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THE UPSKILL PROJECT VISION 
Provide homeowners the confidence necessary  
to experience their “I can do this!” D.I.Y. moment.

INTENT

1.  Empower individuals with the skills and confidence to transform 
their homes and themselves.

2.  Activate communities through Lowe’s-led projects that pay these 
skills forward.

3.  Demonstrate Lowe’s commitment to its purpose of “helping people 
love where they live”.

FINDINGS
1.  A pop-in, live, how-to format allows customers to 

engage with Lowe’s on their time, and their terms.

2.  Basic skills translate to confidence to tackle bigger 
and better projects.

3.  Aspiring D.I.Y. millennials want an opportunity for 
trial and error; low fidelity spaces are effective for 
this style of learning.

LOWE’S UPSKILL EVENTS 
The company has tested pop-in workshops held on 
Saturday or Sunday in store parking lots. They are 
low-fidelity format with “stations” led by teachers 
and aided by red-vests. Customers can come and go 
as they wish to the workshop and the stations.

TEST LOCATIONS
New Orleans, LA
Las Vegas, NV
Baton Rouge, LA

NEW ORLEANS PHOTO 
EVENT
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MIDTOWN MODIFIERS
Derek and Jamie live in a midtown 
neighborhood in a mid-sized city with 
their daughter Lacey. They love the 
access to urban amenities while living 
in a family-oriented neighborhood.  
They recently paid a contractor to 
renovate their kitchen, but decided  
to take on smaller modifications on 
their own. They love to take on new 
hobbies, care deeply about style, and 
enjoy entertaining. They need kid-
friendly, multi-use spaces that can 
adapt over time.

URBAN FUNCTIONISTA
Tanya is well-traveled, and health-
conscious, living in a small condo in a 
small-sized city. She has made a name 
for herself as a consultant and deeply 
values living on her own terms. She is 
intentional with her money, spending 
on high quality food, boutique exercise 
classes, and traveling. Tanya values 
function and comfort and she wants  
us to help her get there. She has little 
D.I.Y. skills but is excited to learn and 
share with her close-knit community  
of friends.

CONVERGING COHABS
Kate and Paul are excited to move 
in together after years of living with 
roomates. They picked a townhouse 
in the suburbs with easy access to 
public transit and the mountains. Kate 
commutes to the city and Paul works 
from home and travel frequently. On 
the weekends, you’ll find them grabbing 
a craft beer in town with the dogs, or 
hiking outside the city. They are looking 
for a budget-friendly way to merge their 
styles into a comfortable home that 
reflects them as a couple.

MODERN MAINTAINERS
Veronica and Mateo recently bought  
an older home in the suburbs. Veronica 
commutes to the city everyday, while 
Mateo is a part-time stay-at-home dad. 
As lifelong renters, they where able 
to purchase their home after years of 
living with their parents to save enough 
money. They both have immense pride 
in their first home but know it will 
take work to maintain it. Veronica and 
Mateo need to undertake projects that 
accommodate for their growing family 
while saving money.

D.I.Y. CUSTOMER PROFILES

I believe a successful  community 
has common goals, people care for 
each other,  and are empowered to 

communicate.
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HOW MIGHT WE
CREATE COMMUNITY
Create a D.I.Y. skill-learning community 
that is driven by Lowe’s.

DESIGN VERSATILITY
Create events that are versatile enough 
so that they can go anywhere; such 
as the store, the parking lot, and 
community venues.

BUILD TRUST
Make the red-vests integral to these 
events so that they might engage with 
customers, share and learn skills, 
and build trust with the local Lowe’s 
community.

MAINTAIN BALANCE
Balance store engagement and 
involvement with day-to-day staffing  
and store operations.

OUR MISSION
Research and develop concepts for 
D.I.Y. skill-learning events for Lowe’s 
customers, with the purpose of driving 
connectivity to both the brand and the 
local store. These events should engage 
the store employees and may take place in 
the Lowe’s parking lot*, or may leverage a 
mobile pop-up format.
 * At least one concept must utilize the Lowe’s parking lot.
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DANIEL CHEON
MOBILE TEAM
BFA Service Design
Seoul, South Korea

ANDREW MOORE
ON-SITE TEAM
MFA Design for  
Sustainability
Rockford, IL

ALANA CAVALCANTI
MOBILE TEAM
BFA Interior Design
Salvador, Brazil

FARHAD MEHTA
MOBILE TEAM
MFA Industrial Design
Mumbai, India

FERNANDO LOZA
ON-SITE TEAM
MFA Design Management
Monterrey, Mexico

FELIPE CUELLAR
ON-SITE TEAM
MFA Design Management
Bogota, Colombia

FERNANDO ZELEDON
ON-SITE TEAM
BFA Industrial Design
San Jose, Costa Rica

HAOWEI SUN
MOBILE TEAM
MFA Industrial Design
Zhuhai, China

DENISSE BRONSOILER
MOBILE TEAM
MFA Design Management
Mexico City, Mexico

TOM HARDY
PROFESSOR
Design Management
Atlanta, GA

OUR TEAM
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LEAH LEE
ON-SITE TEAM
MFA Industrial Design
Seongnam, South Korea

MARINO FUNAKOSHI
ON-SITE TEAM
BFA Industrial Design
Tokyo, Japan

PAULA CHAMORRO
ON-SITE TEAM
MFA Design Management
Bogota, Colombia

SOUNDARYAON 
SOUNDARARAJAN
MOBILE TEAM
MFA Design Management
Chennai, India

PAYAL VAIDYA
MOBILE TEAM
MFA Design Management
Mumbai, India

XUAN LOU
MOBILE TEAM
MFA Industrial Design
Hangzhou, China

MARIA THERON
ON-SITE TEAM
MFA Design Management
Caracas, Venezuela

MING AN
ON-SITE TEAM
MFA Industrial Design
Puyang, China

HERNAN MAESTRE
MOBILE TEAM
MFA Design Management
Bogota, Colombia

HE REN
MOBILE TEAM
MFA Industrial Design
Beijing, China

KAUHI HOOKANO
ON-SITE TEAM
BFA Service Design
Newport Beach, CA
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SCOPING AND
RESEARCH
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ON-SITE
To create a community of millennial 
D.I.Y., red-vests, and teachers that have 
a safe space to learn, connect, and 
gain confidence through pop-up D.I.Y. 
experiences in Lowe’s parking lots. 

