
User browses IKEA’s 
website for the large 
furniture item they 

need

They place an order 
for a large 

furniture item

Once they get their 
item, they see that 
the packaging has 

information printed 
for how it can be 

returned

Upon payment, they 
receive an e-​mail 
confirming their 

order and 
information on 

how to return the 
packaging

They unpack all of 
their items and put 

the packaging (which 
is now flat sheets of 

cardboard) aside

They assemble the 
item for use

They collect all the 
packaging, bundle it 
and secure with the 
fabric belt as per the 
instructions on the 

belt

They use the link in 
the email they 

received to browse 
the most convenient 

drop-​off point for 
them

They go to the drop-​
off point and scan 

the QR code to 
return the packaging

They receive an e-​
mail confirming the 

receipt of the 
packaging

They receive a 
refund of their 

packaging deposit
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Once the label is 
scanned, the IKEA 
and DPD Systems 

are updated and the 
bundle is queued for 

re-​use pick-​up

The bundle is stored 
at the drop-​off point 
until pickup for re-​

use

The bundle is picked 
up and delivered to 

the main IKEA 
warehouse

Once received at the 
warehouse, the 

packages are sorted 
into undamaged and 
damaged packaging 

The undamaged 
packaging is placed 

with the new 
packaging

The undamaged 
packaging is then 
used to pack the 
same products it 
was used to pack 

before so the print 
on the box matches

The product is then 
secured with a 

reused fabric belt 
and sent out to 

stores for sale or 
further delivery

Damaged packaging 
is shredded and 

used as padding in 
the packaging  

This is then sent for 
recycling to make 

new packaging

IKEA Teams

Ikea launches the 
Re-​use initiative in 

London with a 
widespread 

marketing campaign 
for it

Physical Ads -  Tube 
and Bus Stop 

Hoardings, Posters 
and Large Ads

Digital Ads - Website 
and In-​store Screen 

A deposit scheme with 
loyalty points is 

created to incentivize 
users to return the 

packaging

IKEA Website and 
App

Order confirmation 
e-​mail

Packaging box with 
instructions printed 

on it

Fabric belt on 
package printed with 

instructions

Order confirmation 
e-​mail

IKEA Drop-​off Point 
and QR code printed 

on packaging

Notification of 
refund in user wallet 

/ bank account

IKEA packaging is 
redesigned to be 

secured with 
adjustable fabric belts

The information 
needed in the internal 
system for returning 
the packaging and 

giving the user points 
is automated into QR 
Codes which are then 

printed on the 
shipping labels for 

boxes

The Visual design team 
creates the campaign 
assets which are then 

installed across the city 
and uploaded on the 

IKEA website

Communications about 
the campaign are 

added to user 
communication 

automation flows 

Users receive 

Cardboard packaging boxes are re-​used and re-​purposed within IKEA to 
reduce their waste and carbon footprint. Only when the packaging is 

beyond use, it is sent for recycling

some packaging that 
can not be shredded 

is placed with the 
recycling pile

Campaign 
Launch

Purchasing Large Furniture Onboarding for Re-​use Initiative Participating in Re-​use Initiative IKEA re-​using packaging

Provides any 
required assistance 

for in-​store browsing 
or pick-​ups

Line of interaction

Line of visibility


