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Browses the ReMeal app 
and orders a dinner box

Collects the reserved 
dinner box from the 
vending machine

Takes a break and 
enjoys a meal in a 
comfortable area at 
university.

Feels refreshed and 
recharged, ready to 
focus on studying again

Have dinner at university 
and complete studying 
efficiently by today

Have dinner at university 
to complete studying by 
today

User requirements & needs Actions Goal

To define “To Be” of new service.

Through these five posters, we analyze the existing canteen system and 
introduce a new service concept. Our goal is to provide an affordable, 
sustainable, and nutritious dinner option. 

New Service “ReMeal” repurposes surplus food from the university lunch 
buffet, transforming leftovers into convenient, pre-packaged dinner boxes 
available for pickup from smart vending machines. This ensures quality 
meals remain accessible for students who stay late on campus or lack 
time to cook at home.

To identify problem areas and explore opportunities for intervention.

Wants to have a nice and 
affordable dinner at 
university

Buys a snack from the 
canteen as an alternative

Still feels hungry but tries to 
continue studying

Becomes very hungry again 
and feels too exhausted to 
focus

Frustrated by lack of 
progress but unable to 
continue, rush to home and 
ends up buying instant 
noodles on the way

Eats instant noodles, feels 
guilty, and remains stressed 
about studying

Analyse existing system and how new service can integrates into and enhances value.

Actors Network Map
Analyze existing actors and map new actors and touchpoint to understand overview. 



QUATTRO STAGIONI

PERSONAS

MOTIVATION MATRIX
Pass﻿ive

Interactive

Pain Points

� Struggle to find eco-friendly option

� Need to balance her tight budget but nutritious food

Pa﻿ssive 
Critical 
Factors

Sustainability

Health-Focused

A lot of Times at Campus

Interactive

Conv﻿enience

Not health-focuse

Less Times at Campus

Vikt﻿oria

Viktoria is an international student from Germany 
who often stays late on campus for studyi﻿ng. She is 
passionate about sustainability and actively 
volunteers on weekends.

"The Eco-Conscio﻿us Student"

Pain Points

� Does not have a time to plan or cook dinner

� Wants to make eco-friendly choices but often prioritizes convenience

Pa﻿ssive 

Sustainability

Health-Focused

A lot of Times at Campus

Interactive

Conv﻿enience

Not health-focuse

Less Times at Campus

Jon

Jon is a busy PhD student with frequent evening 
meetings. To save time, he likes to purchase his dinner 
in advance so he does not need to cook at home.

"The Meal S﻿trategist"

2. critical factors and the value the service

Night Bites

The canteen operates self-service sandwich 
stations that remain open 24h, monitored by 
cameras instead of staff for efficiency

Developing scenarios based on critical factors.

Focusing on the main service actors.

To understand the motivations of the actors.

Critical 
Factors

Sustainability

ReM﻿eal Dinner Box

Shared ﻿Plates

My Special Bowl

The canteen prepares and 
packages dinner boxes using 
surplus food from lunch, helping 
to reduce food waste while 
offering affordable and nutritious 
meal options. The boxes are 
stored in vending machines, 
ensuring convenient and 
accessible pickups

In collaboration with local 
NPO, the canteen 
repurposes surplus food 
for community kitchens, 
promoting sustainability 
and social engagement

A specialized robotic 
machine prepares 
customizable bowls with 
an a lot of fresh, gourmet 
ingredients, offering a fast 
yet personalized dining 
option

Customer

Access affordable and 
sustainable dinner 
options at university 
while saving time with 
quick and convenient 
meal pickup

Implement a resale 
system for leftover 
buffet food, reducing 
waste while creating an 
additional revenue 
stream

Expand IoT capabilities 
into food tech, 
improving automation, 
and enhancing user 
experience through 
data-driven insights

� Dinner Demand�
� Revenu�
� Reduces food waste

� Collects user activity 
data.

� Gains customer 
feedback to improve 
IoT-driven meal 
services.

� Create recurring 
revenue through 
monthly subscriptions

� Provide opportunity for 
building reputation

� Provide healthier, 
sustainable 
alternatives dinner 
option compared to 
processed food.

� IoT-based system 
enhances 
convenience and 
accessibility.

