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IDE Master Graduation

Project team, Procedural checks and personal Project brief

This document contains the agreements made between student and supervisory team about the student’s IDE Master
Graduation Project. This document can also include the involvement of an external organisation, however, it does not cover any
legal employment relationship that the student and the client (might) agree upon. Next to that, this document facilitates the
required procedural checks. In this document:

The student defines the team, what he/she is going to do/deliver and how that will come about.
SSC E&SA (Shared Service Center, Education & Student Affairs) reports on the student’s registration and study progress.
IDE's Board of Examiners confirms if the student is allowed to start the Graduation Project.

USE ADOBE ACROBAT READER TO OPEN, EDIT AND SAVE THIS DOCUMENT

family name _Dencher Your master programme (only select the options that apply to you):
initials  EB.S. given name Eleonoor IDE master(s): ( ) IPD) ( ) Dfl ) lD SPD

student number 4351975

street & no. Noorderhavenkade 82C

zipcode & city 3038 XN Rotterdam Honours Programme Master
country _The Netherlands Medisign
phone 06-33628285 Tech. in Sustainable Design
email e.b.s.dencher@gmail.com Entrepeneurship
** chair _Giulia Calabretta dept. / section: MCR
**mentor Maaike Kleinsmann dept. / section; _MOD
Ino Paap

Inter IKEA Systems B.V.
Delft The Netherlands
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Procedural Checks - IDE Master Graduation

APPROVAL PROJECT BRIEF

To be filled in by the chair of the supervisory team.

6 Culobnie.

chair _Giulia Calabretta date 15 - 03 - 2021 signature

CHECK STUDY PROGRESS

To be filled in by the SSC E&SA (Shared Service Center, Education & Student Affairs), after approval of the project brief by the Chair.
The study progress will be checked for a 2nd time just before the green light meeting.

Master electives no. of EC accumulated in total: _42 EC e all 1*tyear master courses passed

Of which, taking the conditional requirements
into account, can be part of the exam programme __30 EC missing 15" year master courses are:

List of electives obtained before the third
semester without approval of the BoE

name _C.van der Bunt date 22 - 03 - 2021 signature CB

FORMAL APPROVAL GRADUATION PROJECT

To be filled in by the Board of Examiners of IDE TU Delft. Please check the supervisory team and study the parts of the brief marked **.
Next, please assess, (dis)approve and sign this Project Brief, by using the criteria below.

e Does the project fit within the (MSc)-programme of M) APPROVED[) NOT APPROVED )

the student (taking into account, if described, the

activities done next to the obligatory MSc specific ) APPROVED r) NOT APPROVED )
courses)?

¢ |s the level of the project challenging enough for a
MSc IDE graduating student?

e |s the project expected to be doable within 100
working days/20 weeks ?

¢ Does the composition of the supervisory team
comply with the regulations and fit the assignment ?

- mid term should be around day 40

comments
Monique von Morgen
name d & date 29/3/2021 signature
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Designing new concepts for IKEA's omni-channel co-worker experience project title

Please state the title of your graduation project (above) and the start date and end date (below). Keep the title compact and simple.
Do not use abbreviations. The remainder of this document allows you to define and clarify your graduation project.

start date 05 - 03 - 2021 29 - 07 - 2021 end date

INTRODUCTION **
Please describe, the context of your project, and address the main stakeholders (interests) within this context in a concise yet

complete manner. Who are involved, what do they value and how do they currently operate within the given context? What are the
main opportunities and limitations you are currently aware of (cultural- and social norms, resources (time, money....), technology, ...).

space available for images / figures on next page

Inter IKEA Systems B.V. (also known as Core Business Franchise or CBF) is the franchisor and the owner of the IKEA
Concept, including the IKEA trademarks. The IKEA vision has always been to create a better everyday life for the many
people, by offering a wide range of well-designed, functional home furnishing products at prices so low that as many
people as possible will be able to afford them. By means of this franchising system, this vision is upheld through the
collaboration, feedback, sharing and joint development between the franchisor (CBF) and the IKEA franchisees.