MOBILE
To create a community of millennial D.I.Y. 
that have a safe space to learn, connect, 
and gain confidence through flexible and 
adaptable pop-up D.I.Y. experiences.

PURPOSE AND UMBRELLA QUESTION

The purpose helped us define the fundamental scope  
of the research while the overarching umbrella 
question was framed to open up multiple avenues  
of research. Each team then directed their individual 
umbrella questions which helped them focus on their 
own areas of research. This helped us differentiate 
sub-topics to emphasize research on topics that were 
essential to each team.

How might we help Lowe’s reach 
millennials by developing a framework 
for pop-up events in Lowe’s parking 
lots that fosters home-improvement 
skills, creates community, and 
empowers individuals?

How might we help Lowe’s reach 
millennials in their local spaces  
by developing a flexible framework 
that fosters home-improvement 
skills, creates community, and 
empowers individuals?

I want a shared space  where 
people meet, design  and learn  

as a community.
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ON-SITE TEAM RESEARCH

SECONDARY  
RESEARCH
In order to fully understand our subject 
of study, we began with secondary 
research. This portion of the research 
process included gaining familiarity 
with published written materials such 
as academic journals and popular 
media. We focused on: Creating a 
community, education methods, pop up 
events, common D.I.Y. problems, home 
improvement skills, millennials and 
real estate habits, how brands reach 
millennials, being green with D.I.Y.,  
and  empowerment.

PRIMARY  
RESEARCH
Our primary research process 
included gathering data through 
research methods such as observation, 
immersion, interviews, online surveys, 
cultural probes and prototyping with 
end users. 
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ONLINE SURVEY
Our online survey sought out specific information, 
such as demographics, gender, age, home-ownership 
and the kind of work that our target audience usually 
does. We wanted to know our subjects’ current 
housing status, their current connectivity with smart 
technology, their first approach when they have a 
problem (like a leaking sink), and if the users would 
rather hire a professional or try to fix it themselves. 
This information drove us to understand the users 
through a closer lens.

We identified that users prefer hire someone who 
already knows how to do the job because they believe 
the task could turn into a disaster situation if they 
do it themselves. Nevertheless, economic factors 
play a role in this decision and users prefer to call 
someone they trust. One example discovered through 
the research was that a close family member such as 
their father or a relative.

INTERVIEWS
Professionals 
Red-vests 
Millennials

Our surveys, secondary research, and group dynamics triggered 
a lot of questions that provided us direction to uncover people’s 
needs, beliefs, and values. The project drove us to gain a deeper 
understanding of three main stakeholder: millennials, professors, 
and professionals including the red-vests in this category.

We decided to explore millennials’ environments that allow them to 
do D.I.Y. projects, what kind of skills they were interested, approaches 
for their projects and when was the specific time and motivation to 
do it. We explored learning environments, gamification theories, 
kinesthetic learning, and curves of understanding information 
through professors and we sought the expertise of professionals 
to gather concise knowledge regarding concerns about safety, tips, 
tricks, and the real needs of the work environment. 

CULTURAL PROBE AT LOWE’S
Part of the process of our immersion and co-creation with the user 
was done with a cultural probe. Through a creative and engaging 
exercise the users of Lowe’s shared with us their motivation for 
coming to Lowe’s and some pain-points from their experience.

ON-SITE TEAM RESEARCH

I’m intimidated as  I’m not 
familiar  with all the tools.
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MOBILE TEAM RESEARCH

SECONDARY RESEARCH
In order to fully understand our areas of research, we did secondary 
research in some areas that would give us a better understanding of 
what the mobile experience should be. We focused on understanding 
what D.I.Y. is, what the different levels of D.I.Y. are, how to empower 
individuals, community building, pop-up stores, motivating 
millennials to engage in home improvement, and events that 
millennials like to attend. 

INTERVIEWS
Our surveys were conducted in order to gain a better understanding 
of how people currently see and understand the attitudes people 
have towards D.I.Y. projects. We interviewed approximately 20 people 
including millennials, boy scouts, community volunteers, renters, 
retired individuals, new homeowners, D.I.Y.ers, and students who 
live in a residence hall. We selected a diverse group people in order 
to fully understand how different types of homeownership influence 
what they want to learn, why they want to learn it, and how inclined 
they are to learning D.I.Y. skills. 
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The Art March event travels to different 
neighborhoods around Savannah and 
highlights the unique beauty of the 
community through arts and crafts.  
On Saturday April 8, 2017, the event was 
hosted by the businesses, residents, 
and artists of the Starland District with 
the purpose of building floats for an art 
parade. We did a cultural probe with 
the goal of understanding which D.I.Y. 
activities people were most interested 
in doing. In our probe, we used three 
boards, one that included a colorable 
mandala to attract people’s attention, one 
that said “Before I die I want to D.I.Y.” to 
prompt participation, and one that asked 
the question “Which of these activities 
are you most likely to do?” We asked 
people to put stickers on the activities 
they are most likely and least likely 
to do. The D.I.Y. categories they could 
choose from were styling, tiling, floor 
replacement, plumbing, landscaping, 
decor, furniture design, furniture 
makeover, woodworking, drywall, 
and project planning. In this probe we 
received 98 responses and learned that 

decor, painting and styling, were the 
most popular activities, while drywall, 
plumbing and styling, were the least 
popular. Styling was an outliers activity 
because it was ranked high in both 
most likely and least likely. We decided 
to change the question when doing 
the second round of probe in SCAD’s 
Gulfstream Center for Design because 
we wanted to know what activities people 
are interested in learning rather than 
what they are likely to do, though the 
instructions remained the same. In this 
probe we had 137 responses. The results 
taught us that people would like to learn 
about furniture design, styling and 
landscaping and would not like to learn 
about drywall, plumbing, and project 
planning. In order to get more results, 
we conducted a digital survey asking the 
same question we asked in Gulfstream. 
From the online survey we were able to 
get 313 responses. The results showed 
us that people would like to learn about 
furniture design, landscaping and styling 
and would not like to learn plumbing, 
drywall, or floor replacement.