� Offers reservation for 
dinner box

� Reduces staff 
workload

� Use's activities data 
and customer 
feedback

Customer

Gives to... Jespers
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Third party

developing app 
and vending 
machine

Third party

developing app 
and vending 
machine

Convenience



COSTUMER JOURNEY MAP

SYSTEM MAP

SCENARIO

To understand the system overview, this map helps analyze interaction between actors and touchpoints while illustrating 
the flow of exchanged values.

To envision design ideas and reveal the system the requirements.

For a diachronic depiction of the customer experience.

Pre-ordering Ordering Colle﻿cting Dining Returning Completion

Touchpoints

Opportunities 
(Preventions)

Thinking

Feeling

Stages

Time 14:00 14:10 16:00 18:00 18:10 18:30 20:00 20:03 20:05

Actions
Decides to stay 
at university 
and﻿ study until 
8 PM

Open the app, 
browse 
available dinner 
box options

Selects a dinner 
box and pla﻿ces 
an order

Reviews and 
accepts the 30 
kr container 
deposit.

Receive a 
confirmation 
and a﻿ QR code 
for collection

Notice a push 
notification 
reminds her to 
collect her 
dinner box

Low on energy, 
she heads to the 
vending machine 
in the canteen

Scan the QR 
code and collect 
her dinner bo﻿x

Eats outside 
the library at 
her favorit﻿e 
table

While eating, she 
gets a push 
notification to rate 
the meal and leaves 
a review on the app

Refueled and 
ready, she get 
back to 
studying for the 
final stretch

After finishing her 
study session, 
she walks back 
to return ﻿the 
empty box to the 
vending machine

Received a 
loyalty update 
via the app. 
Since it's a 
rainy day, she 
earns +2 
stamps!

Leaves the university 
satisfied with the 
quality, price, and 
sustainability

・​ Display user reviews and ratin﻿gs 
on the app for transparency

・​ Conduct us﻿er testing, ensure 
intuitive user experience

・​ In app ordering step, explaining if you return the 
box that 30kr will subtract next time purchase

・​ Clearly display meal descriptions, ingredients

・​ Make a preparation standards

� ​Send automatic push reminders

� Explain clearly about no pickup no refund policy 
on ordering phrase 

� Pickup confirmation screen when user purchase 
(they need to pick up  same day)

� Pop up ﻿map alternative 
drop-off locations at the 
canteen

� Send automatic no﻿tifications 
when they are eligible for a 
free meal

� In app ordering step 
clearly state the 
penalty p﻿olicy upfront. 
If user fail to return by 
the time of next 
purchasing 30kr of 
deposit will not be 
refund.

� Introduce a refe﻿rral 
program

� Offer an anonym﻿ous review 
option in the app.​

・​I am not sure if this service is 
trustworthy﻿.

・​I do not want to deal with a 
complicat﻿ed process.

・Do I need to return this box?​ How do I return the 
box?

・I want to save money, but I am willing to pay a 
little more for sustainable and better quality food

・​I hope t﻿he food quality is ok

・What if I forget to pick up my order? ・Can I leave a review anonymously?
・​​What happen if the return 
box is full?

・How do I redeem my fre﻿e 
coupon next time?

・Will I be charged a 
penalty if I accidentally 
break or dispose of the 
box?

・Is there a benefit if I 
invite my classmates to 
use this service

Vikt﻿oria

Viktoria decides to stay at the university after class to 
complete an assignment due today. To stay focused, 
she needs a nutritious dinner to get through the day. 
She has a tight budget but is willing to pay a little extra 
for a fresh and sustainable meal option.

"The Eco-Conscio﻿us Student"
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3. MAPPING OUT THE SERVICE



Returning dinner box to vending machine at canteen

Us﻿e Case 1
Us﻿e Case 2

Returning a Dinner Box with Leftovers
Return Slot Unavailable Due to Full Capacity

After finishing dinner, the customer tries to return the box 
to retain the 30DKK deposit.

The customer attempts to return the dinner box at the 
vending machine but is unable to do so due to limited 
capacity. A temporary return solution is provided.

