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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 tearn about the student’s IDE Master
Graduation Project, This document can also include the irvolvement 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 studentis allowed to start the Graduation Project.

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

family name Fan Your master programme {only select the options that apply to you):
initials X given name  Xingyu IDE master(s): (g IPD ) ()ni) () SPD )
student number
street & no.
zipcode & city I Honours Programme Master
country Medisign
phone Tech. in Sustainable Design
email Entrepeneurship
** chair  Conny Bakker dept. / section:  SDE/CPD
**mentor  Ruth Mugge dept. / section.  DOS/MCR
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'FU Delft '?U Delft
Procedural Checks - IDE Master Graduation Personal Project Brief - IDE Master Graduation

APPROVAL PROJECT BRIEF

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

Design Return Experience for Philips Male Grooming Product Consumers  prject 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 clanfy your graduation project.

start date 05 -07 - 2021 10 - 12 - 2027 end date

chair  Conny Bakker date = 5 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 Znd time just before the green light meeting.

For a sustainable world, the transition from a linear to a circular economy is essential. To obtain a closed loop of
resources and ensure a sufficient volume of products to enable circular strategies, manufacturers need to find a way to
Master electives no. of EC accumulated in total: tC . all 1" year master courses passed nudge users to send back their products when unused, unwanted or at the end of their life.

Of which, taking the conditional requirements
into account, can be part of the exam programme EC . missing 1* year master courses are:

List of electives abtained befare the third
semester without approval of the Bok

As one of the manufacturers who consider the circular economy as a key driver of business value creation, Philips is
exploring new ways to involve consumers in co-creating the closed-loop for Male Grooming (MG) products and
exploring possibilities on leveraging learnings on other similar Philips Persanal Health products, Sa far, Philips has
developed some circular services far the Personal Health products, such as the 90-day return service and Lumea
Try&Buy service, which offers customers access to Lumea rather than the ownership of it.

For this project, Phillips intends to explore how to improve user experience during *ECU (end of use] stage. 5o that
users can be motivated to send back their unused MG products, and Philips can have the products reprocessed and
provided to new users, By developing such services, opportunities could be a new culture of returning Philips products
among consumers and the increase in Philips competencies in sustainable health technology. The project outcome
rmight encourage and trigger the whole industry to transit towards the circular economy.,

In addition to Philips, other stakeholders such as retail stores, refurbishment/recovery/recycling organizations and
third-party trade-in arganizations might also get involved in this project, Because these organizations are experienced
in disposing of different types of products, Philips could collaborate with thern to increase the effectiveness of the

name date a : signature return process.

*Definition of EOU

FORMALAFPROVAL ERADUATION PRO.IECT EOU {end of use): the consumer stops using MG products due ta any reasons from their own perspective,

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, (disjapprove and sign this Project Brief, by using the criteria below.

+ [loes the project fit within the (MSc)-programme of ) APPROVED I ) NDTAPPROVED)

the student {taking into account, if described, the
)_APPROVED JJL ) NOTAPPROVED )

activities done next to the obligatory MSc specific
courses)?

* |sthe level of the project challenging enough fora
MSc IDE graduating student?

* |s the project expected to be doable within 100
warking days/Z20 weeks 7

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

Procedure:

comments
name date - - signature
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. . 'FU Delft . . '?U Delft
Personal Project Brief - IDE Master Graduation Personal Project Brief - IDE Master Graduation

introduction {continued): space for images 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.

Philips aims to drive the circular economy by capturing the value of unused MG devices. However, since existing
return services are not effective enough to nudge consumers to return MG products, consumers rarely send the
products back, making it difficult for Philips to close the loop,

With the purpose of making the return service more effective and lasting, itis crucial to stimulate consumers to
change their behaviors from 'throwing, storing, forgetting' to 'returning’. Moreover, in order to let consumers give
priority to Philips's return service over other disposal options when facing the EOU phase, it's necessary to investigate
what factors are interested to the target consumers and what they value the most,

€ @&«
TE€E@;C

a. Electric Shaver (3 heads) b Electric Shaver (2 heads) <. Electric OneBlade d. Hair clipper & Nase rimmer 1. Beard trimmer 9. Body groomer h. Multi-groomer
— ) :

The project scope can be formulated as:

Cesign an effective and lasting return program to motivate MG consumers to return unused devices to Philips, by
exploring what interventions can be applied ta change their behavior towards returning' and what is important to
consurner's preference over ather similar return services.

Linear Economy i Gircular Economy

Therefore, the design space within the scope lies in understanding consurmers experience and behaviors during EOU
phase, thus to apply relevant interventions to encourage consumers return the MG devices, and thereby the products
can be refurbished, recycled, and offered again to the new users,

Store it at home Recycle directly Reprocess and provide to new users

|
I
I
:
1
1
|
1
1
:
1
1
|
I
I
I
:
1
1
1
|
1
1
1
E image / figure 1. Philips aims to collect unused MG devices for further development of circular economy
! ASSIGNMENT **
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State in Z or 3 sentences what you are going to research, design, create and / or generate, that will salve (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
instan i service combination, a strategy illustrated through product or product-service combination ideas, ... . In
case of a Spe ion and/or Annotation, make sure the assignment reflects this/these.

The primary goal of this project (s to develop a solution that provides a motivational and rewarding consumer’s MG
products return experience that supports Philips's further developrment for the circular economy, The solution will

Research and Analysis Design and lterations i ) o i ) ; i X . . . B g e ) T
tirmuiate comsummer's ehavicr change frem ‘storng, forgettng and throwing o returming white afso buifding
Discover Define Develop Deliver consumer loyalty and increasing their sustainable awareness.