MOBILE TEAM RESEARCH

CULTURAL PROBE AT ART MARCH
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SYNTHESIS METHODOLOGY
Synthesizing is the process we used to distill insights from the 
different research processes we had conducted. The goal of this 
synthesis was to understand the pain points of the users, their 
interests, aspirations, general opinions, thoughts, and attitudes 
towards D.I.Y. The technique we used is called Affinity Mapping.

AFFINITIZATION
Affinitization is a 3 step process, wherein the obtained and collated 
data is clustered based on emerging themes. The first step of 
clustering is marked by blue post-its. At this stage each cluster 
marked by a blue post-it summarizes the cluster in the voice of 
the user. In the second round of affinitization, the blue post-its are 
clustered and summarized with a pink post-it. In the last step the 
pink post-its are clustered into themes which are named with a short 
phrase. This process helped us identify patterns and relationships 
between the data points which led us to core insights and user needs. 
This process also helped us assign value to each theme based on the 
times they recurred over the data points which could be visualized.

INSIGHTS
Insights are the in-depth understanding of a subject of research. 
Often insights point out integral problems, pain points and directions for 
solutions. We observed various themes in our research, these themes 
outlined the areas of focus for our core insights. From these themes we 
developed core insights which encompassed the relative themes.
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ON-SITE TEAM INSIGHTS

DO IT TOGETHER
Millennials we spoke to said that they have minimal 
interaction with their neighbors, but they wish there 
had more. They want to share different projects with 
the community, share common goals, and help people 
take care of each other. They perceived high value in 
things when the bond of trust between the participants 
allowed them to get and receive feedback.

I DON’T HAVE TIME
Millennials stress that they don’t  have time for D.I.Y. 
projects. The main motivation and constraint when 
beginning a project is their budget, so they have to 
balance time and cost to do it.

COMMON GOALS
As a customers, they want to feel independent, in 
charge, and able to do it themselves. Nevertheless,  
we identified that this feeling is distinct from the idea  
of D.I.Y.

SUCCESSFUL EVENTS
In the words of D.I.Y.ers, having fun is more important 
than the specific components of projects. It is the core 
of their activities. They feel that a successful event has 
these features: friends, food, feedback, and fun.  

TRUST AND FEEDBACK
Family comes first, it is no doubt for our target 
audience that their family relationships influence 
their projects and usually starts with the advice, the 
direction and mentoring of a family or a member that 
provides to them knowledge and confidence to tackle 
these tasks.

ACCESSIBILITY IS KEY
Accessibility is key. It was a clear pattern that 
Millennials don’t go to Lowe’s because it is not close  
to their homes and they found more convenient to 
reach other suppliers. It is a common pain point for 
them since they don’t often have opportunity to use  
a delivery service through the store.

VISUAL LEARNING
Our users commonly turn to internet videos and social 
media platforms such as Pinterest to get inspiration 
and direction for their projects. 

COST EFFICIENCY
Budget forces and cost effective solutions are one 
of the main concerns when D.I.Y. projects are being 
considered. One of the principal reasons these projects 
take place is to avoid the expensive costs that hiring 
someone to fix a problem may entail.
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MOBILE TEAM INSIGHTS

SELF EXPRESSION
Millennials believe that their house 
is one of the most important things 
for them and that it should reflect 
their preferences. In order to do that, 
personalization is key. These findings 
lead us to explore how D.I.Y. could be an 
avenue for that.  

GIVING BACK TO THE COMMUNITY
Our users have the desire to do community 
D.I.Y. projects in their neighborhood. 
They want a shared space where people 
meet, design, and learn as a community 
in order to help it grow and achieve a 
common purpose. 

VALUE MEANS EVERYTHING
An emotional connection is created 
when a person makes something for 
themselves, it becomes something 
with more value. The sense of 
accomplishment after being able to do 
something with the right instructions 
and the value this object has is the 
motivation to continue exploring more 
possibilities. 

LIFE HACK PARADIGM
Millennials have the desire to learn 
new things in order to make their 
life a little easier, however there is a 
challenge to find information about these 
“life-hacks”. D.I.Y. culture is seen as 
embodying these life-hacks.

UPCYCLING IS A WAY OF LIFE
Knowledge regarding upcycling and 
D.I.Y. is passed from generation to 
generation. Learning these skills and 
tricks as kids impacts the way they see 
the process and how they understand 
and feel about the process. Since they 
were raised around these tools, they 
are more comfortable with them and 
understand their purpose. 

EMPOWERING USERS
Being afraid of making mistakes, 
causing damage. or hurting yourself 
prevents users from trying D.I.Y.. 
Creating a resource that enables and 
empowers users, giving them the 
opportunity to learn the steps in order  
to do a D.I.Y. project without failure. 

SENSE OF ACCOMPLISHMENT
Millennials want to be self sufficient and 
are willing to experiment, improvise, and 
personalize. Building things with one’s 
own hands gives people a sense of control 
and satisfaction once they are done.  

INTERPRETATIONS OF D.I.Y., F.I.Y. AND 
HOME IMPROVEMENT
Even though they are distinctly different 
concepts, there is a direct connection 
between F.I.Y., D.I.Y., and home 
improvement. 

