Revolutionizing In-App Clothing Donations & Rewards
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About zara

The clothing retailer has more nearly 3,000 stores. It has stores
iIn 96 countries and is the flagship brand of the Inditex Group.

Zara is renowned for its ability to develop a new product and
get it to stores within two weeks, while other retailers take six
months.

Business Model

Agile supply chain and trend-focused designs for high
turnover.

Global presence with omnichannel retail (physical stores +
e-commerce).

Business Opportunity

- Addressing the growing demand for sustainable practices
among fashion consumers.

Positioning Zara as an eco-conscious leader in fast fashion.

Current Problem:

- "92 million tons of clothing are discarded annually; only
20% are recycled globally”
Consumers lack accessible options to donate or recycle
their clothes.
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UX Audit;

Zara’s design system emphasizes minimalism, ease of use,
and consistent branding.

Opportunity to integrate a seamless donation process
without disrupting the existing user experience.
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Problem Breakdown

Business Outcomes:

- |Increase customer loyalty by addressing eco-conscious
‘ concerns.

Differentiate Zara in the competitive fast-fashion market.

Improve sustainability metrics for ESG (Environmental,
Social, Governance) compliance.

Target Customers:

Primary Segment: Eco-conscious millennials and Gen Z
(18—-35 years old).

Secondary Segment: Zara's frequent shoppers with
disposable incomes (25-45 years old).

Constraints:

Balancing logistics of donation pickups/drop-offs.
Maintaining affordability and fast-fashion appeal while
incorporating sustainability.

Ensuring data privacy and transparency in tracking
donations.

RA SRPLS BEAUTY ZARA PRE-OWNED ABOUT  REPAIR  BUYSELL DONATION

Zara's Approach towards clothing waste:

/ara have clothes collection containers in their stores

where you can deposit the package with the clothes you

wish to give away.
You can check the stores that offer this service in their

Store Finder.

< ZARA PRE-OWNED

HOW IT WORKS

o .f-i‘/ . 7

REPAIR
BUY | SELL
DONATE

ABOUT

( IN STORE >

1. PACK UP YOUR DONATION

SELECT ALL THE CLOTHING, FOOTWEAR, AND ACCESSORIES YOU
WANT TO DONATE AND KEEP THEM IN A BAG.

JOIN LIFE |CAREERS| [STORES|

2. TAKE ITTO A ZARA STORE

YOU CAN DEPOSIT THE PACKAGE IN THE CLOTHING COLLECTION
CONTAINERS AVAILABLE AT YOUR NEAREST ZARA STORE.
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Understanding the user and the landscape

Research Methods:

‘ - Primary Research: Online Survey
. Secondary Research: Google, articles, in app experience etc.

User Research:

‘ - To better understand Zara customers and their preferences,
a survey was conducted, gathering 14 responses. This
helped identify the target customer base and their key pain
points regarding clothes donation and recycling.

- Further conversations with users validated the findings and
uncovered additional challenges they face in engaging with
sustainable fashion initiatives.

Pain Points:

- No real-time updates on the donation or recycling process.
nconvenient to schedule pickups or locate drop-off points.
- Lack of transparency about where donated clothes go after pickup.

- Minimal or unclear incentives for donating clothes.
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Existing Solutions:

#

/Mﬂ\/\
THREDUP  patagonia

- H&M: Garment recycling program with in-store bins and

discounts.

- ThredUp: Resale platform for sustainable fashion.
- Patagonia: Repair and recycling initiatives.

Questionnaire shared with the users: Google Form Link

Customer voices: Insights from users

"Donating clothes feels like a hassle, it's hard to find places to drop them
off easily."

“If Zara offered a program for recycling clothes, I'd definitely participate,
but only if it's convenient.”

"I'd like to see more transparency about how donated clothes are
reused or recycled."


https://forms.gle/aFZdZziuznLBCxvk7

User persona and journey

User Persona:

Priya Sharma, 28

Marketing Manager

Mumbai, India

Biography

Priya is a young, eco-conscious professional living in a bustling
city. However, she is becoming increasingly aware of sustainability
issues and wants to make more responsible choices without
compromising on style or convenience

Needs & Goals

1. Priya wants easy ways to participate in sustainable
practices, such as donating clothes, to reduce her
environmental footprint.

2. She prefers a seamless process for managing old clothing,
integrated within apps she already uses, like Zara's.

3. Priya values programs that acknowledge her
contributions, such as loyalty rewards or exclusive perks,

Pain Points

1. Priya is skeptical about where donated clothes go and how
they are repurposed.

2. The process of finding donation options or arranging pickups
feels time-consuming and inconvenient.

User Journey Map:

Stage Visit

Open zara on
phone

Steps

Thoug hts “Letscheckzaraif
thereis a new
collection”

Emotions @

CURIOUS

To get to browse
collection

Exploration

Browse through
collectionsand see a
banner regarding
donation

“I'hope i find
something interesting
for this winter, well this
is interesting”

©

NERVOUS

Exploring a new
feature of the app

Interaction

Finds the donate
option from the zara
pre-owned

Starts browsing the
in-app donate
option

“Well this is interesting
| can give out my old
clothes”

“I really like the option
of picking up from
home and would also
get some coupons’

Donating

Click pictures of the
items he or she
wants to donate

“Ihope i find some old
clothes thatarein
good shape”

“Maybe these clothes
can help someone in
need but how would |
know if | am making a
difference”

ENCOURAGED

To continue, as the user can
donate clothes from home

_©;

Decision Making

Finalizes pickup from
home after selecting
the time and date.

