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Appendix A:

A flowchart of warranty scenarios

Appendix B:

Obsolescence and Categories of 
Replacement

Fig. A.1 Flowchart of warranty scenarios

Table B.1 Obsolescence and Categories of Replacement
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Appendix C: Consumer Needs with Source Justification

Table C.1 Source-Justified Consumer Needs
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Appendix D: Consumer Needs Evaluation – Interview Guide

Table D.1 Evaluation Interview Guide
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Appendix E: Consumer Needs Evaluation – Analysis

Table E.1 Consumer Needs Evaluation Analysis
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Appendix F: Journey Mapping Workshop Outcomes

Figure F.3 Repair PhaseFigure F.1 Consideration Phase

Figure F.2 Commitment to Repair Phase
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Fig. H.1 Stakeholder Map
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Appendix G, Literature-based Journey Map

Fig. G.1 Literature-based Journey Map (1)
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Fig. G.2 Literature-based Journey Map (2)
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Appendix H, Stakeholder Mapping

Table H.1 Four Levels of Involvement Definitions and Examples
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Appendix I, Stakeholder’s Interest and Influence

Table I.1 Stakeholder’s Interest and Influence
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Appendix J: Stakeholders’ Interviews Analysis

Figure J.1 Categories and Codes from Stakeholder Interviews
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Table J.1 Value Tension Analysis
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Appendix K: Ecosystem Map

Figure K.1 Ecosystem Map
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Appendix L: Repairer Needs Evaluation - Interview Guides

Table L.1 Repairer Needs Evaluation - Interview Guide
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Appendix M: Repairer Needs Evaluation - Analysis

Table M.1 Repairer Needs Evaluation - Analysis
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Appendix N: Opportunity Prompt Cards

Figure N.1 Opportunity Prompt Cards
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Figure N.2 Opportunity Prompt Cards
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Appendix O: Opportunity Solution Tree

Figure O.1 Opportunity Solution Tree
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Appendix P: Ideas derived from research activities

Table P.1 Ideas derived from interviews



Appendices Ilia Dichev

21

Appendix Q: Brainstorming Workshops Outcomes

Figure Q.1 Stakeholders’ Brainstorming Outcomes
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Figure Q.2 Designers’ Brainstorming Outcomes
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Appendix R: Platform’s User Flows

Figure R.1 Platform’s User Flows 1
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Figure R.2 Platform’s User Flows 2
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Appendix S: Prompt for Horizon 1

[CONSUMER INPUT]


You are an efficiency coach helping with device diagnostics.





DEVICE INFO:


- Brand: []


- Model: []


- Serial: []


- Purchase Year: []





ISSUE:


- Primary Symptom: []


- Detailed Description: []


- Suspected Issue: []





USER CONTEXT:


- Repair Experience: []


- Expertise Level: []


- Available Time: []


- Budget Range: []





COMPLETED DIAGNOSTICS: []


AVAILABLE TOOLS: []


COMMUNICATION PREFERENCES: []


- Style: []


- Persona: []





Please provide a structured diagnostic approach tailored to this user's 
experience level and resources. Include safety warnings and indicate 
when professional help may be needed.


[FOR CHATBOT USE ONLY]

Requirements:


• Use consumer input to identify the device and symptoms.


• Responses max 300 words, broken into clear stages.


• Begin with simple, low-cost checks → progress to advanced/high-cost 
checks.


• Provide actionable, safe steps. Do not reveal whether the issue is basic 
or advanced.


• End each response with multiple-choice options phrased as consumer 
thoughts.  


• If asked, break down any step further ("How to?").





Organisation:


• Intro: Summarize consumer input.  


• Stage 1: Simple checks (e.g., filters, blockages).  


• Stage 2: Intermediate checks (e.g., power supply, belts).  


• Stage 3: Advanced diagnostics or repair referral.  


• Confirm each stage before moving on.





Medium:


• Use consumer’s input format. Flag missing information if it limits 
diagnosis.





Purpose:


• Adapt steps to tools and expertise. Skip already-done checks. Offer 
preventive tips if relevant.





Tone:


• Maintain a clear, helpful, non-technical style unless user indicates 
expertise.
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Appendix T: PR/FAQ

Fig. T.1 Press release for Horizon 2 Platform
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External FAQ (Users) Internal FAQ (Stakeholders)
Desirability Assessment


� We comply with GDPR: no personal data is stored beyond your 
device model/symptoms. Diagnoses are anonymized for bias audits.