FEAR OF THE UNKNOWN
Through our research, we identified that 
the fear of the unknown was one of the 
first barriers the users encountered while 
engaging in D.I.Y. projects. Some of our 
users didn’t have a dad or family member 
with them to teach them the core skills 
for any project. We identified that a father 
figure might be an interesting way to 
pursue emotional connections because 
of the nostalgia associated to the person 
that was in-charge of constructing our 
toys and games.
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KEY INSIGHTS
Though the two teams developed different sets of insights we saw 
some consistent ideas. There were also certain themes which 
had more value than others. The core insights resulted from a 
combination of the two sets of insights and those insights which had 
stronger emotional ties to the users.  

The 3 key insights we gained from the research process are:

 DO IT TOGETHER (D.I.T.)
Although many users liked D.I.Y. they were more confident to try 
different projects when they had company and also maybe someone 
to help them when they get stuck. They appreciate the kinship that is 
built from D.I.Y. projects and consider it to be more of a group activity 
because they require additional helping hands. In turn they could also 
learn from these additional members who assumed leadership when 
their expertise is required. We believe that Do It Together comprises 
the true value of D.I.Y. because it is the completion of shared goals by 
the participants. It starts with the promise that the best things are the 
ones built together and goes beyond the object to target the emotional 
connection shared by co-learning and co-creation.

 HANDS ON LEARNING
D.I.Y. culture combined with the age of the internet has 
given rise to many online tutorials and blogs to help 
makers. These online materials, while being popular, 
are still not completely trusted because they do not 
(most times) show users how to fix mistakes or they 
showcase only the glamorous side of the project. When 
it comes to making by themselves users prefer to learn 
from active learning methods like hands-on learning.

 EMPOWERMENT
There is strong sense of empowerment associated with 
D.I.Y. We learned that a lot of users loved D.I.Y. because 
it generated a sense of validation in themselves. 
Making projects with their own hands gave them 
more control and freedom which is empowering. Our 
research showed us that there is a strong association 
between users and the emotional connection to 
empowerment in terms of D.I.Y.

I love the feeling of independence 
when  I can do things by myself.
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IDEATION
We used techniques like “crazy 8’s” to  
develop the concepts. With the “crazy 

8’s” we designed a concept every 
minute in a countdown of 8 minutes 

and then took a break. The core 
insights helped act as the design 
criteria for concept development. 
Each team sketched 300 concepts 

totaling 600 unique concepts. These 
concepts were then clustered based 

on criteria and their similarities. They 
were then voted on, discussed, and 
modified with additional ideas. We 

also reviewed the ideas across teams 
and with the professor to scrutinize 

different perspectives.

SCAD | LOWE’S    48



SCAD | LOWE’S    50 SCAD | LOWE’S    51SCAD | LOWE’S    50 SCAD | LOWE’S    51



SCAD | LOWE’S    52 SCAD | LOWE’S    53SCAD | LOWE’S    52 SCAD | LOWE’S    53



SCAD | LOWE’S    54 SCAD | LOWE’S    55SCAD | LOWE’S    54 SCAD | LOWE’S    55



SCAD | LOWE’S    56 SCAD | LOWE’S    57

MIDTERM 
CONCEPTS
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ON-SITE TEAM CONCEPTS

TOOLGROUND
PROBLEM
Which is the best tool for this specific 
job? We understood that the users 
don’t do D.I.Y in part because of the 
lack of knowledge of the name of the 
specific tools for the job or even how 
to use them properly. Toolground 
proposes a shared space to learn and 
practice, facilitated by Upskill to learn 
how to build or fix almost anything.

THINKMERGENCY
PROBLEM
Your sink broke and it’s spilling water 
 all over. When this type of problem 
happens, we improvise quick solutions 
 to temporarily fix things. Are these 
the best solutions? Sometimes they 
are worse than the original problem. 
Thinkmergency aims to create real life 
scenarios and gameify the experience so 
that you learn the skill and thrive if the 
scenario presents itself in your life.

YOUR LOWE’S
PROBLEM
Have you had great neighbors that are 
thriving but you don’t know exactly who 
they are? We identified that users want 
to build a closer relationship with their 
neighbors by understanding what they do 
and having a better conversation than just 
“How is your day?”. Your Lowe’s proposes 
a place for these interactions to start while 
building something for  the community.

People do it  
together (D.I.T) 

not by themselves 
(D.I.Y.).
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ON-SITE TEAM CONCEPTS

BE YOUR OWN HERO
PROBLEM
Workshops are a great way of 
encouraging interaction between the 
participants, but these relationship 
decays over time  and the learnings go 
with it.  Be Your Own Hero proposes 
 a sustainable link after the activity  to 
create a deeper connection between the 
participants.

HA

NDY MAN

PROTÉGÉ PROGRAM
PROBLEM
Have you desired to learn things  but 
simply don’t know where to go  to 
acquire those skills? Protégé aims 
to propose a model of D.I.T. (Do it 
together) to exchange knowledge, learn 
together and even create bonds that go 
further than the workshop.
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MOBILE TEAM CONCEPTS

COMMUNITY TOOL BOX
PROBLEM
Have you ever needed to fix objects 
in your house that you know you can 
fix easily but you are just missing 
 the right tool to fix it? Most likely  the 
broken object remains unfixed until 
it’s of no use. The Community tool box 
empowers people through  a shared 
economic system.

TOGETHER BETTER
PROBLEM
Have you had an amazing idea but 
lack the skills? What if the idea was 
 to improve the community? We have 
seen how fabrication labs where social 
innovation sparks thrive due  to the 
engagement and motivation  of their 
users. Together Better aims  to that.

MAKERS OF THE COMMUNITY
PROBLEM
There is a desire within communities to get to know 
one’s neighbors by doing events that are both fun 
and beneficial, from art events to other signature 
events such as “Earth Day”. Makers of the Community 
empowers the consumers to express themselves while 
learning and discovering how  to do new things.