“Well the process s
really easy”

“Everything is set now!
| hope everything goes
well”

HOPEFUL

Finding some old
clothes to donate

-©

NERVOUS

Waiting for the
agent to pick this up
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Execution

Enjoys the hassles
free process of
donating clothes
with a free pickup
from home.

“Done! the donating
clothes was never
been this easier”

©

HAPPY

Donated clothes in
a hassle free way



Problem Framing

What is the true problem?

‘ . Zara's fast-fashion model generates high turnover,
contributing significantly to textile waste.
. Customers lack an easy, rewarding, and transparent way to
contribute to sustainability through clothing donations.
- Fast-fashion customers often feel disconnected from
sustainability efforts due to a lack of visible impact.

Who are the customers facing the problem?

- Millennials and Gen Z customers who actively seek eco-
friendly practices but are frustrated by the inconvenience of
donating.

- Customers who love Zara's affordability and style but feel
guilty about contributing to waste.

- Users who are loyal to brands with visible, actionable
sustainability initiatives.

PAGE 5

How Do We Know This Is the real problem?

. 60% of surveyed users expressed a willingness to donate if
the process were more convenient.

.- 50% cited rewards or incentives as a key motivator for
participation.

- H&M successfully drives engagement with its garment
recycling program, offering clear rewards and in-store
convenience.

What is the value generated by solving this problem?

- Enhanced customer loyalty.
. Stronger brand identity as a sustainability leader.
- |Increased sales through integrated rewards.

Why should we solve this problem?

- Fast fashion is facing backlash from governments and NGOs.

- Competitors like H&M and Patagonia are gaining traction with
their sustainable initiatives.

- /Zara's ability to address sustainability could actively combat
criticism around fast fashion.
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ldeating Features - MoSCoW Framework

Color Representations

Must Have Should Have Proposed Solution
Solution 1 Solution 2 Solution 3
Features from Rewards User Social Sharing  Gamification
research System Notifications Options Elements
Users can upload A QR code is provided Users can track the
photos of items they to verify the donation entire donation
want to donate and during the pickup process and view key
Dl besld Donation Donation schedule a pickup Process. metrics after donating.
Features from “Upcycled : : -
competitors Scheduling Collection” Impact Stories directly within the Zara
app.
Features for , Solution 4 Solution 5 Solution 6
bUSiness Won't Have Could Have
goals
Subsaisien: Points and coupons Zara Club integration Users canredeem
Based Wardrobe Al-Powered S are awarded to users allows users to track their points for rewards
Donation Analytics Recommenda , : : : :
S tions Challenges for their donations, their accumulated and discounts, making
which can be used points easily within the the donation
during checkout. app. experience more
engaging.
AR Personalized

Visualization

Insights
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Wireframes and Information Architect

Low fidelity designs Mid fidelity designs
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Information Architect

In-store

Home Menu Zara pre owned Donate

In-app Click pictures Schedule Donation Impact Tracker Rewards & Points Section



High-Fidelity Designs-|

/Il NEW

SEARCH

Homepage

Checkout out the prototype here: Zara: Balancing Fast Fashion with Sustainability

Pre built donate option in menu

5SIMO DUTTI  BEAUTY 1 ZARA PRE-OWNED

< ZARA PRE-OWNED

REPAIR
BUY | SELL
DONATE @

ABOUT

JOIN LIFE| |CAREERS| |STORES

SEARCH

o
')

Menu

ABOUT  REPAIR  BUYISELL DONATION

AR D
CLOTHING DONATION

IN-STORE SERVICE
DONATE ONLINE

AS PART OF OUR SOCIAL AND ENVIRONMENTAL
COMMITMENT, WE HAVE STARTED UP A COLLECTION
PROGRAM FOR USED CLOTHING. THE GOAL OF THE
PROJECT IS TO PROMOTE THE RECOVERY OF USED
GARMENTS TO LENGTHEN THEIR USEFUL LIFE WHILE AT
THE SAME TIME GENERATING A POSITIVE IMPACT ON
THE COMMUNITY.

ALL OF THE CLOTHING COLLECTED IS DELIVERED TO
LOCAL  ORGANIZATIONS  THAT  CLASSIFY  THE
GARMENTS ACCORDING TO THEIR CONDITION AND
QUALITY TO SEND THEM TO THE BEST PLACE POSSIBLE
SUCH AS DONATION TO PERSONS AT RISK OF

YOI 1 IQINNI QAI EQ INL QRECNONNHANDND  QTNRER ND

Donate Now CTA

Zara Pre-Owned

LI ettt
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In App clothing donation integration

[©)

CAMERA

< ONAPP

1. UPLOAD PHOTOS

UPLOAD PHOTOS OF ALL THE ITEMS YOU
WANT TO DONATE

2. SCHEDULE PICK UP
SCHEDULE PICKUP ACCORDING TO YOUR COMFORT

3. HAND IT OVER TO AGENT
PASS IT TO OUR AGENT TO VERIFY YOUR DONATION.

4. ENJOY POINTS AND GIFTS

EARN POINTS WITH EVERY DONATION AND EXCLUSIVE
GIFTS AND REWARDS. THE MORE YOU GIVE, THE MORE
YOU RECEIVE!