CBF owns, develops and protects the IKEA Concept, and assures the relevance of the IKEA Franchise Offer. Franchisees
establish, operate, and expand IKEA Retailing activities in new and existing markets. CBF is responsible for the IKEA
strategic framework and upholding it through an IKEA Concept which is updated, relevant, implemented and
followed-up together with all IKEA trademark users. IKEA people are enabled in the value chain by developing new
ways of working supported by processes, methods, tools and services. CBF supports franchisees and their employees
in their business, by providing them with IKEA Concept knowledge, learning solutions and IKEA product information
amongst other services. These can be seen as information silos. This is developed by IKEA Culture and Learning (ICL),
one of the units within CBF. Each IKEA unit has their own global assignment, tht of ICL is to strengthen the IKEA culture
and enable IKEA people to develop their competence to meet customer and business needs. The IKEA brand is
strengthened and customer satisfaction is increased by enabling the development of competent and confident
co-workers. Another goal within ICL that derives from investing in the competences of IKEA employees, is gathering
their experiences and point of view on sales, logistics, interior design etc. Sales employees can be seen as crucial
customer meeting points and good sources for potential business development as they are in frequent contact with
the customer.

Currently, the presenting of information silos is done in a fragmented way. There is no structural, integrated way of
working which leads to various opportunities being missed (ranging from business development ideas to ways
co-workers can feel more valued by the company). Instead, an overarching structure of information is created through
various collaborating knowledge sources from IKEA business units and franchisees, and opportunities to improve IKEA
depend on co-worker's own professional network. Processes like the onboarding of a new employee are still
somewhat disorganized and lack cohesion throughout the firm. The current form of communication between
franchisor and franchisee is more like a franchisee giving reactive feedback to the franchisor rather than an active
dialogue between two equals. Franchisees and their co-workers need to be empowered to share their experiences
and point of view to CBF because it is valuable to all stakeholders that the ways of working are adjusted when
necessary. With the digital transformation that is taking place at IKEA, an opportunity has arisen to reevaluate the
ongoing way of working and create a solution and long-term vision that is co-worker centric. Within this opportunity
lies the chance to:

- Create an active dialogue between the stakeholders rather than continue in an ongoing reactive feedback loop;

« Investment in co-worker wellbeing and self-development;

- Collect (qualitative) data from co-workers and use this as the basis of all/part of the design process;

- Integrate formal & informal layers of information to prevent confusion or lack of trust between parties;

- Create a new way of working that combines digital and non-digital tools to improve the IKEA co-worker experience,
- Enhance employer branding attractiveness
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PROBLEM DEFINITION **

Limit and define the scope and solution space of your project to one that is manageable within one Master Graduation Project of 30
EC (= 20 full time weeks or 100 working days) and clearly indicate what issue(s) should be addressed in this project.

ASSIGNMENT **

State in 2 or 3 sentences what you are going to research, design, create and / or generate, that will solve (part of) the issue(s) pointed
out in “problem definition”. Then illustrate this assignment by indicating what kind of solution you expect and / or aim to deliver, for
instance: a product, a product-service combination, a strategy illustrated through product or product-service combination ideas, ... . In
case of a Specialisation and/or Annotation, make sure the assignment reflects this/these.

IKEA Culture & Learning is responsible for strengthening the IKEA culture and empowering IKEA co-workers through
their own abilities. However, the current tools provided to enhance co-workers' competences, gather their feedback
and discover potential business improvements lack in cohesion, ease of use, relevance and active dialogue. Therefore,
this project will focus on designing new concepts for bi-directional information sharing between franchisor and
co-workers that are in direct or indirect contact with customers (indirect: one step between customer and co-worker).
Co-workers' experiences are of great value to IKEA and that is why this must be the foundation of the entire design
process. These aspects have led to the main research question:

RQ: What concept can be designed to improve the relationship between franchisor Inter IKEA Systems B.V. and
customer-associated co-workers that enables competence building through bi-directional information sharing?

Sub-Questions:

1. How can the relationship between franchisor and co-worker be improved to add value to the overall co-worker
experience and identify business development opportunities?

2. How should bi-directional information sharing occur to facilitate and stimulate co-worker competence building?

to strateqmally enhance CBF's offer. The end result( ) should uphold the IKEA vision and values.

| expect to design a concept that enables CBF and ICL to empower IKEA co-workers through their own abilities in a
way that is modern, cohesive and personal. Looking at the bigger picture, | expect to create a future vision of this
concept for CBF and ICL that could be done in the format of a roadmap or through concept combination ideas. In
order to prove the concept's functionality, I will conduct multiple tests with prototypes and gather as much feedback
from co-workers* as possible. Integrating the various layers of formal and informal information will also be part of the
final solution as is facilitating an active dialogue between franchisor and franchisee/co-worker.