1

‘ i The outcorne of this project is expected to be a solution in the form of a product-service combination, It will be an

ANETNS oot | integrated service with at least one touchpoint elabarated as physical or digital product design, The final deliverables
R Thesis report o will include the following items:
1
1
T TR kb bt i i B I 1. Athesis report that provides: (1) Description of methods, and the key insights from context research, consumer
S e detailing Recommondation | research, and benchmarking; (2) The detailed design iteration process that includes iterative ideation,
| conceptualization, and evaluztion; (3) The final design demaonstration; {(4) Reflection on the values for consumers,
il e | Philips, other stakeholders, and the sodiety; (5) Recommendation based on the final evaluation results that can be
Stakeholder RAEOATE . referred to for further improvernents.

iyt 20 Ashowease including a poster and a video that dearly dermonstrate the context, the challenge and the final design
. solution,
| 3. Final presentation,
4. Aninsight report for Philips with recommendations and guidelines, The insights will mainly focus on the
| consumer's perspective, and can be generated throughout the whole design process, There will be two parts of
\Insights dermonstrated in the report separately: insights under the specific context of MG products, and insights that
- canbe leveraged in a more general context for other similar Philips Healthcare products,

image / figure 7; __Research process and approach E
I
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. . 'FU Delft . . '?U Delft
Personal Project Brief - IDE Master Graduation Personal Project Brief - IDE Master Graduation

PLANNING AND APPROACH ** MOTIVATION AND PERSONAL AMBITIONS
Include a Gantt Chart (replace the example below - more examples can be found in Manual 2} that shows the different phases of your Explain why you set up this project, what competences you want to prove and learn. For example: acquired competences from your
project, deliverables you have in mind, meetings, and how you plan to spend your time. Please note that all activities should fit within MSc programme, the elective semester, extra-curricular activities (etc.) and point out the competences you have yet developed.

e given net time of 30 EC = 20 full time weeks or 100 warking days, and your planning should include a kick-otf meeting, mid-term Optionally, describe which personal leaming ambitions you explicitly want to address in this project, on top of the learning objectives

meeting, green light meeting and graduation ceremony. lllustrate your Gantt Chart by, for instance, explaining your approach, and of the Grad Project, such as: in depth knowledge a on specific subject, broadening your competences or experimenting with a
please indicate periods of part-time activities and/or periods af not spending time on your graduation project, if any, for instance specific tool and/or methodology, ... . Stick to no more than five ambitions.
because of halidays or parallel activities.

IDE TU Delft - E&SA Department /// Graduation project brief & study overview /// 7018-01v30 Page 6 of 7
Initials & Name X Fan Student number 5124352

As iy mather teaches water treatment in the university, | usually went to the sewage treatment plants since | was very

startdate 5 -7 - 2021 10- 12 - 2021 end date little. | truly felt the impact of human activities on the environment, which has built my sustainability awareness, Apart
from that, this project also reminds me of the moments when | face the dilemma of whether to store the old
electronics,
Therefore, | found this project extremely meaningful and closely attached to my interests, Through the previous study
at IPD, TU Delft, | have done many different projects that vary from product design to product-service systern design,
Month July August September October November December . : . . . . . . . 2
Dates 59 1216 1923 2630 26 913 1620 2327 303 610 1347 2024 271 48 1145 1822 2529 15 812 1519 2226 293 610 1317 2024 The IPD experience helped me develop skills in bringing solutions in a practical way. Apart from that, the internship
Project week 1 2z 3 4 5 6 7 k3 9 10 11 12 13 14 15 16 17 18 18 20 21 22 23 24 25

experience as a UX designer also trained me ta get familiar with an industry and extract insights quickly,

Project day 80 100

Literature study
Benchmarking
Stakeholder mapping
Consumer research
Data analysis

During this project, | want to get in-depth knowledge of the circular economy and consumer behavior change,
Moreover, as an IPD student who lacks experience in strategic product design and service desigr, | also want to
broaden my competencies Dy experimanting with qualitative research and service design methodologies.

P 5 4 1 0 7 B |
Creative ideation session j
Conceptualisation
Evaluation & refinement
Final design detailing
Dacientng
Thesis and insight report
Other deliverables
Project Duration= 05/07/2021 1o 15/12/2021 [ The tentative important dates:
- 100 Working days Kick off meeting: 5 th Jul 2021;
- 5 days holiday from 9th - 13th Aug Midterm evaluation: 7 th Sep 2021;
- Since 30th Aug, | will work 4 days per week because a course will be taken on every Monday. Green light Meeting: 15 th Nov 2021;
The plan might be modified as the project will proceed with results obtained at each stage. The graduation defense: 15th Dec 2021.

The project consists of three phases: (1) Research and analysis phase: The project will be initlated with a literature
review to gain in-depth knowledge of circular economy, consumer behavior theories, and previous study on design for
divestment, Later, the benchmarking will be conducted to get an overview of existing product-return sclutions. Then a
stakeholder mapping will be prepared to analyze different types of stakeholders involved in MG product ecosystem,
Consumer research will start two weeks later after kick-off and will be completed before the final design detailing.
Methods such as context mapping and interviews will be carried out to understand consumer experience and
behavior, To gain more insights from the current return experience, | will alsa get a MG product by myself to
experience the whole journey, especially the return pracess. Key insights will be generated after cansumer research,
Persona and user journey map will be used as toals to describe user behavior, needs, and experience journey. Finally, a
new design brief will be formulated as a start point for the next phase, It will redefine the problem, design vision, and
develop the requirements & criteria based on the quidelines from previaus design-for-divestment research,

(2) Design and iteration phase: The second phase starts with the diverging process: ideation and conceptualization. In
addition to the personal ideation, a workshop with peers and stakeholders will be organized to get inspiration. After
narrowing down and clustering the ideas, a concept will be developed. In the conceptualization stage, a service FINAL COMMENTS
blueprint will be used to detail the process and visualize stakehalders' relationships. Furthermore, prototypes and
storyboards will be developed for further evaluation with stakeholders, After the small iterations, the final design will
be delivered, including an improved service blueprint, prototypes of touchpoint(s), and a reflection on how the results
contribute to the user, Philips, and society,

(3) Documenting: The thesis report and the insight report will be written throughout the project. Fach chapter and all
the insights will be dacurmented once the activities are done. Furthermoere, the showcase and presentation will be
developad during the last two weeks of the project.

In case your project brief needs final comments, please add any information you think is relevant.
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B. Philips sustainability goal C. Benchmarking on take-back strategy

Stimulus
Company Apple IKEA

Apple Trade In: hitps /iwww.apple. Regular return & exchange service : hitps:/Awww.  Buy Back program: hitps:/Awww.bbc.com/news/business- "
- i - Electronics return
com/nlArade-in/ ikea.com/nl/en/customer-service/returns-claims/ 56981636

O u r a m b |t|o U S ta rgets fo r 2025 Program Info hitps:fiwuewikea comigh . hitps #Aweew ikea.