@ DONATE NOW

UPLOAD THE PRODUCT PHOTOS

FREQUENTLY ASKED QUESTIONS
DONATION HISTORY

CUSTOMER SERVICE

In app Camera to upload
pictures of the items

In-app donation Camera

Checkout the Full Figma File: Zara figma file



https://www.figma.com/proto/ot31MKANhRTQVvzifOrnPb/Nextleap-Graduation-Project?page-id=0%3A1&node-id=1-2709&node-type=canvas&viewport=383%2C682%2C0.08&t=QOKJ2ZTiPQ1N63aQ-1&scaling=scale-down&content-scaling=fixed&starting-point-node-id=1%3A2709
https://www.figma.com/design/ot31MKANhRTQVvzifOrnPb/Nextleap-Graduation-Project?node-id=0-1&t=byrCKpoRmhi7pVog-1

High'Fldelity DeSigns-" Updates of your donated item:

1. Donated to NGO Introducing zara club

Select address Get updates of your donated item 2. Or recycled to make new items to track your points

QR Code to verify the pickup

—_—
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< TRACK YOUR DONATION

SEE THE JOURNEY OF YOUR DONATED CLOTHES AND THEIR IMPACT

® ITEMS RECEIVED BY ZARA

P e e e e e e e e e e e e e e e -

GROOM
FOUNDATION

id Tomorrow

PICK UP LOCATION NO. 5237623823
THANKS, DIPANKAR!

THESE ITEMS WERE DELIVERED TO BLOOM & GROOM TO
SUPPORT LOCAL COMMUNITIES.

DUM DUM, 3RD STREET, 07, NOVEMBER, 2024
KOLKATA, 736101

ONLINE DONATION
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YOUR ITEMS WILL BE PICKED UP BY:
SUNDAY 04, NOVEMBER

DUM DUM,
3RD STREET, KOLKATA
736101

® SORTING AND PROCESSING
ITEMS ARE BEING SORTED FOR RECYCLING OR DONATION

CHECK OUT NGO

+ OPTIONS

® FINAL DESTINATION
100% OF YOUR CLOTHING HAS BEEN DONATED TO CHARITY

MARATHAHALLI,
2ND STREET, BANGALORE

560031 ESTIMATED PICKUP DATE

THURSDAY 11, NOVEMBER

® DONATED

ADD NEW ADDRESS

IMPACT METRICS

PICKUP AGENT ASSIGNED

SELECT DATE
PICKED UP FROM CUSTOMER (@) «= == = o

SCAN TO CONFIRM PICKUP WITH OUR AGENT
BLACK JEANS

REF [4130/308

SELECT TIME

- . 9:00 AM 10:00 AM

YOU'VE SAVED 5 KG OF CLOTHING FROM LANDFILLS.

REDUCED CO2 EMISSIONS BY 4 KG.

CLOTHES COLLECTIO )

Raising the
Future of g

DONATE AGAIN

GROOM
FOUNDATION

Tomorrow

THESE ITEMS WERE DELIVERED TO BLOOM & GROOM TO
S ES.

R I |

Scheduling selectdate  Confirmation Tracking Tracking Impact Impact metrics

LI I et |
e T |
B R I e |

Select time , Impact Metric dashboard Get your sustainability report
Real time updates of

your donated item
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POINTS

UNLOCK EXCLUSIVE BENEFITS

20% OFF
ON FEMALE

100 POINTS

YOUR POINTS WILL EXPIRE ON 11/06/2024

SEE DETAILS

CLOTHING

REDEEM

Track points



Moving Forward

Potential Pitfalls

- Users may doubt whether their donations are being

Users may not adopt the program due to lack of awareness
or perceived complexity.

effectively recycled or donated.

- Overwhelming users with too much sustainability

messaging can reduce enthusiasm.

Mitigations

- Run targeted marketing campaigns highlighting the ease

and benefits of the program

- Collaborate with trusted NGOs and recycling firms to

handle logistics and boost credibility.

- Regularly update users on donation status through the app

and share impact stories to build trust.
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Next Design Iterations

- Introduce more diverse rewards, such as free shipping, gift

cards, or charitable donations on behalf of the user.

- Add features to show long-term personal impact (e.g.,

“You've donated 50 kg this year!”).

- Suggest items for donation based on purchase history or

wardrobe usage patterns.

Metrics for Success

- Percentage of Zara app users who engage with the

donation program.

- Repeat purchases by users who engage with the donation

program.

- Amount of clothing diverted from landfills & percentage of

donations successfully recycled or donated.