I have 
minimal 

interaction 
 with my 

neighbors, 
 but I wish 
there was 

more.
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MOBILE TEAM CONCEPTS

TRASH TO TREASURE
PROBLEM
Sometimes accidents happen and we 
break our favorite objects and we are 
left thinking how to fix them and that 
becomes a burden. Trash To Treasure 
aims  to give an alternative life to your 
loved objects by re-purposing them.

SUBSCRIPTION BOX
PROBLEM
Users are intimidated by the price of 
investing in the materials and tools 
necessary to learn the skills they 
want to learn. Our subscription box 
will function as a service that provides 
fledgling learners with what they 
need to practice new skills, building 
confidence in themselves and trust in 
the company.

POPSKILL PLATFORM
PROBLEM
We know peers and friends  that have done spectacular 
D.I.Y. projects, maybe you have too. What if you had a 
platform  to show your projects and learn from other 
amazing D.I.Y.ers? Pop-skill Platform aims to be  a source 
of Inspiration.

We like to be inspired  by 
online platforms  of shared 

knowledge.
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ON-SITE TEAM
•  Combining Thinkmergency 

and Be Your Own Hero
•  Removing the “emergency” 

from Thinkmergency
• Incorporating social media

MOBILE TEAM
•  Combined Together better 

and community tool box
• Build a community tool box 
•  Evolving the community in 

a modular way

INCORPORATING FEEDBACK 
FROM MIDTERM 
Both teams pitched a total of 11 concepts for 
midterms. The feedback for the concepts gave 
direction in developing the concepts further. Some 
of the feedback considerations that were crucial to 
help us build the concepts further were the footprint 
of Lowe’s, building a sense of community, integrating 
social media elements, leveraging red-vests skills 
and pre-existing events, spatial logistics, safety 
of the participants, building confidence, making 
the skills more fun with less pressure and reward 
systems. These reflections helped both teams 
revise and improve the concepts in context of DO IT 
TOGETHER positioning.

I want to customize  my 
belongings so they are  unique 
and impress guests  but I don’t 

know all the skills.
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The midterm co-creation activities 
helped us realize that the clients 
were very interested in the idea of 
the members of a community coming 
together to build something for the 
community to help improve their space. 
There was strength in the idea of doing 
things together and collaborating with 
one’s neighbors to help make their 
surroundings beautiful and useful. 

Another problem that we faced was the fact 
that many millennials did not have even 
the basic tools required to deal with D.I.Y. 
projects even if they wanted to. So making 
tools easily available to a community 
became a focus of our final deliverable.

At this stage we thought: what if we 
could combine the concept of do it 
together with a solution that created a 
space to share tools, wisdom, and fun?

The result was a merge of the concepts 
of “Better Together” and “Community 
Tool Box”. We looked at how we could 
combine the pros of both these 2 
concepts to make them stronger.

An experience that would empower the 
users with hands on learning skills while 
also creating a collaborative space in 
the community. A truly D.I.T. experience. 
It consists of a tool box where the users 
can use and rent tools and is also a 
multi-functional pop-up that changes the 
behavior and dynamics of the communal 
space. An event in a local community 
where participants come together to 
build a community toolbox and design 
the space around it using modular 
attachments that boosted productivity of 
the space. A space centered around the 
concept of sharing.

I don’t have the tools to do things,  
but if  I did I could do it.
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Our team wanted to test out some of 
the ideas we had had over the course of 
our research, so we set about creating 
a low fidelity version of the event we 
envisioned in order to understand how 
the public would react. We wanted to see 
how engaging the process of building 
something themselves would be to 
a wider audience. We also wanted to 
see how different tent setups affected 
attendance.

We collaborated with the local store 
manager in order to set up a 30’x30’  
tent in the parking lot of the local Lowe’s. 
We brought the supplies needed to build 
window-boxes so that participants would 
need only to assemble. Our team set up 
the tent a day early, and arrived a few 
hours before the event was intended to 
begin in order to set up.

ON-SITE TEAM PROTOTYPE

CHALLENGES
Our team faced a number of challenges 
while carrying out this prototype.

Low attendance 
Attendance was lower than our team had 
hoped, partially due to lack of interest 
among those we invited, and partially due 
to the weather.

The rain 
The weather was less than ideal, as torrential 
rains continued throughout the day.

One small table 
Our team was also limited in its table space. 
The single small table we had available 
proved insufficient for our purposes. Despite 
these challenges, our team forged ahead.

ACTIONS
Attendees built boxes 
Attendees assembled their window boxes 
out of the materials we provided for them.

Attendees added liner 
They then lined the boxes with garbage 
bags in order to waterproof them.

Attendees planted plants 
Attendees chose plants to plant in their 
window boxes.

WHAT WE LEARNED
Based on what happened 
during our prototype, 
our team learned many 
things.

Open walls attract people 
Removing the walls from 
the tent created an open 
space that seemed more 
inviting to passersby.

People want somewhere 
to clean themselves off 
After planting their plants, 
many participants had 
dirty hands from the soil, 
and wanted somewhere to 
clean themselves off.

Hands on learning  
is engaging 
The participants did enjoy 
the process of hands on 
learning and building 
something themselves.
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different from the previous prototype. 
At this point we learned that every 
community wants different things 
based on their needs and there is no 
fixed solution for every community. 
The needs of communities are different 
and the modular attachments should 
change according to these needs.

What we found with this prototype 
was that a lot of people wanted to 
build something for the community 
and almost everyone wanted to use 
the tools in the toolbox. Over half 
of them did not even mind paying 
to rent these tools and one person 
also suggested that he would like an 
annual subscription to use the tools as 
and when needed.

Another interesting thing that we 
found was that people wanted to 
borrow the basic tools that everyone 
should have and that many people 
often asked for the same tools at the 
same time.

So it would be a good idea to have 
more than one set of tools at one 
time in the box.