/uy-back-pubcé44de60 (Due to Covid, com/nl/nl/customer-
the buy back programs are not available in some service/services/ftemov
countries) al-recycling/

collaborated with

8 . TR Wecycle but should
Clrcular economy still be returned at

—’\'\/\. 9 stakeholders IKEA store. Wecycle

collection point (at

customer service in the

IKEA store)

IKEA physical store /register online and send back

Offline: apple store, Online: Bright star (W) iz 0 22y ask for trucks to send back

IKEA physical store

* We generate 25% of our revenue from
. . . Unused IKEA items in original packaging with the
circular products, services and solutions proof of payment (except some special products Unused IKEA furniture

such as mattresses

electrical appliances,

Product for return All apple products can be recycled, batteries and lamps

We offer a trade-in on all professional

Offline: rade in at Apple Stores, the staff

wil salugte the/device,and the order number / receipt needed of family card

medical equipment, and take care of

responsible repurposing**

We embed circular practices at our
sites* and put zero waste to landfill

corresponding price, and assist you to
remove the personal data on the old

device; Some products can get credit: If
you trade in your old device when you buy
a new product, Apple will settle the trade-in

value with your purchase, or they will
recycle it free of charge.

scanned: Physical store: fill in the form and go to the
store; Return via parcel: fill in the form by filling the
order number & item number, spend money to get
the label via email or post and the send the items
back

https:/Avww.youtube .comwatch?v=E X 9yzIKvRNk: With
no receipt, submit photos of an assembled piece of ikea
furniture (negative side: everything needs to be
assembled), they will tell you the trade-in value (how
much store credit you will get, not cash), The process:

Howe hitps:/Avww.youtube.comiwatch?v=LbWu_Xz44hy  checkthe requirement - select the furniture category -
- In this video the consumer tried to return back the search and select item - confirm condition - get estimate
{7 pamass . . . . Online: The consumer can purchase the bed but IKEA said it's used so they didn acceptthe  trade-in value - get a QR code and bring the furniture to
et . We team up with our partners to deliver sustainable value and drive global change new product and estimate the price for the o "\which is unreasonable: on lhe websile it says IKEA, reach the staff and finally get a refund in store
@ Partnerships We improve the lives of 1 million workers in our supply chain and reduce its environmental footprint oitehaso e sem oul et and the stafr ¥OU €an return i I youire ol safsfied i that.But i credt (giicard)
P." ik to tha.davica ot door: Aft you don't use it how you gonna know if you are
‘tl:vr!lesllccingu&e :onz‘i’!licoer'laof ngzevisg the satisfied? ---- On the website it saids mattress can't
“ % be returned once it's opened. So the return
consumer can get atrade-in value directly it ation should be clear on different product
We design 100% of our products and services in line with EcoDesign requirements, with ‘Eco-Heroes’ instead ot ie e USGr <earch bythemseﬁves
ENABLERS Enablers accounting for 25% of revenues IKEA store credits for buying new products (unlimited)
We embed sustainable practices in our ways of working, as defined by the Philips Business System hitps: fhwrww.bilibili.comAvideo/BY 10pdy147¢37
Trade-in value: Apple Store gift card used X from=search&seid=10001177308814869267: Thanks to
Value Get the refund, and get rid of the unused products  the store credits, customers are encouraged to shop

* including non-manufacturing sites, such as large offices, warehouses and R&D facilities
**either refurbished at Philips, or locally recycled in line with Philips policies.

for buying new products

again at IKEA. The vouchers will have no expiration date,
so customers have the option to buy things only when

they need to.

What does the company
do with the returned Recycle?
products

They will resell the furniture

Easy to access in the Apple official Hidden in ‘service', not as obvious as general return

Accessibility website. Procedure are very clear. Can be easily found in 'Customer service' Sefiice
Trade-in options in the new products
shopping page
Stimulus Discount / gift card
Company H&M Media Markt Cool blue Suning ( Cross-brand' trade in)
Consumer can take any unwanted clothes
c_r_lexnles, by any brand and in any _ Get a trade-in dlsz_:ounl for the old Only B2B can trade in the old device Get a device upgrade consumer electronic stores trade-in /
condition, to one of H&M stores.and receive device buy back program

a voucher to use towards the next purchase

Programinfo
https:/iwww2.hm.com/en_ie/hm-

hitps:/fwww.mediamarkt. hitps :/Awww.co olblue .nlfadvies vat-is-trade-in-  https:/ivww.coolblue.
Ide/shon/savicessi i i V/advie s/all

sustainability/lets-change. html/clos e-the- hy tausch-rabatt. Iblue-zakelijk.htm#id-trad https:/#hx.suning.com/
loop html service-bestellen smartphone-upgrade.html
stakeholders Collaborate textile recycle company1:CO Media Markt store Coolblue Apple, Samsung, Coolblue Suning physical stores

https:/Avwey.ico-spirit.com/en/

Multiple types of electronics from a
Only available for Apple and large number of brands (it could be
Samsung smartphones bought from other stores other than
Suning)

Only available for Apple, Samsung,

and Microsoft products at least 5 business IT devices.

Product for return Any unwanted clothes or textiles

https:/Avww youtube.comfwatch?

v=8DW15t8YcHA Bring the old clothes to hitps:/Avww.bilibili.

H&M store and the staff will help you put old comAvideo/BY 1rD4y127BP?

clothes into a collection box. Finally you will . from=search&seid=158571377647518

get a discount card (unlimited, no You can exchan:qe old bl_Jslnes; hardware_ fora 37599

expiration) for buying new products fee via COOlblI.Je 's frade-in service. You will
receive an estimate of the value of the

Bring the old device to the

MediaMarkt branch with your ID, Drfirie: EHOOSE Upgrade wile

and receive a credit that worth the equipment in advance. The products are order the new phone, receive
How? estimated price. Then pay for the collected, inspected, erased and prepared for  the instructions after payment.
new device at lﬁe checkout and recycling. You will then receive your money Offline: Make an appointment

and a 'Data Erasure Report'. This certificate for the Coolblue stores
proves that all data from your old device has
been completely and carefully removed.

redeem the credit.
Three options for consumers to send
back the device: 1. send via post. 2.
The staff will pick up your device at
door. 3. Select a physical store and go
to the store.

