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Snook is a design studio built to
tackle complex challenges and
design viable, sustainable and fair
services with people’s real needs
at their heart.




We have over ten years of
experience working across the
public, private and third sector.

We’ve built great products and services in a
huge variety of scenarios, putting people at the
heart of the design process every time.

We’ve designed new systems, helping
organisations join up their efforts and improve
outcomes for the public.
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80%

Estimated environmental
impact of today’s products,
services and infrastructures

determined at the design stage

457

Carbon emissions
coming from producing
the products we use
everyday


https://www.designcouncil.org.uk/sites/default/files/asset/document/dott07.pdf
https://www.dezeen.com/2021/07/14/carbon-steps-eliminate-emissions-sophie-thomas/
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Driving a consumer-led
low-carbon transition

Our apps help people manage their energy better, to
save money and reduce their carbon footprint
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GenGame App



https://www.gengame.co.uk/

How do | book Uber Green?

Uber Green is now available for journeys throughout Greater London. When using the Uber app in
London, you’ll be able to choose Uber Green in exactly the same way you would book an UberX.

Choose a trip Choose a trip

1521

Comfort 23 Comfort 23
1521 1521
Choose a trip or swipe up for more

UberX 23

15:21 drop-off Exec 23 Exec 23

1521 1521
F r
Comfort
1521
UberXL 25 UberXL 25
1522 15:22
UberXL Affordabl

1522

Uber Green 23 Uber Green 23
Popular 1233 drop-off 1233 drop-off

Confirm Uber Confirm Uber QP Confirm Uber Green 59
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Shop Women
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Click to see low quality images (~0.32g CO2)
(Our server energy mix needs to be more
green for high quality images)

shop Men  Organicbasics

Regular store  Manifesto

Organic Cotton Tee 49 EUR

Color Size

‘ XS § M L XL

Select color and size

Features Description Fit & Sizing Material & Care

v .
U Ethically made +
Size Guides

Save with packs

EUR @



3 for 2 underwear bundles free gb delivery over £40 our sustainable values

©)
thgught WOMEN  MEN  SOCKS  ACCESSORIES  LIVING  GIFTING  SALE  OURWORLD Q =2 O @

men

planet-friendly, versatile, and comfortable. made using the most ethical and

sustainable materials we could find.

@ Feedback

15% off your v
first purchase
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ENVIRONMENT

Your brand new returns end up in landfill

By Harriet Constable

‘Free returns’ has become an industry standard in online fashion shopping. But there is
a high price to pay which every consumer should be aware of: The heavy carbon
footprint of all the unnecessary shipping back and forth.

Your brand new returns end up in There’s no such thing as a free
landfill return



https://www.forbes.com/sites/gulnazkhusainova/2019/03/28/there-is-no-such-thing-as-a-free-return/?sh=631d61b67135
https://www.forbes.com/sites/gulnazkhusainova/2019/03/28/there-is-no-such-thing-as-a-free-return/?sh=631d61b67135
https://www.bbcearth.com/news/your-brand-new-returns-end-up-in-landfillova/2019/03/28/there-is-no-such-thing-as-a-free-return/?sh=631d61b67135
https://www.bbcearth.com/news/your-brand-new-returns-end-up-in-landfillova/2019/03/28/there-is-no-such-thing-as-a-free-return/?sh=631d61b67135

Reducing online returns and

enhancing customer satisfaction

Manage customer expectations:

K/ 7 K/ 7 K/ 7/ K/
LR X R X R X SR X SR 4

Include detailed product photos
Write clear product descriptions
Describe the style & fit

Use body doubles

Use virtual fitting rooms and tools
Make use of consumer return data
Use body scans

Created by you. Curated for you.
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Body Quiz Discover Shop
Answer a few quick Stylish women who look Buy items from retailer:
questions so we like you, choose who to knowing how they will
work our magic follow based on style look on your body

Sendcloud article



https://www.sendcloud.com/reduce-returns-in-fashion/

“I'll buy 5 items and only keep one of
them”



https://www.bbc.co.uk/news/explainers-56103106
https://www.bbc.co.uk/news/explainers-56103106
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H&M try-on haul



https://www.youtube.com/watch?v=iFrkolG-Nws

patagonia

Shop Activism Sports Stories
Shipping Methods

Free Shipping: valid on orders above £90, €100, 100 CHF, 950
SEK, 750 DKK and 950 NOK.

Delivery Zone Standard Shipping Cost Express Shipping Cost
Euro Zone €9.90 €25

Denmark 112,00 DKK 216,00 DKK

Norway 150,00 NOK 330,00 NOK

Sweden 138,00 SEK 266,00 SEK
Switzerland 20,00 CHF 55 CHF

United Kingdom £7 £19.90

Shipping Transit Times



Designing sustainable
behaviours



What do we mean by behaviour

change?

The COM-B model of behaviour is used to
illustrate the three essential conditions for
behaviour change: capability, opportunity,
and motivation.

For someone to be able to change their
behaviour all three need to be in place.

Service design can be used to influence all
three and remove barriers to behaviour
change front and backstage

A Capability

Opportunity

Motivation

Behaviour



Zoom in and out

The Behaviour Change
Wheel framework

- Sources of behaviour
- Intervention functions

Policy categories

Training

Service provisio®
Challenge the
status quo

Source: Paper - Behaviour Change Wheel | Achieving behaviour change: a guide for central and local governments and partners, published on GOV.UK, 2020 \@


http://www.behaviourchangewheel.com/
https://www.gov.uk/government/publications/behaviour-change-guide-for-local-government-and-partners

ALIGN

* +>O ;4

Service Design Customer Opportunities
Approach Journey Map

® +» 0O »O
Behavioral COM-B Analysis Barriers
Science

COMBINE
> oo
What solutions can we This solution addresses some
design to address these of the barriers. Let's chose the
opportunities? one to focus on by using our
evaluation criteria: desirability,
feasibility, impact etc.
» O o0
Which intervention functions, What kind of service should we
policy categories and behavior provision? What would it be
change techniques are the and what would it look like?

most appropriate to address
this barriers?