In our research, we found that although 
people desired different things, the 
consistent feedback was that they 
wanted to build different objects 
for the community. In order to test 
that, we developed a framework that 
explained the toolbox and a library of 
modular objects that could fit around 
it. We broadly categorized them into 
5 categories which were: Community 
Seating, Recharging, Productivity, 
Workout, and Games.

PROTOTYPE ONE
We wanted to test if people liked the 
idea of having a toolbox in a community 
space, if they wanted to build something 
with and for the community, and if they 
did, what would it be?. The test was 
conducted at Forsyth Park and had over 
40 participants.

We presented them a grid with a toolbox 
at the center and asked them to plan the 
space around it by placing the stickers of 
the objects they desired to build and use 
around the toolbox.

PROTOTYPE TWO 
From our interactions with the 
participants, we saw that people were 
really excited to learn skills to build 
things for the community and more 
importantly build things as a community.

Having something on paper is very 
different from how people would actually 
use the physical space. So we planned a 
2nd prototype where we built a toolbox 
with an attached modular table, bench 
and games and placed it in a community. 
We included the games around the table 
and the toolbox so people could relax 
and interact with each other. We saw 
that people were enjoying themselves 
and taking time off their regular routine. 
The toolbox itself consisted of the 
basic 22 piece tool set with a few other 
consumables like tape and screws. We 
added name tags to help people identify 
the tools they were seeing. 

We also revised and added the first 
prototype to gather more information 
about what people wanted to build in 
this community and whether it was 

MOBILE TEAM PROTOTYPE
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FRAMEWORK
We designed a customized DO IT 
TOGETHER framework for the Upskill 
workshop and event that puts Upskill’s 
goals at the core and will help the brand 
reach millennials.

The goal of UpSkill is to teach 
millennials D.I.Y. skills and help them 
love where they live, but one of the big 
challenges is to determine which skills 
Millennials want to learn. According to 
our research and surveys, Millennials 
are always looking for new things, new 
inspiration, are interested in decoration, 
and care about aesthetics. By combining 
these characteristics of millennials with 
D.I.Y. skills and home improvement, we 
came up with “Love your home trends”.

“Love your home trends” are the trends 
of decoration and home improvement of 
the current year. For instance, for 2017 
we found that farmhouse style, copper 
accents, patterned tile, and indoor 

ON-SITE TEAM FINAL CONCEPT

gardens are some of the most popular 
home improvement trends. We believe 
that Upskill can base its workshop and 
event on such home improvement trends 
to attract millennials, show them what 
they can achieve by learning D.I.Y. skills, 
and keep the brand updated.

It is also a great opportunity for Upskill 
to become a trendsetter in the field of 
home improvement and decoration, so it 
is not only teaching skills and providing 
the materials at the nearest Lowe’s, but 
it is also advising the audience what they 
should explore.

By selecting one of these trends, 
Upskill can easily decide on the skills 
and projects that they can teach at the 
event. For example, for indoor gardens, 
the instructors could teach the skills 
like carpentry, furniture painting, and 
gardening; and the takeaway project 
could be a planter box or vertical garden.

For Millennials who are interested in the latest home 
decor trends and want to update their space with 
D.I.Y. projects, our D.I.T. service is a social event that 
provides a safe space and relaxed environment to learn 
D.I.Y. skills with a hands-on experience and that allows 
Millennials to create a takeaway piece for their homes. 
Unlike Home Depot workshops, our service is a full 
D.I.T. experience that teaches home improvement skills 
by combining drop-in and drop-off stations, a creative 
workshop, informational sessions, and inspiration 
booths, because of our aim to help users love where 
they live.

I try small scale jobs  because  
I don’t want  to damage the house.



SCAD | LOWE’S    98 SCAD | LOWE’S    99

PRE EVENT ADVERTISING01 UPSKILL WEBSITE02 REGISTRATION03 REMINDER04 EVENT05

ON-SITE TV06

RED-VEST06

EXECUTION

ON-SITE TEAM FINAL CONCEPT



SCAD | LOWE’S    100 SCAD | LOWE’S    101
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EVENT PROMOTION
Once the topic, skills, and takeaway are 
defined, the brand can start promoting 
the workshop in the next location. As a 
pre-advertising campaign, Upskill can 
keep promoting the event inside Lowe’s 
and on the radio as they already do, but 
it can also advertise the event through 
a Snapchat filter by targeting strategic 
neighborhoods; create a partnership 
with Facebook pages like Nifty and Crafty 
from Buzzfeed, which are focused on 
D.I.Y. projects and already have millennial 
followers; and participate in local events 
such as the farmer’s market.

After grabbing the attention of the 
users, the media will direct users to 
the Upskill website where they will find 
more information about the project, 
event, and workshop. Since we are 
proposing a workshop where users can 
build take away pieces for their homes, 
it is important to have a registration 
section for the workshop (not the 
event) inside the website and on-site 
in order to have a better notion of how 
many people are coming and how many 
materials are needed. 

This registration is also a strategy to 
make participants commit to going 
to the event and to start creating a 
community a D.I.Y. with the contact 
information they are submitting. One 
day before the event, the participants 
will get an email and text message as a 
reminder of the event that is coming up, 
this can also serve as an invitation for 
them to invite more friends.

EVENT DAY
On-Site Signage 
During the event, it is important to keep 
the advertising for Upskill for people 
that are coming to Lowe’s. From our 
research, we found out that one of the 
main reasons for people to go to Lowe’s 
it is because they are already doing a 
project and have a vision in their mind, 

therefore they walk directly to aisles 
in which they know they can find the 
materials they need in that moment. 

Building on this insight we are proposing 
that instead of printed signage at the 
entrance of the store the event can be 
promoted with digital screens situated in 
the aisles of the store that are included 
in the workshop and event, this digital 
screens will display live footage of the 
event that is happening outside in the 
parking lot and will invite customers to 
join it and learn the skills they need to 
create the project that they have in mind 
and that are already building, we call this 
strategy “teaching on demand”, since 
Upskill will be teaching what customers 
are needing in that specific moment.