Chinese consumers can get access to the
collection program by using S/ 2R

1. The price might be higher compared

Value to the credits provided by the orginal
brands. 2. Consumers have more
options for the new device (from other
brands)

What does the company
do with the returned Attract consumers to consume in their store
products

Easy to find under 'sustanability' tab in

Accessibility H&M's navigation bar

Easy to find in the official page

Negative side: encourage a guili-free

rancimntinn attitida whara riictamars think



Stimulus Prize subscription contract

Company Nespresso Grover Adidas

Recycle the coffee capsules and win the prize Electronics rent service Adidas rental program

hitps:/fwww. /nifnl. i ts?
gclsrc=aw.
ds&ds_r1=1281311&ds_rl=1281311&gclid=CjwKC
AjwulWHBhBDEiwACXQYscM3VV3i3yC_3yoT7X
0Ocpf3DBiXX2tsTONJXWpLW-
fzyEN6L aF JBRoCWNcQAvVD_BwE&gclsrc=aw.ds

Program info

hitps:/Awww.grover.com/nl-nl hitps:/ocation.adidas.fr/en

Companies who are in charge of the prize:

Shitkshalders Velosophy (bicycle), Caran d'ache (pen)

Grover Adidas, Colissimo (French parcel delivery service)

Product for return Coffee capsule A wide range of electronics Adidas garments

Adidas Rental allows customers in France to rent
outdoor clothing, shoes and bags for a specified
period of time to use for planned trips and adventures
and return when no longer needed, thereby
encouraging higher product usage. The rental service
is paid by price per day. Alternatively, the rental period
Choose a product - select the rental time can be used as a trial period for the item and
. " duration - get the product - the rental customers can either purchase new or buy the rental
Order a recycling bag (free), fill the bag with used ¢ 164 can be terminated or extended after item after the rental period, with the amount already
capsules, order stickers for participating the ~ the subsciption ends - Return the product  paid in renting subtracted from the cost of the item
How? competition, fill in the form for competition, hand in to Grover for free - Grover will clean the
e f"". recy_cling baglo a C.°"e°"°" points and will product and refurbish it in their warehouse
ke mofited I you ore e winners, - The device is as good as new: ready for

new users The items are inspected, repaired and cleaned by

Adidas, with damage insurance included in the original
rental price, so that the customer is not charged extra
for small repairs .... Consumer will be automatically
charged full price if they don't return the product

Value

Cheap to access - no burden to buy

What does the company
do with the returned

products
Accessibility high visibility.
Similar programs: Lumea Try&buy
Stimulus Gratification from protecting the environment pride / social identity Donation
Company Gillette Ottawa municipality
Recycle razors from any brand Take it Back! Program Lego Replay

Program info

stakeholders

Product for return

hitps:/gillette.com fen-us/aboutAerracycle#moreDetails

TerraCycle: hitps /Awww terracycle.com/nl-NL

Oneblade shavors

Collect any brand of razors and razor blades at home;

Order a prepaid envelope through the Gillette®
website (it will arrive within 2-3 weeks of your
request); Once received, remove the prepaid return

hitps :/fottawa.c afen/bL

help-

starting-or-growing-your-
busil |

ograms-and-proje cisAake-it-

back-program

Ottawa municipality, local retailers, third-

party recycle companies

Household items

Ask local com panies/retailers to take
back the products that they sell, and in
return the retailers can get an in-store

hitps:fiwww.lego.comfen-
us/aboutus/replay

Lego; Give Back Box (an
organization that collects
unused items and send to
people in need)

Lego bricks

Lego owners can donate the
used bricks to the children who

Lo label from inside your envelope and cover your promotional material to let everyone need it most (by receiving free
address with it; Place your razors and razor blades know they are a the member or this shipping label and send)
inside the envelope; Put your envelope in the post and sustainable program.
send it to TerraCycle® for recycling

Contribution to the
Value Get rid of the unused items; contribute to  sustainability; personal value

What does the company

do with the returned
products

Accessibility

protecting evironment

Retailers will send the returned products

to the third-party recycle companies

increases/ feeling happy by
helping others

donate to charity, send the
children lego bricks

Easy to find in the main
navigation: Discover -
Sustainability

Components replacement
HP

P - Instant ink

hitps /ir i lusfenil/

HP, and recycling partners (varies by country)

empty cartridges

Instant Ink is a printing service with subscription plans
based on estimated monthly printed pages rather than
cartridges usage. The service anticipates when ink is
running low and sends replenishments to customers
(HP, 2020a). The used cartridges can be sent back to
HP for recycling and reuse

The consumer can return unsed ink catridges using
the postage-paid recycling envelopes included in the
box. They can also request an envelope from their
account dashboard.

entertainment
Alibaba

Ant Forest

hitps /Avww.unep.org/news-and-

stories/press-release/chinese-initiative-
ant-forest-wins-un-champions-earth-

award

D. User journey map

Thoughts

Pain points

stages

Look for the free recycling service

Learning about the free recycling service

Look for take-back or recycle
option on product package and
user manual

The recycling suggestion is
vague. Where are the "official
collection points and Philips
service center?" that mentioned
in the manual?

Although the user manual
suggests users to recycle after
EOU, it doesn't offer any specific
steps.

Look for take-back or recycle option
online

Why isn't the recycling service
included in the customer service
navigation?

The return service is not included
in the customer service category.
Besides, the shortcut is at the
bottom of the website, which may
be difficult for users to find.

Read the instructions for handing

in old devices

The return conditions are

complicated and some of them

are difficult to follow as it only
contains text.

The recycling service has many

conditions for the packaging,
which may generate a lot of
effort for a user to completely
follow.

Looked for
Wecycle (Philips's
partner recycler)
collection points

The collection points
were not displayed
properly

P

It's weird that the
Wecycle
collection points
were not
displayed on the

map.

Why not setting
up alink to
request for a
shipping label?

The recycling service
contains charge for
products bought from

other platforms Decided not to use

Philips recycling service

| prefer not to return
through Philips if it
contains charge

The Wecycle service was not usable, which means the infrastructure of Philips's recycling service was
not well-equipped yet. Moreover, Philips's recycling service was only free to the products that bought
from Philips Webshop, otherwise the user has to pay for the shipping cost. As a result, a user might not
be willing to return through Philips Webshop if the product was bought from other platforms.

Purchasing

Returning

. Philips online shop

o

Add product to the shopping

cartand pay

1. The purchase process is very
smooth. | want to try it as soon
as possible.

2. Where can | find the return

policy?