� The tool cross-references from over 70,000+ repair cases performed 
in the Netherlands and up-to-date manufacturer data, with 85% 
confidence thresholds. If unsure, it connects you to a human 
specialist.


� The platform provides you with a clear understanding of what’s 
wrong before you spend money on a consultation. You’ll know 
whether it’s a quick fix, a DIY task, or something that truly needs 
professional help. This saves you time, reduces uncertainty, and 
helps you make an informed decision.


� The platform provides you with a structured diagnostic summary 
you can share directly with a repairer. This means you skip the back-
and-forth explanations and avoid paying for unnecessary basic 
checks. You walk into the shop already knowing what to expect.


� The platform provides you with unbiased recommendations using 
cost and effort indicators. It doesn’t pressure you to repair at all 
costs.


� The platform provides you with transparent guidance that explains 
why each recommendation is made. You’ll see confidence levels, 
cost estimates, and reasoning based on real repair data—not just a 
“black box” AI answer.

How is my data used�

How accurate is the AI diagnosis�

Why would I choose this over existing  options or directly contacting 
repair shops�

How does this help me if I’m planning to go to a repair shop anyway�

Will this platform push me to repair even if replacement is better�

How do I know I can trust what this platform says�

Desirability Assessment


� The platform provides you with ongoing value through continuous 
data enrichment. As more users engage, the diagnostic engine 
improves, offering faster, more accurate advice over time, creating a 
reinforcing cycle of trust and adoption.


� Those are static and generic. This platform gives structured decision 
support, real-time confidence scores, cost estimates, and safety 
gating. It behaves like an “interactive repair expert” instead of a 
content library, meeting rising consumer expectations for guided, 
on-demand help.


� Surveys by iFixit show mainstream users are willing to try repair 
when the process feels predictable and safe. This platform lowers 
the barrier with guided diagnostics and clear cost/time signals, not 
open-ended trial-and-error.



Viability Assessment


� Beyond diagnostic guidance, the platform can monetise through 
affiliate part sales, data licensing and analytics for stakeholders, 
partnerships with repair services. A users’ subscription model would 
likely fail since users rarely need diagnostics on a recurring basis.


� Increasing regulatory requirements (EU Ecodesign) make it harder 
for OEMs to withhold basic diagnostic or parts information. The 
platform positions itself to leverage legally mandated disclosures 
rather than depend on voluntary cooperation. 

Why is this platform desirable to consumers in the long run, not just at 
launch�

What makes this platform stand out from other DIY or troubleshooting 
guides already online�

Why is this attractive to other than prosumers�

How can this platform generate revenue, not just one-off interactions�

Could this be blocked by OEMs refusing to share repair data�



What’s the path from Horizon 1 to Horizon 2 without major funding 
gaps�

How do we keep the cost of maintaining accurate diagnostic data lo�

How will this scale without requiring massive in-house expertise for 
every device type�

How do we keep customer acquisition costs from eating all the 
margin�

How dependent are we on AI providers, and what happens if their 
costs spike�

� Horizon 1 validates consumer demand and partner interest using 
lightweight AI tooling. This data builds a case for Horizon 2 
investment, proving engagement before infrastructure-heavy 
capabilities like full API aggregation.


� Rather than manually curating repair data, the platform prioritises 
structured fetching from service manuals, open-source repair 
communities, and partner APIs. This minimizes overhead while 
continuously refreshing information at scale.


� Focusing the project on vacuum cleaners as a high-volume 
household product with predictable failure modes provides a  
proving ground for both the diagnostic workflow and the revenue 
strategy. This staged approach reduces the need for heavy upfront 
investment, giving stakeholders confidence that the model can 
scale into other categories once the initial market fit is confirmed


� Because the platform grows through embedded partnerships with 
service providers, not broad consumer marketing. Each new partner 
brings its own user base, turning acquisition into a shared effort 
rather than a paid ad funnel. The CAC (Customer Acquisition Cost) 
curve flattens as the network densifies, protecting unit economics.