Red-vests 
One of the biggest parts of the Upskill 
project, it is important to encourage 
red-vests and make them feel part of 
the community of D.I.Y., through our 
research we found that most of the red-
vests have personal D.I.Y. skills that they 
use in their regular lives to improve their 

homes, that is why we suggest to make 
red-vests feel proud of these skills and 
share them with the customers.  

Our proposal for red-vests is an upgrade 
of the current design of the vest that will 
show a list of home improvement skills in 
the back of the vest next to a white box that 
red-vests can mark if they know about 
that skill. The design is situated at the 
back since most of the time customers see 
employees from the back when they are 
walking, and not from the front.

This design have three main goals, one, 
is to create a connection between the 
red-vest and the customer by providing 
an icebreaker to start a conversation 
about the skill that the red-vest can 
teach the customer; two, to detect the 
skills of each red-vest to define who can 
help in the workshop as a teacher or as 
a mentor for the participants; and three, 
to know the area of opportunity for them 
to learn new skills next to the Upskill 
participants, not as a teacher but as a 
regular person learning with others.

D.I.T.
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LAYOUT
Millennials are interested in attending 
social events where they can enjoy the 
day with their friends, listen to music, 
and have some refreshments. Based  
on these insights we created a new 
layout for the 30x30 space that is divided 
into 4 sections:

01. Reception 
Located in front and in the center of the 
space, this reception will allow Upskill to 
attract Lowe’s customers to the event. It 
is important to have space where Lowe’s 
customers can ask what is the event 
about and engage with the workshop. In 
our prototypes we noticed that people 
stared at the red-vest but do not come 
and participate. This reception it is a 
touch point in the customer journey 
map and an opportunity to grab people’s 
attention. Once customers are in the 
reception the red-vest will encourage 
them to join and will provide them an 
apron to cover and protect their clothes 
so they can start their D.I.Y. experience.

02. Creative Lounge  
On the side of the reception, a creative 
photo booth will be located. This creative 
lounge is a social and relaxation area 
where customers can take a sit enjoy 
some refreshments and find inspiration 
with posters located around the area 
showcasing the “Love your home trends” 
of the year and the projects they can 
achieve by learning the basic skills in the 
event, this poster will display a sentence 
saying “You just learned ___(Skill)____ 
and now you can…” and pictures of 
different projects. Millennials are a visual 
generation, that is why it is important 
to not only teach them and provide 
information but also to show them with 
beautiful photos what they can do.

This creative lounge will also feature a 
photo booth for users to take pictures 
of themselves as heroes of their home 
improvement journey and pictures of the 
piece they built in the workshop that they 
can share on the social media. 

03. Skill Stations 
The skills stations will be located in 
the tent and will be assigned with a 
specific skill to teach, such as gardening, 
carpentry, or plumbing. Through our 
prototypes we learned that rounded 
tables can turn into a social point where 
teachers and students can stand around 
and start a conversation with others 
while learning and looking at the other’s 
work, this also provides a sense of 
confidence since participants can see 
how others are working and are also 
trying and failing. Therefore, we are 
proposing that the skills station can be 
rounded tables with the materials at 
the center that will allow participants 
to gather around and work and learn 
different skills with the tools at the 
reach of their hands.

The skill stations will be able to Lowe’s 
customers and people that didn’t 
register for the workshop so they can 
drop-in the stations they are interest 

and walk around the tent, as well as 
for the people that are working in the 
workshop and will be able to learn a 
specific skill that they are going to apply 
in the piece they are building. By doing 
this person from the workshop and from 
outside will be able to interact and start 
a conversation about their projects.

It is important that these stations 
not only teach skills with a hands-on 
experience but also provide participants 
with more detailed information about 
tricks and how to take care of the 
materials, this conclusion comes 
out from our prototypes in which the 
participants started asking about how 
to take care of their plants, how many 
waters do they need, and which ones 
were for indoor and outdoor spaces. 
From our interviews with professionals, 
they also mentioned that the first step 
to learning D.I.Y skills is to know this 
data of the name of the tools, how to use 
them, and also how to handle and take 
care of the materials.
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04. Workshop 
The workshop station is located in the 
middle of the space and is surrounded 
by the skills stations and the creative 
lounge. This stations is formed by 4 
communal counter high tables where 
registered participants can stand and 
move around and build the main piece 
of the workshop before moving around 
to the skill stations where they will be 
able to customize their product. The 
reason take away the this decision was 
made after our first prototype in which 
we observed that one main table allows 
participants to interact with each other 
and help one another with their projects; 
the high of the tables was a suggestion 
of our participants since they were 
bending over to work on their project and 
it was not comfortable at the end, that 
is why a higher tables are much more 
comfortable to build and work at while 
standing up.

EVENT AESTHETICS
Open Space 
We recommend that the tent used for the 
event should be an open space without 
walls to provide a relaxed and free space 

for everyone to walk in and out. After 
our first prototype where we used a 
tent without walls we noticed that a lot 
of people were interested in knowing 
what was what we were doing and were 
attracted what they saw, this insight 
led us to notice that an open space can 
grab people’s attention and bring more 
participants to the Upskill event.

D.I.Y. Look 
Millennials are looking for brand 
experiences that are visually appealing 
and that they can share with pictures 
online. Therefore, the Upskill event can 
become a complete D.I.T. experience 
by showing a full D.I.T. space using and 
creating their own tables and props with 
D.I.Y. skills and materials found in every 
Lowe’s stores. For our second prototype 
we built a D.I.Y. table with pipelines 
and a piece of plywood from the local 
Lowe’s store that turned into a visual 
asset and was completely functional 
and encourage users to feel free to 
paint it and damage it without the fear 
of scratching the surface, as they were 
when using the plastic tables that we 
bought to compare.