The user is not well informed of
the return policy throughout the
purchase process at both Philips
online shop and Amazon
website. At Philips online shop,
the return service shortcut is
hidden at bottom of the page.
So that the user needs to
actively search for the service.

The original package and the invoice
Product user manual
Order history in Philips online shop

Amazon product detail page
Amazon order history

Look for the product return policy and return guide

8

How should | access "My history” to print the shipping label?

1.1 have experience returning products on Amazon, so this is

easy for me.

2.1'm happy that | got the refund but | don't need to return it to

Amazon. However, the device is still at my home, | don't kn

what to do with the device.

o

The instruction on the product invoice doesn't offer a clear path
to start the return process online. Besides, there is no specific
instruction on product package and user manual about how to

return the product.

As Amazon may refund the product without collecting it from
the consumer, the consumer still needs to think about other

disposition options.

@)

"My order history" page in the Philips online shop

Look for the return label in Philips account

1. How should | start by registering the return? The step is not

clickable.

2. The requirements for return condition is vague. Does my
product meet the return condition if it's opened and used?
3. The instruction is full of text and overwhelming.

User may encounter several barriers in the Philips Webshop's

online return system.

First, although the website offers a visualized returning process,
it's difficult to directly access the entrance that starts the return
process because the button is not obvious in that page.
Second, the instruction doesn't provide detailed return condition
such as packaging requirements and product usage requirements,

which can be confusing for the user.

Third, the return instructions are overwhelming due to the large

amount of text, which makes it difficult for users to return a

product.

Contact the customer service to get the

return label

| don't like calling the customer service
as it costs time for communication

When getting an error for requesting a
shipping label, the consumer needs to
contact the customer service by phone
or online chat, which increases the
mental and physical effort.

Print shop, UPS service point

Send back the parcel via UPS

I have postponed the return for several times as | need to
spend 15 minutes walking to the UPS service point. Next
time | would prefer someone to pick it up at door and
print the label for me.

Itincreases the effort for a consumer who doesn't have a
printer at home and doesn't have a UPS service point
nearby. When the UPS service point is far, it may lead to
the consumer postponing or forgetting to return.




E. Interview questions F. Interview participants recruitment questionnaire

Research questions Interview questions

User behaviour and experience

+ How many MG product have you used before? How often do you change one? Tha n k you for com pletl ng the SUrVeyI We rea”y appreciate yOU r tlme
= Where do consumers purchase MG products? « What is(are) the products that you don't use anymore?
+ How long is the life cycle of MG devices? © U DEIRN ENERT s If you are chosen as the interview participant, you will be contacted within one week. If you have any questions, feel free to contact the
+ In what situations would the consumers start to face the EOU? + How long have you used them? How often do you change researcher via email: xingyu.fan@philips.com (mailtoxingyu.fan@philips.com),
one?
+ What are consumers doing with the unused MG devices? + Why stop using?
+ How do different states of the old MG device influence the + What hoppened with the previous product?

consumer behaviour?

Opportunity to return + Have you heard about / tried any take-back service for MG products?
+ Do you know other take-back services?
= How is their opportunity to return the MG products?

- Why is their opportunity low/high?
+ Do you have easy access to the logistical service? This content is neither created nor endorsed by Microsoft. The data you submit will be sent to the form owner.

+ How convenient do you think logistical service is? .
@ Microsoft Forms

Motivation to return

= How is their motivation to return the MG products? —— = What options did you consider when dispose with your old products?
= Why is their metivation lowfhigh? - Why did(not) you choose this option? (Ask all the options)
- Resell

+ Give away to others

+ What theit eds duri EOU? q "
at are their needs during + Get repaired by the company or repair shop

+ Why their motivation is higher for other divestment + Repaired by myself
options than for return? What are the factors that + Get exchanged
influence their decision? + Replace the broken parts

+ Recycle via take-back programs

+ Recycle by throwing properly

+ Throw away to the normal bins without recycling
L+ Storeathome

+ Ifyou don't dispose of items properly, will you feel social pressure?
« How do you feel if you don't recycle paper/plastic? Why?
+ How do you feel if you don't throw electronics properly? Why?

+ Do you consider yourself highly responsible for the environment?

— + How do you think of the value of storing shavers at home and never using it?

+ Do you think it can create g certain value for the environment if it's disposed properly?

» Compared to the sustainability value, do you think it's more valuable to store it at home
in case you might use it someday?

+ What is the overview impression that you have for the take-back or return service?

+ How is their perceived image of return programs? Why do they
have such a perception?

+ What is the perceived value and effort based on their previous
experience or assumption?

= Imagine Philips has launched a new take-back service. You have sean the
advertisement on Youtube/Facebook with little details. Two month later when you
decide to dispose of it, will you consider this service?

Do you care about the planet?
So dowe.

xrd
=g
i3
o 1]

Fig. example of the Youtube ad

+ Will you try to look for more details of the service? Why?

= What is your assumption about the service process? How convenient do you think?

= How convenient is the post service do you think? How about throwing at electranic
stores? Callection box at supermarket? ...

Habit during EOU

T RO NP U0 W P P + What happened mast with your unused items? How many (stored) at home?
« What are their existing habits during ;
+ Habit of recycling unused electronics? Habit of storing electronics?

- Why do they recycle/return other products such as

papers, plastics, but they dont retum/recycle shavers? « What is your habit with the regular recycle (paper, plastic, etc,)? Why?

+ Is it because sustainability awareness? Infrastructure? Regulation? Or any other
reasons?

The desired return program = How important are these factors to you? Why?

We're developing @ pregram to collect old device. How impartant are these factors to you? Why?

+ How is their desired return program be like?
- What factors do they value when evaluating a return option?

s 2
Financial compensation [— R T T - T e —

The remaining value con still be s 14w
T sed by someone who needs It setimponant @ @ @ O @ vey et

& contribution to the enviranment sctimporiont @ @ @ QO Q veyimpnt
g Thedevice's fle-cycle I
can be extended etimpatant 2 o o @ very ieganent
1 3 3 a4 s
& wssasytodo gt @ @ @ QO vy

2/28/2022

= Will consumers be interested in buying refurbished MG products? ————————— willyou be interested in buying refurbished male grooming products?



Product usage experience

1

Have you used any of these products? (Could be from any brands)

O Yes
O No

2

Which device(s) have you used previously?