*Qver time CBF has stepped away from using framed profiles to categorize their co-workers. People are multi-facetted,
as are their jobs, so making specific content for fixed positions/labels has become outdated. Though every ICL
product/service/learning solution has to be applicable for all IKEA people, some are less relevant in certain business
units, for example, IKEA Concept knowledge is of greater importance to a store sales clerk than a factory worker (but
both should still be able to access and understand the information). Therefore, in the scope of my assignment, | will be
paying more attention to co-workers that are in direct or indirect (with 1 step between) contact with customers while
maintaining a level of generality.
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PLANNING AND APPROACH **
Include a Gantt Chart (replace the example below - more examples can be found in Manual 2) that shows the different phases of your
project, deliverables you have in mind, meetings, and how you plan to spend your time. Please note that all activities should fit within

the given net time of 30 EC = 20 full time weeks or 100 working days, and your planning should include a kick-off meeting, mid-term
meeting, green light meeting and graduation ceremony. lllustrate your Gantt Chart by, for instance, explaining your approach, and
please indicate periods of part-time activities and/or periods of not spending time on your graduation project, if any, for instance
because of holidays or parallel activities.
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GREEN
Important Dates Ko T | LGHT | GRADUATION
Sprints Sprint 1 Sprint 2 Sprint 3 Sprint4. Sprint 5. Sprint 6 Sprint 7. T Sprint 8 Sprint 9. Sprint 10
Calender Week 9 10 11 12 13] 1 15 16 17) 18 19 20 21 2 23 2 25 2 27 28 29 30
Activities Project Week 0 1 2 3 a s 6 7 8 9 10| 11 12 13 14 15| 16 17 18 19 20 21

1. DISCOVER
[Frame Project Scope

Literature Research

Company Research

Identify Stakeholders

Expert Interviews.

Competitor & Trend Analysis.
Insights & Problem Statement

2. DEFINE

Design Brief & Criteria
Collaborative & Individual Ideation
Create & Test Ideas

Preparation for Midterm
3. DESIGN & DEVELOP

Reflect & Choose Final Concept Idea
Re-iterate & Test Final Concept Idea
Finalize Concept

4. DELIVER & IMPLEMENT

Business Validation

Create Implementation Plan

Test Implementation Plan & Re-iterate
Prepare for Green Light
[DOCUMENTATION

Final concept and deliverables
Imorove deliverables

Report

|final

I'm planning to adapt my own interpretation of the Double Diamond method (British Design Council, 2005) and and
combine it with the sprint set-up of Agile working. This will allow me to quickly gather feedback and keep stakeholders
in the loop of my process. Furthermore, the pace set by 2-week sprints will ensure swift decision making and keep my
focus on the issue at hand. The overall process follows the structure of the double diamond: Discover, Define, Develop
& Deliver, each phase alternating in divergent and convergent activities. Throughout each phase, | will (be able to) go
back and forth to perform iterations with new feedback and insights that | will gather during the process.

The planning includes 21 project weeks to take into account the public holidays in Q4.

Title of Project  Designing new concepts for IKEA's omni-channel co-worker experience




]
. . TUDelft
Personal Project Brief - IDE Master Graduation

MOTIVATION AND PERSONAL AMBITIONS
Explain why you set up this project, what competences you want to prove and learn. For example: acquired competences from your
MSc programme, the elective semester, extra-curricular activities (etc.) and point out the competences you have yet developed.

Optionally, describe which personal learning ambitions you explicitly want to address in this project, on top of the learning objectives
of the Graduation Project, such as: in depth knowledge a on specific subject, broadening your competences or experimenting with a
specific tool and/or methodology, ... . Stick to no more than five ambitions.

Before starting the process of finding a graduation assignment (and with that, a company to execute it with), |
reflected on what | enjoyed most during my master's program and what | still wanted to learn about. During those
mental brainstorming sessions, one theme that | drew towards to was creating (for) future scenarios. Through courses
like DSP, Design Roadmapping and elective course VIP, | have enjoyed developing future visions and the paths to
achieve them. Designing for a long term end-goal has always pushed me to think of more innovative solutions or
strategies. These experiences have allowed me to progress in various competences like:

- being able to look at the bigger picture while also focus on details;
- creating future visions and develop a route towards that vision that is realistic and feasible;
- being able to tell the story behind my concepts in an engaging, convincing and informative way.

These are competences that | want to prove during my graduation period.
A theme that interested me to learn more about, was the 'digitalization of society'. Accelerated by the pandemic,
digital transformations are taking place everywhere and the design strategies that come with it gained my interest.

Digitalization is inevitable and the impact it can have on people’s wellbeing is slowly coming to light, therefore | want:

- to understand better what that means for my role as a strategic designer,
- to know how that impacts companies’ approach to servicing their employees and customers.

FINAL COMMENTS

In case your project brief needs final comments, please add any information you think is relevant.
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