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Customer journey

I strongly believe wasteful packaging 
is due to the industry process being 
disconnected between clients and 
graphic designers. 

From speaking with industry experts 
about how they go about creating 
sustainable packaging, my findings 
resulted in these diagrams. Phase 1 
involves the client and the manufac-
turer, then phase 2 involves the client 
and the graphic designer.

The client journey sourcing sus-
tainable packaging is unecessarily 
disjointed which is time consuming, 
expensive and frustrating for clients. 

This process alone can be enough 
to deter brands implementing sus-
tainable methods, and that is before 
handling tricky conversations sur-
rounding sustainable business com-
promises. Companies considering to  
introduce sustainable practice can 
be daunting, and they need a 
collaborative process with guidance 
that will support them during this 
transition.

The client

Project 

Manufacturers

Functionality

Budget

Packaging

Graphic designers

Functionality

Budget

Time

Time

Phase 1 Phase 2

The client

Packaging

Non-sustainable 
packaging

Greenwashing

Development
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Developments 1 - 4 
demonstrate a new 
sustainable industry 
strategy that 
encourages 
collaboration 
between clients, 
manufacturers and 
graphic designers in 
one connected 
customer journey.

This is going to be 
the underlying 
approach to develop 
Eco-Collective as a 
sustainable 
consultancy. 1 2

3 4
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To further develop this blueprint I 
needed to consider the Eco-Collec-
tive customer journey process from a 
client perspective. 

Development 5 shows what each 
coloured circle represents. Develop-
ment 6 - 8 introduces three phases, 
which factor in collaboration, time for 
packaging development, and client 
revisions until launch.

In total, Eco-Collective propose that 
we create client packaging in nine 
stages. It is worth noting that depend-
ing on the first three steps, (client re-
quirements, functionality and budget) 
project length times can vary. Never-
theless the client will follow the same 
nine steps to achieve their Eco-Col-
lective certified packaging.

Clients are supported and feel in con-
trol of  their customer journey, and as 
a result sustainable packaging is cus-
tomised to them personally. This is a 
bonus to them and the environment.

From researching colour theory in 
week 14, I decided that the final 
colour scheme for Eco-Collective 
user navigation is going to be:

Clients: Teal #167780:
Stability, reliability and trustworthy

Manufacturers: Orange #E54E29
Creativity, optimistic, energising and 
a ‘call-to-action’ colour

Graphic designers: Grey #C1C1C4 :
Neutral and conservative

5 6

7 8

https://jesswhatley.design.blog/week-14/2/
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Packaging Consumer 
Incentives

Development

To identify how Eco-Collective will be 
a benefit to the packaging industry I 
have mapped out scenarios. These 
scenarios address current proce-
dures when working with clients out-
side of  Eco-Collective, and working 
for Eco-Collective.

This diagram displays a customer 
journey of  purchasing packag-
ing. Developing an Eco-Collective 
trademark will ensure packaging is 
disposed of  correctly at household 
recycling collections. It also demon-
strates a much simpler approach to 
recycling items.

Once a customer has the experience 
of  purchasing an Eco-Collective 
certified package, they will recog-
nise this in the consumer market and 
favour over other brands. This will 
allow Eco-Collective to work with 
with other brands who are in the 
competitor market.