[:] a. Electric shaver (3 heads)
(] b. Electric shaver (2 heads)
D c. Electric one-blade

D d. Hair clipper

D e. Nose trimmer

D f. Beard trimmer

D g. Body groomer

D h. Multi-grommer
U

Other

3

Was there at least one male grooming device that you don't use anymore?

O Yes, | have stored it somewhere / | have already disposed of it / | plan to get rid of it

O I'm still using all of them in a normal way

2/28/2022

et Shaver (3 hand) 3 Dacore Shaver (T hassh) & Bocwric Onablade @ e g

. i 1

@ Hose irmar s e

7% B Ry v

4

What did you do with your previous old device(s)?

E] Stored/put somewhere at home
[:] Threw away

[:] Gave away to someone else

C] Recycled through recycling service
D Returned to the original company

D I don't have any plan yet for the stored device(s)

Other

5

What are you planning to do with your male grooming device after it's not used anymore?

D Stored/put somewhere at home
[:] Threw away

D Gave away to someone else

C] Recycled through recycling service
D Returned to the original company

C] | don't have any plan yet for the stored device(s)

U

Other

2/28/2022



2/2¢

Personal details

Your age

O <31
O 31~40
O 41~50
O 51~65
O >65

Which country do you live now?

8

Would you like to help us by participating a 40-min interview?

O Yes
O No

Your contact details (phone number/ E-mail / WhatsApp)

Thank you for completing the survey! We really appreciate your time.

If you are chosen as the interview participant, you will be contacted within one week. If you have any questions, feel free to contact the

researcher via email: xingyu.fan@philips.com (mailto:xingyu.fan@philips.com),

This content is neither created nor endorsed by Microsoft. The data you submit will be sent to the form owner.

i@ Microsoft Forms

New table

Brand

Apple

NESPRESSO

Gillefte

G. Benchmarking on return kits

Return process

Estimate
the trade-
invalue

'

Fill in the
details
(address.
email)

'
Receive
the trade-
in kit

!

Reset
your old
phone

Optional
(Clean the
old phone)

i

Read the
instructions

i
Put into
the return
box

1

Fold
the box

'
Pack the
device

Putthe
capsules
intoa
plastic bag

i

Drop offat
UPS senvice
point

To.order.an-envelope email your name
and gddress to:
c k.gillette:co.uk

HOW WE RECYCLE so csese

- Order a prepaid envelope
through the Gillette®
website

Place your razors and razor
blades inside the envelope;
Put your envelope in the
post and send it to
TerraCycle® for recycling

https://www.terracycle.com/en- M
US/brigades/gillette#@40.7702707 )

47:-95.93705549677736z00m:4

S

option 1:
Drop at
retailer
stores

—— princthe
shipping abel
and prepare

option 2: tnebox
Mailin the — mail to
empties HP
Order the
pre-paid —
shipping

material




H. Intermediary concept user test questions

User test questions

1. Current scenario
11 What device(s) do you have now? What is the status of the device?

Devicel: Device 2:

Status: [ | functioning [ ] partially defect [ ] non-functioning Status: [ | functioning [ ] partially defect [ ] non-functioning

1.2 What device you don't use anymore? What happened with the previous device?

Devicel: Device2: Device 3:
Result: - Result: - Result:
Why: - Why: - Why:

1.3 Your knowledge about male grooming products take-back service

O I have never heard of male grooming take-back service
O I have heard of male grooming take-back service

O | have experience with male grooming take-back service

1.4 Your knowledge on the warranty status of your male grooming devices
O I don't know the warranty length, and | have no idea whether my device is within warranty

O | have a rough perception an the warrantly, it's around_ _ _ _ years. But I'm not sure whether my device is within warranty.

O | clearly know whether my device is within warranty.

1.5 Your knowledge on the after-sale services for you device(s)
(O 1don't know any dfter-sale services

O I know some after-sale services, but not sure if they are available to my device

O I clearly know the available after-sale services for my device

User test questions

1.1 would like to press 'learn more’ or scan the QR code
after seeing these ads to acquire further infomation

2. The ads remind me of my unused device at home

3.1 will get back to the service once | decide stop using
the current device

4. The financial benefit is attractive to me

5. The promotion channels can effectively inform me
(1am aware of Philips Return Service after seeing
these promotions)

O_
O

Totally disagree

O~

1
Totally disagree (O

O~

1
Totally disagree O

Totally disagree O

Totally disagree O QO

6. Other factors that trigger you/ prevent you to learn more about the service?

2.3 | think my action can protect the environment

2.4 feel the website is easy-to-use

2.5 The information is clear to me

2.6 I'm more clear with the available services with my current device

2.7 What makes you finally decide to return/ not to return?

3. After using the return service

3.1The return method is acceptable to me

3.2 The return method is easy-to-use

3.3 Other factors that you like/dislike about this return process?

Totally disagree

Totally disagree

Totally disagree

Totally disagree

Totally disagree

Totally disagree

O« O«

O e

O

0]

IS

~

S

O=

~

O~

O~

O»

©

O

Totally agree

Totally agree

Totally agree

Totally agree

Totally agree

IS
o

O QO Totally agree

IS
El

QO (O Totally agree

O-»
QO

Totally agree

O-»
O«

Totally agree

O-»
Qo

Totally agree

O-»
Q«

Totally agree



|. Consent form

INFORMATION FOR INDIVIDUALS, user research & evaluative study
Design for Divestment

INFORMATION LETTER for the interview

Improving the return of Philips Personal Health products by investigating the consumer
behaviour during the end-of-use stage

Invitation

Dear sir/madam,

We are inviting you to participate in an interview. In this information letter, we inform you
about this interview because before you decide whether you want to participate or not, it is
of course very important that you understand why this interview is conducted and how it will
be conducted.

Please feel free to contact the responsible researcher if you need more information. The

responsible researcher's name and contact information can be found elsewhere in this
document.

Thank you very much for reading this information and for considering your participation.

INFORMATION FOR INDIVIDUALS, user research & evaluative study
Design for Divestment

Version August 2021
© 2021 Philips Electronics NL CONFIDENTIAL Page 1

What is the goal of this interview?

In order to create a positive environmental impact and drive consumer loyalty, Philips is
exploring new ways to motivate consumers to send back unused Personal Health(PH)
products. With this study, our goal is to develop a solution that provides a motivational
consumer return experience that supports Philips's development for the circular economy.