� We are dependent on third-party LLM APIs, which introduces cost 
volatility and potential service disruptions. However, this also allows 
rapid deployment without building our own model, and we can 
optimize costs by caching common diagnostic outputs and 
selectively routing high-complexity queries.
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Feasibility Assessment


� Data quality is managed through validation rules, redundancy, and 
user verification steps. Even partial datasets can drive actionable 
diagnostics, as the platform emphasizes high-frequency, predictable 
failures first. Over time, aggregated usage and feedback will identify 
gaps, enabling targeted corrections without halting operations.


� AI models can misinterpret symptoms, especially in hardware 
diagnostics, leading to incorrect advice and potential liability. 
Continuous monitoring, validation, and human oversight are 
necessary, which increases cost and slows response cycles. 
Confidence scores help, but they do not eliminate risk entirely. 
Though, the industry trend toward transparency and regulated AI 
(e.g., EU AI Act) makes it more feasible to build governance into the 
platform from the start.


� Expanding beyond vacuum cleaners increases operational and 
technical complexity, but early success provides a template for 
scaling. Templates, AI-assisted content generation, and staged 
rollout reduce risk, though each new category still requires 
validation and partner coordination. The opportunity is significant if 
the platform becomes a trusted intermediary across multiple 
consumer electronics segments.


� Collecting and normalizing pricing, availability, and labor-time data 
from diverse sources is technically complex and resource-intensive. 
Inconsistencies could reduce accuracy of repair recommendations 
or feasibility scoring. Yet, successfully integrating these datasets 
offers a strong market differentiator by providing users with context-
aware insights that competitors cannot easily replicate.

What if the platform experiences inconsistent data quality from 
partners�

What if AI outputs are inconsistent, wrong, or biased�

What about scaling to multiple device categories�

What are the feasibility implications of aggregating real-time cost and 
repair data from multiple partners�
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Appendix U: Retention Patterns
Table U.1. Retention Patterns’ Description and Usage
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Table U.2 Behavioural Patterns Mapped to Platform

Intervention 
Point

Retention Pattern Explanation

Serial Number 
/ Model Input

Recognition over 
Recall, 

Comprehension

Asking for specific device details 
reduces memory load and improves 

diagnostic accuracy.

Purchase 
Date & 

Warranty 
Check

Authority, Framing
Directs users to official repair channels 
when under warranty, framing safer and 

optimal choices.

Product 
Category 
Selection

Choice Closure, 
Chunking

Guides users to start with a structured 
decision, reducing cognitive load and 

making selection easier.

Knowledge 
Self-

Assessment

Self-Efficacy, 
Tailoring

Lets users indicate expertise level, 
adapting the flow to their confidence 

and skill.

Guided 
Symptom-

Based 
Diagnostic

Anchoring, Pattern 
Recognition

Orders troubleshooting steps by most 
common issues, focusing attention on 

likely problems.

Professional 
Repairers Map Feedback Loops

Shows actionable next steps with 
verified repair professionals.

Low-to-High 
Complexity 
Diagnostic 

Flow

Tunnelling, 
Sequencing

Starts with simple checks and escalates 
to complex steps, keeping users focused 

and reducing overwhelm.

Diagnostic 
Summary

Comprehension, 
Value Attribution

Summarises findings visually, showing 
costs and repair feasibility to support 

decision-making.

Detailed 
Check & Cost 

Breakdown

Chunking, 
Conceptual 
Metaphor

Breaks complex diagnostic information 
and costs into understandable 

components for clarity.

Intervention 
Point

Retention Pattern Explanation

Progress Bar Zeigarnik Effect
Helps users track progress and stay 

motivated

Traffic Light 
Colour-
Coding

Choice Closure
Helps users make clear, confident 

decisions by signaling status.

Exploded 
Diagram and 
Annotations

IKEA Effect, Picture 
Superiority Effect

Visual guides make users feel involved 
and improve understanding.

Download 
Report

Sunk Cost Fallacy
Letting users keep a report increases 

commitment to their repair effort.

Multi-stage 
split

Tunneling, 
Reduction

Simplifies complex tasks by focusing 
users on one step at a time, making 

decisions easier.

Safeguard 
pop-up checks Illusion of Control

Gives users a sense of control by 
confirming important choices.
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Appendix V: Project Brief

Fig. V.1 Project Brief
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Fig. V.2 Project Brief
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Fig. V.3 Project Brief