Package states 
customer has to 
check website 

for local centres

Package goes in 
with recycling but 
contaminates the 

whole bag

Symbols are 
unclear, and 
lots of  them

Package goes 
in household 

recycling bag for 
collection

Eco-Collective 
trademark

Package goes 
in with rubbish 

waste

No informa-
tion at all on 
packaging

Local centre 
not available 

or too far 
away

Package 
goes in with 

rubbish 
waste

Recycling factory 
bin the whole 

bag and it ends 
up in landfill 

anyway

Customer looks 
out for the trade-

mark on other 
packaging

Quick, easy, feels 
good about help-
ing environment

Confused, help-
less and feels 

bad for polluting 
the environment

Customers spread 
the word, aware-

ness is raised

Lots of  time 
wasted trying 
to find dispos-

al method



10

Eco-Collective
GDE750 MA Studio Practice

Manufacturer/Graphic 
Designer Incentives

Development

This diagram displays a manufac-
turer/graphic designer journey of  
developing packaging with a client. 
Working with Eco-Collective will 
ensure support is available through 
industry expertise, particularly when 
faced with difficult situations such 
as supplier delays. The diagram also 
demonstrates how much simpler the 
process is to work with clients when 
the nine step strategy is followed.

This incentive is a particarly large 
benefit for manufacturers or graphic 
designers who need experience and 
want to start working in the packag-
ing industry. Eco-Collective will offer 
advice and support to those who 
work for them. 

Encouraging collaboration and sup-
porting workers in order to create 
sustainable outcomes will begin to 
lessen the volume of  greenwashing 
in the consumer market.

Client wants a 
specific mate-
rial you cannot 
source/print on

Package is cre-
ated with client 

and industry 
experts for 

support

Eco-Collective 
collaboration 
in nine step 

strategy

Eco-Collective 
packaging is 

effectively 
launched, client 

happy

Quick, easy, feels 
good about help-
ing environment

Confused, help-
less and feels 

bad for polluting 
the environment

Product on 
market and 
available for 

consumers to 
buy

Advise client 
they need to 
look at other 

options

Client unhap-
py and goes 
elsewhere

Client has 
specific time 
requirements

Client has 
small budget 

and big re-
quirements

Circumstances 
out of  your con-
trol, no support 

from team

Project is 
rushed..Client 
unhappy and 

product is bad 
for planet

Find cheaper 
alternative that 
is not right for 

product/at a loss 
financially

Client has al-
ternative that is 
not sustainable/
product compro-
mises on quality
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e c o

eco

eco
Eco

Collective

ec
Mixed messaging between 
recycling symbols is 
overwhelming. Although there 
are companies who have 
identified issues with the 
mixed messaging in the pack-
aging industry, my research 
shows that there are no ac-
tions being taken (week 15).

My experiments have been 
based around the circular 
logo to represent collabora-
tion between clients, 
manufacturers and graphic 
designers.

The three dots are fundamen-
tal for the logo as the mes-
sage is broken down into the 
simplest form: collaboration.

Trademark
Eco-Collective logo

Development

https://jesswhatley.design.blog/week-15/
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I went on to further develop 
the design which represent-
ed collaboration best, which 
was the the three overlapped 
circles.

Experimenting with circular 
forms and ‘eco’ lettering and 
abbreviations allowed me to 
identify scale and legibility of  
the Eco-Collective trademark.
 
As trademarks need to be 
distinguishable at all sizes 
and simple, the most function-
al designs are the typefaces 
with more bold, horizontal 
lettering such as Aktiv Gro-
tesque, Arial Bold and Arial 
Rounded.

I experimented with place-
ment for the ‘eco’ lettering 
and ensured that the trade-
mark was still distinguisha-
ble from a very small scale. 
Customers need to be able to 
read the packaging and iden-
tify that it is to be disposed of  
with household recycling.

I chose Arial Rounded as the 
typeface due to its rounded 
terminals which contrasted 
well with the circular forms of  
the trademark.

e c o

e c o

eco

e c o

Diagonally aligned

Lower aligned

Centrally circled aligned

ec o

eco

eco

eco

eco

eco

eco

eco

eco
eco

eco

Aktiv Grotesque 7pt

Arial Rounded MT Bold 

Arial Bold - 12.5pt

Arial Rounded MT Bold 
12.5pt

eco

eco

Arial Bold - 24.5pt

Arial Rounded MT Bold 
24.5pt

eco

eco

ec o

eco
Calibri

‘e’ - Coquette
‘c’ and ‘o’ - Helvetica Neue

eco
Arial Narrow
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eco
eco eco

eco

eco eco

eco eco

It is important for the Eco-Collective to be presented in 
black and white along with the colour alternative. I have 
demonstrated visibility and scale on recyclable packaging 
such as paper or cardboard boxes. I will pitch these exam-
ples as companies that Eco-Collective have worked with. 
When customers of  Eco-Collective can see our portfolio 
they will feel more obliged to reach out for a consultation.