Two rounds of interviews will be conducted during two phases of this research separately:
user research phase and concept evaluation phase. Through user research interivews, we
want to understand the PH consumers’ behaviours during the product end-of-use phase and
to explore the barriers associated with the specific behaviours. Based on the research data,
we will develop design concepts to solve the challenges. After concepts are elaborated, the
second round interviews will be conducted in order to examine the effectiveness of concepts
and to collect feedbacks. The the final design solution will be further developed to improve
the return of Philips.

In order to better illustrate the research findings, the quotes from the interview may be used
for Philips internal and external communication such as project presentation, project report,
external publication, etc., but anonymized. (if permitted by you by ticking the relevant boxes
in the informed consent formj.

Where will the interview be conducted?

The interviews will be conducted through online communication platforms such as Microsoft
Teams, Zoom, and Skype. No physical presence is needed.

Who organized and paid for the interview?

These interviews are organized and paid for by Philips Electronics NL, acting through Philips
Experience Design, also acting for the benefit of its affiliates (hereinafter referred to as
“Philips”).

Who is involved in this interview?

The interview will be conducted by:

Role Name Email Company Full address
/Institution
Responsible Xingyu x.fan- TU Delft Landbergstraat
researcher Fan 3@student.tudelft.nl 15 Delft the
Netherlands
Supervisor Helle helle.ullerup@philips.com | Philips High Tech
Ullerup Campus 33
5656AE
Eindhoven
Supervisor Conny C.A.Bakker@tudelft.nl TU Delft Landbergstraat
Bakker 15 Delft the
Netherlands
Supervisor Ruth R.Mugge @tudelft.nl TU Delft Landbergstraat
Mugge 15 Delft the
Netherlands

Version August 2021
© 2021 Philips Electronics NL CONFIDENTIAL Page 2



INFORMATION FOR INDIVIDUALS, user research & evaluative study
Design for Divestment

Duration of the interview

If you decide to participate, the total time of your participation of the user research interview
will be about 0.5 hours. The total time of your participation of the concept evaluation
interview will be about 1 hour.

What are the steps in the interview and what is expected from you?

After the participation is confirmed, remote interview sessions will be conducted through
phone call or digital communication softwares.

In the first round of interviews {user research), the process will take 0.5 hours. You will be
asked by the researcher to answer questions that are only related to this project.

In the second round of interviews {concept evaluation), the process will take 1 hour. First, you
will be shown the design concepts by the researcher. Next, you will be asked to complete a
few tasks through the concepts. Finally, an interview will be conducted to collect your feelings
/ thoughts / other feedbacks throughout the journey.

Which equipment will be used in this interview?

Since the interview will be conducted remotely, you will be invited for the interview through
Teams, Skype or Zoom, depending on your preference. This requires the use of Microsoft
Teams, Skype, and Zoom for online communication. All the software are commercially
available. Mobile devices such as laptops or smartphones will be needed to run the software.

Collection and confidentiality of personal data

Philips is committed to respect your privacy rights. Your identity and participation in this
interview will be kept strictly confidential . All personal information will be de-identified,
according to the permission you select in the informed consent form.

If you decide to participate in the interview, personal data may be collected during the
interview. The personal data may be related your function, ethnic background or other
sensitive aspects.

To protect your privacy, the following process will be applied: All directly identifying personal
data (e.g., name, address, etc.) will be separated from the research data and replaced by an
assigned code. The directly identifying data will only be used to contact you. Access to the link
between the assigned code and your identity will be limited to the responsible researcher and
might only be disclosed to auditing bodies, if required.

In case any directly identifying data cannot be removed and coded as indicated above due to
reporting requirements or due to technical limitations, the responsible researcher will inform
you about the personal data that will not be coded and also why this will not be done.

As a record of your participation, your personal data will be stored as long as is required by
local regulations and practice. You have the right at any time to request an overview of your
identifiable personal data that has been collected, and to have inaccurate, incomplete or
irrelevant data corrected or deleted (if applicable). To do so, please contact the responsible
researcher.

INFORMATION FOR INDIVIDUALS, user research & evaluative study
Design for Divestment

Version August 2021
© 2021 Philips Electronics NL CONFIDENTIAL Page 3

Other data collection

During the interviews we may make audio and screen recordings of you, but only if
permitted by you in the Consent form. The recordings will be transferred to a secure server
and deleted from the camera/recorder.

Images (stills) may be used by Philips as part of a presentation, report or publication. In
those cases, identifying elements of your image will be removed. Such de-dentification will
occur to the extent technically possible within 6 weeks after recording by blurring faces.

Audio recordings are only used for analysis and transcription purposes and will be deleted
from the server directly after processing which will take place once the responsible
researcher graduates.

The research team will process the collected study data in anonymous and aggregated form.

Can | stop my participation?

You can stop your participation in this study at any time without giving reasons. The
Responsible Researcher may ask why you decided to stop but you are entitled to refuse
giving an answer.

The Responsible Researcher may end your participation if:
- You no longer meet the criteria for participation
- Philips decided to stop the study.

If your participation is no longer possible, the Responsible Researcher will inform you.

Please note, in case your participation stops, personal data already collected about you will
be further processed by Philips as described in this information letter, however, you always
have the right to have it deleted if you wish so.

What are your rights?

If you would like to:

(i} ask questions about how we handle Personal Data;

{ii) request to review, correct, update, suppress or restrict the use of your Personal Data;
please contact us at privacy@philips.com. We will respond to your request consistent with
applicable law.

What are the potential risks of participating in the study?

No specific risks associated with this study have been identified.

What are the benefits of participating in the study?

Participation in the research will contribute towards a new rewarding product return
experience and design guidelines that improve the return of Philips PH products in the
future. Also, participation will contribute to the development of circular economy, which
creates significant value for the environment in the long run.

What happens with the results of this study?

Version August 2021
© 2021 Philips Electronics NL CONFIDENTIAL Page 4



INFORMATION FOR INDIVIDUALS, user research & evaluative study
Design for Divestment

INFORMED CONSENT

The data collected in this study will only be used for development of the return solutions and
design guidelines for Philips PH products.

