY”

in-store
service point

(mobile)
self scan

digital
dashboard

export from
digital dashboard

smart
watch

Add purchases
and adjust into
personal intake

import from
external services
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In order for Albert Heijn to fulfill a more connected role in their
customers’ lifestyle, a digital service has been designed. It is
comprised of multiple features that support and inspire customers
with healthy eating. An online dashboard forms the system’s
foundation, which is connected to in-store touchpoints, providing
support and inspiration on relevant moments in the customer journey.

How Albert Heijn can realise this strategic vision is addressed in the
roadmap below. It summarises relevant insights, the resultant value
propositions, touchpoints and lean build-measure-learn loops that are
required to deliver the envisioned value to customers.

On critical
moments,
customers fall back
on convenient, but
less healthy habits
and familiarities
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PERSONAL SUPPORT PERSONAL VARIATIONS

Customers want
balanced and
varying meals for
a healthy diet

Always having to

use creativity for

variation can be a
struggle for
customers

PERSONAL MENU

Fanatic Alicia

PERSONAL PLANNING

Customers seek
inspiration that
matches their
personal situation
and preferences

Customers want
to use and
collect recipes
from multiple
sources

Customers
anticipate their
healthy choices on
planned activities

Customers want
to make choices
that are tailored
to their personal
situation and
preferences

Customers make
choices that
preserve, improve
or reward their
progress

Customers want
to know the
consequences of
activities on the
required healthy
choices

“RECEIVE RECIPE INSPIRATION THAT MATCHES YOUR
PERSONAL GOAL AND FOCUS POINTS BASED ON
CONVENIENT VARIATION OF YOUR FAVOURITES”

in-store
inspiration point

digital dashboard

personal recipes

4&[ magnetic meal
planner

text

recognition

recipes from
external sources

“RECEIVE ACTIVITY-BASED NUTRITIONAL
GUIDELINES AND RECIPE RECOMMENDATIONS”

recipes and menus
from influencers

Insight in
nutritional
values of
purchases

INSIGHT &
RECOMMENDATIONS
GENERAL SERVICE

Determine
personal focus
points

Referenced
health-related
information

HEALTHY PRODUCT
ALTERNATIVES

How should insight in purchases
be offered?

What specific background
information do customers seek?

Set goals and
complete
challenges

INSIGHT &
RECOMMENDATIONS

PERSONALISED SERVICE
Adjust
nutritional
guidelines

Nutritional
recommendation
based on food
philosophy

PERSONAL
HEALTHY PRODUCT
ALTERNATIVE

What is an efficient procedure to
add purchases and adjust intake?

What are motivating variable

rewards of challenges and goals?

INSIGHT &
RECOMMENDATIONS
MULTI-SIDED SERVICE

: @ Opti

What is the best placement and

How can insight, recommendations and

interaction with in-store service point? support be accessed on (mobile) self scan?

What are nutritional guidelines of popular
acknowledged food philosophies?

HEALTHY RECIPE
ALTERNATIVE

CONVENIENT
VARIATIONS
GENERAL SERVICE

recipe variations

data for external

Nutritional
recommendation
from external
service

Export purchase

service

Recommen-
dations for

From which external services do customers
want to import nutritional guidelines?

In what ways do customers want to
export their personal insight?

What is the preferred content for
suggested personal variations?

What is the best placement and interaction
with in-store inspiration point?

@ and base suggested variations
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CONVENIENT

VARIATIONS
PERSONALISED SE

on to connect services

ersonal focus points

Determine
vourite recipe
uilding blocks

Adjust and
insert personal
recipes

CONVENIENT
VARIATIONS

synschronise
services and devices

HEALTHY ALTERNATIVES

Insert recipes
from other
sources

RVICE MULTI-SIDED SERVICE

Focus point /
goal-based
recipe recom-
mendation

Plan and save
day & week
menus

How can recipes be organised
into different building blocks?

What is the preferred way to determine
customers’ favourite recipe building blocks?

How can personal focus points and preferences

be used to make more relevant suggestions?

How can customers conveniently
create personal recipes and menus?

Week & day
menus from
influencers

Follow menus
and recipes
from others

What should an open community with
recipes and menus contain and look like?

From which external sources do
customers want to import recipes?

Which influencers can provide
value for the open community?

What business model can be established

around recipes and menus from influencers?

in-store

augmented reality

INTEGRATED

INSIGHT &
RECOMMENDATIONS
INTEGRATED SERVICE

Option to connect
services and base
all suggestions on
progress and
activities

CONVENIENT
VARIATIONS

INTEGRATED SERVICE

Which external

services and devices
can provide input for
adjusted guidelines?