 The logo will be placed on the reverse of  the packaging 
and it will demonstrate that this package can be recycled at 
doorstep household collection.
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eco

eco

eco

eco

eco

eco

eco

eco

eco
Based off  the same deciding 
factors as the trademark, 
I have created a customer 
facing logo for the website 
banner. I also liked the illusion 
that these circles are now 
three dimensional balls; a 
circular system.

In just five steps I have also 
demonstrated how this logo 
developed from the trade-
mark design, so they are 
interlinked.

This logo is to be placed on 
the forefront of  the website 
and application. It would also 
be the logo that is used for 
advertising of  Eco-Collective.

Eco-Collective logo
Development

eco

eco

eco

eco
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The homepage presents a 
powerful messsage surround-
ing the impact of  packaging 
pollution. I initially used the 
picture of  a sea bird using 
plastic as its nest as wanted 
to bring the message home 
that plastic is harming our 
planet and wildlife.

Eco-Font is a sans-serif  
environmentally friendly 
typeface which uses less ink 
than regular typefaces. This 
is due to the circles within 
the letterforms which allow 
ink to bleed. I have used this 
typeface as a header for the 
Eco-Collective website as felt 
it was important to consider 
sustainable typefaces.

The header has been de-
signed to float above the page 
so the user can navigate to 
another page on the site any-
where on the page.

Homepage
Development
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To demonstrate the strategy of  Eco-Collective, I 
began scoping out the key structure of  the business. 
I felt it was important to introduce this very quickly to 
a reader on the homepage, as they will want to know 
what Eco-Collective does and how it can help them.

The subtle background of  plastic packaging sug-
gests pollution and that Eco-Collective are tackling 
this issue. 

At this point I started to develop a footer for the 
website, and also a ‘contact’ location for clients who 
wish to work with Eco-Collective. A consultation can 
be arranged when the client reaches out to us, and 
it can be anything from discussing our strategy to 
wanting to collaborate with Eco-Collective on 
projects.

I have used paper circle brush textures to hint at 
sustainability and recycling methods here.
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For the final website design I changed the imagery based critical feedback, to display different examples of  pollutive packaging which ends up in landfill or in 
the oceans. I wanted to present the damage of  packaging which is not being correctly disposed, and use this as the basis for my business proposal.

I have given attention to negative space, to allow the designs and information room to breathe. It has always been a challenge of  mine to present a lot of  text 
with not many images so after many experiments I am happy with the layout. I think the ratio of  image to text contrasts well and the underlying topic of  sustaina-
bility shines through.

I updated the Eco-Collective logo after using the trademark in my previous developments, and ensured that the fixed header bar with navigational links are right 
at the top of  the page to avoid overlapping information on the viewer screen/s.
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The certification page is an 
important place to present 
the fundamental business 
strategy of  Eco-Collective, so 
I wanted to create a feeling of  
transparency and quality.

One of  the reasons for choos-
ing my orange, teal and grey 
colour scheme is that it oozes 
in quality and sophistication, 
but can appear playful and 
creative at the same time. I 
essentially think this is exact-
ly the type of  business that 
Eco-Collective is. 

Inputting real client feedback 
and examples of  trademarks 
on sustainable packaging, 
will ensure that customers 
are confident in collaborating 
with Eco-Collective on pro-
jects, with reassurance that 
Eco-Collective has experi-
ence and expertise working in 
the industry.