How can we best deliever the
"active ingredients” of the
intervention?

000
eeeeeeeh SOLUTIONS

Com-B and
experience mapping



https://bootcamp.uxdesign.cc/com-b-experience-mapping-a-design-thinking-love-story-f09e3403495
https://bootcamp.uxdesign.cc/com-b-experience-mapping-a-design-thinking-love-story-f09e3403495

Aligning policy,user and sustainability
outcomes

lifestyle

used inhalers

Policy intent: to reduce - . . Powder based Patients use ;
th y : tal Desired behaviour prlenshc::g::di:gen Inhalers are paf::‘:\‘:fi:'::te' inhalers inline with Patlenlts
& e Change outcomes for other measures not pIescIbed Wenevs number of doses agreec raatnent Arecyc &
impact of asthma i il s plans to prevent inhalers
P H appropriate e.g. of Hatoso) haaad possible from each SAvaave
HLEIES NHS lifestyle changes. Inhalers inhaler prescribed ‘Sympmms appropriately
less h
ave a
Desired t confidently : . :
iIrea outcomes e o Improve my constraints convenient
for patient my asthma health on my way to recycle




Do your users have the
capability to change?

Do users have the knowledge and skills

(cognitive ability) and physical capability
to change their behaviour in line with the
policy intent.

For example, does the patient know how
to appropriately recycle inhalers?

How to dispose of unwanted and
used inhalers

The propellants in commonly used inhalers are
powerful greenhouse gases.
Even after the inhaler has been used, significant amounts of

these environmentally damaging gases remain in the canister.

Landfill disposal of inhalers is
harmful to the environment, due to

the residual gas from canisters being
released into the atmosphere.

I:lhalers returned to pharmacies for safe disposal can be
t"l‘spased of with other medicines waste. This is then
ermally treated to destroy the greenhouse gases.

If all used inhalers in the UK were

I;e;urged for safe disposal, this could
: thee 12,330 tonnes of COzeq annually
Same as a VW Golf car being

B
fiven around the world 88,606 times!

ll';sed inhalers should be returned to a
armacy to be disposed of safely



Do users have the the
opportunity to change?

Do your users have the opportunity to
change their behaviour in line with your
policy intent?

Is it convenient for the patient to take
empty inhalers to their local pharmacy for
recycling?

Opening hours

Monday
Tuesday
Wednesday
Thursday
Friday
Saturday

Sunday

09:00 -18:00

09:00-18:00

09:00 -18:00

09:00 -18:00

09:00 -18:00

Closed

Closed




Do users have the
motivation to change?

Are your users motivated to change their
behaviour in line with your policy intent?

Is the patient motivated to recycle their
inhalers or will more other things take
priority?

Whose opinions do they care most
about?

Increasing their opportunity or capability
to change may influence their motivation
to do so.

Photo by charlesdeluvio on Unsplash



https://unsplash.com/@charlesdeluvio?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/s/photos/woman-browsing-mobile-phone?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText

Aligning policy and user outcomes

Policy intent: to reduce
the environmental

impact of asthma
inhalers

Desired outcomes

for patient

Desired behaviour

Powder based
Inhalers are
prescribed whenever

Patients administer
the maximum

Inhalers only
prescribed when

Patients use
inhalers inline with
agreed treatment

plans to prevent
and relieve
symptoms

Patients

recycle

inhalers
appropriately

cha nge outcomes for other measures not RS number of doses
NHS 'appropnate e.qg. of Hatoso) haaad possible from gach
lifestyle changes. Inhalecs inhaler prescribed
less h
V
confidently . o : et
. Improve my constraints convenient
my asthma health on my way to recycle

lifestyle used inhalers
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Shakes Bobby's logs on to her GP's pops Bo uses

brown preventer online service and i (@) ] :
inhaler to try to requests new PleS up kltcthhen C: prepa|d

gauge how many brown and blue inhalers Ibee cnvelope
doses are left inhalers g

inhalers for Bobby 8= and post

| have no idea how

oA it how can | Why mustIgoto  How am I supposed to I 1 put inhalers in

his brown inhaler, it stop Bobby ihesame phormacylany e meecei | I the housenold

feels like it is nearly " - to pick up my g b e recycling will the
empty. I'l order another losing his prescriptions? It's <5 many different types council sort them

justin case as I'm inhaler at not convenient of plastics and out when they sort
ordering the blue one SheglR when I'm at work. e though the bin?

anyway ¢
- annoyed that
worried ehas annoyed that

she's going forgotten to take household
to be late for back the old recycling is so

inhalers to the complicated
work pharmacy B
— . kitchen
GPsurgery ~ pharmacy [l recycling
ehsie assistant envelope bin

Front Stage

repeat
prescription
request
checked and
accepted

asthma
clinic nurse
or GP

comms for
pharmacy staff

to explain new
recycling option

collection hub at
recycling centre

for inhalers
returned by post

inhaler recycling
recycling policy for
service local council

pharmacist
pharmacy design of
poster asking
. envelope to
patients to

encourage
use

return inhalers
for recycling

Back Stage

recycling
sorting
process

new role - empty
pre-paid

envelopes and

sending for safe
recycling?
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