Philips’ confidential information

In connection with this study you will come across confidential information of Philips. The
information brochures, interview description, instructions, together with information
generated by you during the interview and any and all other information of confidential or
proprietary nature (as reasonably apparent under the circumstances) are confidential
information belonging to Philips or its affiliate(s) (“Confidential Information”).

By signing the informed consent you agree that, unless Philips gives its prior written
authorization, you do not disclose information in connection with the interview to others.

Philips use of disclosed information

By signing the informed consent you agree that any and all information or feedback
provided by you to Philips, its affiliates or (subjcontractors during or in connection with your
participation in the interview shall be at the free use of Philips and its affiliates (subject to
your rights with respect to your personal data) and you shall not claim any rights (including
without limitation ownership) regarding the use by Philips or its affiliates of the information
or feedback provided by you to Philips, its affiliates or {sub)contractors in connection with
this interview.

Thank you very much for reading this information letter and for considering your

participation in the interview.

If you decide to participate you will get a copy of this information letter and a copy of the
signed informed consent.

Version August 2021
© 2021 Philips Electronics NL CONFIDENTIAL Page 5

INFORMED CONSENT Individuals < Improving the return of Philips Personal Health products
by investigating the consumer behaviour during the end-of-use stage >
Participation in this interview
e | have read and understood the information letter about this interview and all my
guestions have been answered by the responsible researcher.

yes
no
e | had sufficient time to consider my participation in this interview.
yes
no
e | know that | can decide not to participate or stop my participation at any time
without giving any reason for this decision.
yes
no

Philips’ confidential information
e | agree that, unless Philips gives its prior written authorization, except to the extent
permitted by mandatory law, | shall, during my participation in this study until a period
of five (5) years from the date of completion of my participation in the study, (i} use
the Confidential Information (as defined in the information letter) solely for the
purpose of my participation in the study, (ii) protect the Confidential Information
against disclosure in the same manner and with the same degree of care, but not less
than a reasonable degree of care, with which | protect confidential information of like
nature of my own, (iii) in case samples form part of the Confidential Information, not
analyze the samples to determine the composition of samples, (iv) not measure the
properties of samples, except as reasonably necessary to accomplish the purpose of
my participation in the study, and (v} not alter, decompile, disassemble, attempt to
decipher or otherwise reverse engineer any software, device or any part thereof
disclosed in connection with the study, nor permit others to do so.
yes
no

Philips use of disclosed information

® |agree thatanyand all information or feedback provided by me to Philips, its affiliates
or {sub)contractors during or in connection with my participation in the interview shall
be at the free use of Philips and its affiliates (subject to my rights with respect to my
personal data) and | shall not claim any rights {including without limitation ownership)
regarding the use by Philips or its affiliates of the information or feedback provided
by me to Philips, its affiliates or {sub)contractors in connection with this interview. For
the avoidance of doubt, Philips and its affiliates are hereby entitled to use any and all
information or feedback received from me in connection with the interview in any
manner, without any consent nor compensation whatsoever to me or any third party

{unless otherwise agreed upon in writing).
yes
no

© 2021 Philips Electronics NL CONFIDENTIAL



INFORMED CONSENT

Personal data
| understand and agree that personal data will be collected, used and processed, for
the purposes of the interview, by the responsible researcher and other parties
involved in the interview. The personal data may be related to my function, ethnic
background or other sensitive aspects. | understand that my directly identifying
personal data (e.g., name, address, etc.) will be separated from the research data and
replaced by an assigned code, and that access to the link between the assigned code
and my identity will be limited to the responsible researcher and might only be
disclosed to auditing bodies, if necessary.
yes
no

| know that | have the right to request an overview of the personal data collected
about me and can have it corrected or deleted.
yes
no

Permissions
| give permission to the Audio recording of me during the interviews, by ticking the
box below:

yes
no
Name Signature Date
© 2021 Philips Electronics NL CONFIDENTIAL
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How to pack up your device
6. Put your device into the bubble wrapped bag

1. Place the foldable box as shown below: 4. Insert the two projections into
the two holes

7. Repeat step 5 to fold
the second side of the box

2. Roll up the cardboard from & 5. Follow the numbers to fald one side of the box

¢
8.

3. Keep rolling up the cardboard to
match the sides with the same color
and same numbers

Return kit prototype

8. Put on the shipping
label. Done!

(7

*
L
AN

How to mail it out

1.Package up your return securely by
following the instructions.

Thank you for making
contribution to protecting
our planet!

2. There are two ways to send out your package

r ™y

Drop off at UPS parcel shop

What happens to the old devices?

e _ | r g o Frip

Free door-to-door collection

‘You can also scan the QR

code to book a pick-up, The | [m] &
service is available 7,30 am -
11 pm everday.

The pacakge will be collected Ok
by our partner Flink.

What happens next

Yo can track the return via the link in the
emall that you recelved before,

Yo will receive the voucher via emall once
your return is confirmed,

(informal) user test

Return kit prototype



K. Preliminary concept L. Intermediary concept

T — https://www.figma.com/proto/eXalpiX10mdGzdg-
‘ FAHIN66/User-research?page-id=521%3A387&node-
id=521%3A388&viewport=288%2C48%2C0.06&scal-

Turn the old devices into the one you want!

f Philips return week

- [ Ing=min-zoom

~ox

Why are we collecting old devices?

We are aiming
to protect the <\
e —— 7

closing the

loop The hibernator

\fg@

‘The value of your device is

The profit seeker
decreasing if it's rarely &
used. Return to Philips can
maximize its value by g )
refurbishing and recycling _._-% ‘T@A
1> Shop refurbished and recycled products The circular enthusiast

The profit seeker The convenience seeker

return with your family and friends to get more benefits! w Made of
= 40% recycled material
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’ PTG ACES Start your journey of return!

The circular enthusiast

Last year, we
saved 360kg

€02 by taking
back 9,000 old
devices
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The convenience seeker

Start return After return
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Start to evaluate your device to check You can choose the following rewards r1 Check where did your device go
what you can do wit it options in exchange for your return

Return at physical
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it clipper chawer Exchange fora Get voucher for the new .’

refurbished device purchase and geta chance to

for free win bigger prizes

Ship to Philips
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service points in the electronics collaborate with local recycle facilities collaborate with logistic service
stores/ on the street e o >
e.g. Recycle facilities in the supermarkets To minimize the user’s effort, such as

&g. promotion stands provide label, package, and free shipping