Certification
Development
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I did find this area difficult to 
develop as opposed to the 
other pages as the designs 
felt repetitive; but putting my-
self  in the customers shoes 
enabled me to break down the 
customer journey effectively.

I initially experimented 
with backgrounds but felt it 
clashed so I have introduced 
panels to break important 
information up into sections.
It also makes it much clearer 
for a customer to understand 
each phase.
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The collaoration journey has been displayed so when companies work with Eco-Collective they are 
going into a project and environment where they know what to expect. It is structured and enables 
clients to prepare for each phase.

As the message is fundamentally important for clients to understand (and there is a lot of  detail) 
to let the strategy diagrams contrast with negative space. It has a sense of  calm which is credit to 
the colours which are inspired by organic elements, which is how Eco-Collective clients should feel 
when working with us. It also reflects the Eco-Collective outcome - packaging which will make the 
customer journey more efficient.
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The toolkit is a hub for all topics relating to sustainability that clients might want to know more about. 
The challenge was to identify the key themes through all of  my project research and report, and apply 
them in this toolkit as a starting point.

I have arranged them in a grid formation with hover links for user navigation. I have decided to create 
click through prevews for the following pages: Mixed Messaging, Printing Industry and Packaging 
Industry.

Toolkit

Development



22

Eco-Collective
GDE750 MA Studio Practice

The Printing Industry page is 
to raise awareness and offer 
guidance on how to make the 
transition to sustainable print-
ing methods. 

Initially I included FSC on 
this page as a trusted brand 
for symbols of  certification 
to verify products, however 
as my research developed I 
realised that the Forest Stew-
ardship Council are having 
difficulties where companies 
are exploiting the trademarks 
illegally.
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The Printing Industry pag-
es have developed with 
my research, as I explored 
eco-friendly typefaces such 
as Ryman Eco earlier on in 
the project. 

I really like how this webpage 
developed as it is colourful 
and creative, showcasing that 
sustainable alternatives do 
not have to be a compromise 
to wonderful design and func-
tionality. 

The aim of  this page is to 
raise awareness around the 
options that clients have, as 
I have discovered through 
discussions with industry 
experts that customers who 
want packaging, are not 
aware of  the options available 
in the market.

That goes for manufactur-
ers and graphic designers 
too; they can promote these 
sustainable options by using 
them in client projects.
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Mixed Messaging is a page 
that calls out confusing termi-
nology. With the added bonus 
of  a quiz, the aim is to edu-
cate clients on what is geni-
unely sustainable and what is 
misleading information.

The carbon footprint section 
is to advise clients who oper-
ate a business that toe-prints 
must be considered along 
with the foot print as these 
are usually forgotten about. If  
you want to make sustainable 
transitions, think about every 
single output your business 
generates and evaluate 
whether you can change pro-
cesses for the better good.
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In the final webpage design 
for Mixed Messaging I have 
introduced images which give 
insight to the problem. When 
consumers do not know how 
to correctly dispose of  pack-
aging, it is more likely to end 
up in landfill or in the oceans.

Following on from my re-
search into FSC being poten-
tially corrupted, I decided to 
include an article example of  
this on this page. Anything 
that does not seem right, or 
is confusing should be talked 
about.

Mixed messaging on packag-
ing does not target one ma-
terial, it happens with glass, 
wood, plastics - so I wanted to 
liven this page up with some 
material backgrounds. I think 
it presents the message well.
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When clients collaborate 
with Eco-Collective, they 
should have an account to 
see updates and document 
progress.

I started with presenting the 
type of  resources that would 
be available if  you register 
with Eco-Collective for a 
newsletter and account.

Register/log in
Development
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My developments resulted in 
making the contact informa-
tion sections more clear for 
the user.

By framing the information 
and using a scrolling fixed 
background, the register 
and log in pages are simple, 
and the call-to-action bub-
bles encourage visitors to 
sign up.
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The challenge for this page 
was to demonstrate how the 
project would evolve for the 
user and how they would 
manage their updates in their 
account.