1 Customer 1 Customer

� The 30 kr deposit is retained

� The customer earns a stamp toward the loyalty reward program

� A confirmation notification is sent via the app

� The customer successfully returns the dinner boxPost-condition

Post-condition

� The vending machine displays a confirmation message and 
prompts the customer to open the app

� The vending machine scans and validates the returned box

� The customer places the box into the return slot attached to 
the vending machine

� The customer disposes of leftover food in the compost bin 
attached to the vending machine

� The customer walks to the designated temporary return area and 
places the dinner box there

� The display provides a map directing the customer to the 
designated temporary return area at the canteen

� The vending machine displays an apology message, confirming 
that the customer's 30 kr deposit is secured

� The vending machine scans and validates the dinner box but 
rejects the return due to lack of space

� The customer places the box into the return slot attached to the 
vending machine

Flow of events
Flow of events

� There is leftover food that needs to be disposed of

� The customer arrives at the vending machine with the used 
dinner box

� The vending machine is operational but has reached full capacity and 
cannot accept additional returns

� The customer does not have leftover food that needs to be 
disposed of

� The customer arrives at the vending machine with the used dinner 
box

Pre-﻿condition Pre-﻿condition

A﻿ctors A﻿ctors

4. DEFINE detailed SERVICE requirements

Service Encounter

� The 30 kr deposit is retained.

� The customer earns a stamp toward the loyalty reward program

� A confirmation notification is sent via the app

� The customer successfully returns the dinner box via the temporary 
drop-off point.



SERVICE BLUEPRINT 

GAPS MODEL

Customer Action Customer 

Physical 
Evidence

Vending Machine / App Interface Notification Confirmation 
screen QR code App

Sends capacity 
information of 
the compost 
bin

Sends 
capacity 
information of 
the return slot

Sends user 
information

Register 
compost 
Activity

Register 
return slot 
activity

Register 
user activity

It's 10th so 
issue free 
offer QR 
code

Sends 
confirmation 
information

Server

Database

ReMeal

IoT

system

(Medium)

Store the food 
waste

Automatically 
checks the 
capacity of the 
compost bin

Automatically 
checks the 
capacity of the 
return slot

The vending 
machine screen 
displays a 
completion message 
and prompts the 
user to open the app

The vending 
machine scans 
the emptied 
dinner box 
(container)

Frontstag﻿e Action

Backstage A﻿ction

Line of 
Interaction

Line of 
Visibility

Arriving at the 
canteen to 
return the dinner 
box container

Disposing leftover 
to compost bin 
attached vending 
machine

Placing the dinner 
box into the return 
slot attached to 
the vending 
machine

Received 
notification 
returning 
confirmation / 
stamp

Open an app 
and check 
confirmation 
screen

Receive Pop up 
display a QR 
code for a free 
meal for next 
time

Close app and 
leaving the 
university 

Only if leftovers are present Every 10th time Every 10th time

�� HOLISTIC VIEW OF THE SERVICE

Expected Service Perceived Service Service Delivery

External 
Communications

Service Quality 
Specification

Management 
Perception of Service 
Expectation

CONSUMER

GAP5 GAP3

GAP1

GAP2

GAP4

PROVIDER

Past Experience

Personal Needs

Word of Mouth

Communications

GAP 1  Jespers køkken (Canteen) might 
overestimate  customers' willingness to pay 
extra for sustainable food

Conduct user research such as interview or 
survey to understand real customer 
expectations

Measurement MeasurementGAPSGAPS

Clearly state food conditions and portion 
sizes, use real images, and allow 
customers to file claims with a transparent 
refund policy

Use pop-up screen before completing 
payment to reinforce the rule and display 
the pickup deadline on the app

Set clear service quality standards for 
vending machine cleaning and temperature 
controls

Create a shift calendar where each staff 
member notifies their successor one day in 
advance

GAP 4  The app describes meals as always 
fresh and gourmet, but in reality, some 
boxes may contain less visually appealing 
surplus food

GAP5  Customers expect 24/7 pickup 
since it’s a vending machine, but in reality, 
meals must be collected by the end of the 
purchase day

GAP 2  No clear temperature and cleaning  
standards for stored meals, leading to 
inconsistent food quality

GAP 3  Lack of coordination between food 
preparation and restocking staff results in 
inconsistent food availability

A detailed and structured overview of the actual service processes.(Return System)

A detailed overview of the interaction between the users and the service
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