As a solution I have created 
a ‘stamp passport’ which de-
tails what steps they have yet 
to ‘stamp’ out and complete.

This design will host call-to-
action information and allow 
the user to be in control of  
their own customer journey. 
For instance, Eco-Collective 
allow the user to start their 
journey only when they want 
to and feel as though they are 
confident with their packag-
ing brief  and requirements, 
(like time, budget) and want 
to discuss with their team.

Account
Development
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As I wanted to demonstrate the live chat support 
functionality, I have developed the ‘account’ page 
and provided a click through to how this service will 
look and feel.

It is crucial that clients feel supported on this jour-
ney due to feedback that there is next to little no sup-
port out there for companies who want to develop 
sustainable alternatives. This is why I have focused 
on the customer journey and experience from their 
perspective.

From guidance to developing a brief  to how to 
manage and structure your time, the live chat func-
tion will always offer advice and support to those in 
need.
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Prototypes04 Week 22-23

Website22-23

https://jesswhatley.design.blog/week-22/
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Website prototype link
Prototypes

https://xd.adobe.com/view/35c96249-8d8d-4a92-a81d-b3e9477d0348-609a/


Strengths
Summary

Knowing I had 24 weeks to 
put a studio practice project, 
a written 5000 word report, 
liaise with stakeholders and 
identify an industry problem 
to develop a proposed solu-
tion, was a big task. This was 
partly down to the topic of  
sustainability being a very 
broad area.
One of  the key strengths for 
this project is down to man-
agement and organisation 
with weekly agendas. I creat-
ed subheadings for each week 
on my research journal (blog) 
and initially in a project plan. 
My project plan did evolve, 
along with the research ques-
tion to become more refined 
and better suited to what I 
had been researching.
I also learnt a lot from industry 
experts and collaborating with 
them for feedback and exper-
tise. It is because of  them that 
my project has evolved to a 
succinct outcome.

Weaknesses

The challenge has been partly 
down to researching such 
a large topic and keeping it 
within manageable bounda-
ries.
I found the more I researched, 
the more contradictary it 
became. For instance, how far 
can a company go regarding 
sustainable practice before 
encountering a wall? I did not 
need to get far in my research 
before I learnt that a lot of  the 
issues with sustainability is 
consumerism and legislation.
The world we has grown to be 
the opposite of  sustainable 
practice. Trying to reverse 
many years worth of  damage 
is always going to be a diffi-
cult challenge. My outcome 
only scratches the surface of  
how changes in the manufac-
turing industry could benefit 
the planet, but starting with 
collaboration is fundamental 
to start seeing changes in the 
UK.

Opportunities

Each week during the module 
I felt that I had the opportunity 
to expand in many different di-
rections, which at times made 
me more confused in which 
direction to head in.
However, the turning point 
was developing my project 
from a customer experience 
perspective. It is because of  
this that I feel that there are 
plenty of  opportunities to de-
velop this project further.
One of  the key areas to devel-
op further would be the idea 
of  a collaborative community 
where clients, manufacturers 
and graphic designers not 
only work together but oper-
ate without a support system. 
This would mean the indus-
try could support itself  and 
would transform the creative 
working world. It would also 
give new starters in the indus-
try the support they need to 
begin their journey as manu-
facturers and designers.

Threats

It is always going to be diffi-
cult trying to compete with 
other sustainable companies, 
especially ones that are aim-
ing to alter the industry just 
like Eco-Collective.
To combat this, collaboration 
is the key. A system encour-
aging competitors to work 
alongside one another and 
not against another. There is 
always a risk where a compa-
ny will not want to collaborate 
and work independently, but 
as sustainability is a good 
cause for all involved I feel 
that these companies would 
be in the minority. Companies 
working together to tackle one 
of  the most complex industry 
issues such as sustainability 
through manufacturing and 
design, will always benefit 
from being collaborative.