01. RECEPTION   |   02. CREATIVE LOUNGE   |   03. SKILL STATIONS   |   04. WORKSHOP

ON-SITE TEAM FINAL CONCEPT

LAYOUT



SCAD | LOWE’S    106 SCAD | LOWE’S    107SCAD | LOWE’S    107

User
Advertising 

(social media, word  
of mouth, store) 

Registers for 
Workshop Reminder

Upskill 
Workshop

Learn skills with 
help of Red-vest

Creates  
take-away

Shares on  
social media

Lowe’s Advertising 
(at store) 
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Based on our research, initial concept 
feedback and feedback from the 
prototypes, we looked at creating an 
event in the community that helps build 
a safe space for people to create the 
community, improve the dynamics in 
their locality and get people to learn 
skills that will empower them to do 
future D.I.T. projects. We call it “The 
Community Toolbox” 

It starts with the promise that the best 
things are the ones built together and go 
beyond the object to target the emotional 
connection shared by co-learning and 
co-creation.

An experience that would empower the 
users with hands on learning skills and 
in the process create a collaborative 
space in the community. A truly D.I.T. 
experience. It consists of a tool box 
where the users can use and rent tools 
and is also a multi-functional pop-up 
that changes the behavior and dynamics 
of the communal space. So how do we go 
about organizing this?

Lowe’s uses the existing onsite event to 
ask what they would like to build for the 
community using the framework that 

MOBILE TEAM FINAL CONCEPT
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we have provided in our first prototype. 
This acts as a tool (fun activity) to draw 
people to the onsite event (a chance to 
build your community). We think it would 
be even more interesting if we could 
create a chess like game with miniature 
3D pieces of the modular objects that 
could be placed around a fixed toolbox. 
This way the participants have a fun time 
building a space for the community and 
Lowe’s get valuable insight on what the 
community needs.

Next, Lowe’s connects with the 
community and its leaders where they 
plan to do the event and come to an 
agreement of what the event would 
be like. Take the Starland district in 
Savannah for example, Clinton is a 
popular community leader who is 
aware of the problems and needs in 
the community. Lowe’s would contact 
someone like him. The goal at this stage 
is to hammer out details of the event and 
the responsibilities of each party. Talking 
to a community leader would also help 
Lowe’s set an approximate amount of 
participants and a list of the things they 
would want to build.

Next Lowe’s gathers raw materials and 
arrives at the event space. From here 
we have 2 possible directions that you 
can take.

Lowe’s provides raw materials and 
tools and the participants build the 
toolbox and it’s modular attachments 
in a public space like a park or parking 
lot. The other option is Lowe’s provides 
the toolbox with it’s tools and the event 
focuses on building the add-ons for 
a public space like a parking lot or 
park.(we thought this would be a good 
alternative to tackle safety issues that 
involved the use of tools as weapons to 
cause harm).

The red-vests from the local Lowe’s 
stores act as teachers and helpers 
for this event. This would help create 
an emotional connect back to Lowe’s 
and create a bond between Lowe’s 
employees and the community.

After the event is done, Lowe’s leaves 
the community, and the toolbox is 
handed to the community leader with a 
suggested method to borrow tools for 
community and personal use. 

As a next step we would like you to 
create an online library of the modular 
attachment kits that communities or 
individuals can buy and use to build 
these spaces themselves.

The website would contain an intro to who 
we are and what we do, A description of 
the toolbox and a library of the modular 
options that communities can use to buy, 
build and grow their community space.

From our research we learned that 
millennials would specially like to 
acquire D.I.Y. skills if:

•  They have a safe place where they can 
test and learn.

•  The object that they build has a specific 
purpose (in this case, is for improving the 
dynamics of the communal space).

•  They can celebrate what they build. 

Our goal for this event is to build a safe 
space for people to create community, 
improve the dynamics in their locality and 
get people to learn basic skills that will 
empower them to do future D.I.Y. projects.  

MOBILE TEAM FINAL CONCEPT

We need more tools  and skill-
share networking  within the 

community.
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UNDERSTAND COMMUNITY NEEDS (ON-SITE)01 NEIGHBORHOOD LEADERS02 PARTICIPANTS AND ATTACHMENTS03

BUILD TOOLBOX AND ATTACHMENTS4.1
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PROVIDE TOOLBOX, BUILD ATTACHMENTS4.2

LOCAL RED-VESTS05 ENTRUST TOOLBOX06



MOBILE TEAM FINAL CONCEPT

SCAD | LOWE’S    120 SCAD | LOWE’S    121

WEBSITE



SCAD | LOWE’S    122 SCAD | LOWE’S    123

User Need Contact
Caretaker Availability

Community
Toolbox

RentPick Up

Inspection

Return

Use

USER JOURNEY MAP

MOBILE TEAM FINAL CONCEPT



SCAD | LOWE’S    124 SCAD | LOWE’S    125

APPENDIX

SCAD | LOWE’S    124



SCAD | LOWE’S    126 SCAD | LOWE’S    127

RESEARCH PROCESS

SECONDARY
Millennial real estate habits
Common D.I.Y. problems
Creating community
Education methods
Pop Up Events
Home improvement Skills
How brands reach millennials
Green D.I.Y. energy
Empowerment
Tents

PRIMARY
Cultural Probes
Outside Lowe’s: 60 answers
Surveys
69 People
Survey related questions:
Housing Habits
D.I.Y. experience
Interests
Sharing Achievements
Interviews
Number of Interviews: 19
Type of people interviewed:
Non-SCAD Millennials 
Professionals in home improvement
Professors and shop monitors

Teacher from Upskillevent
Red-vests

ANALYSIS
Personas
Custome Journey Map
Data Points + 3000 
Insights
You are never too old to learn
Visualize and it will happen… if you do it
Family comes first
Like it, Pin it, Share it.
Be YOUnique
Organized chaos
Education is the base
Hand me the tool
Follow the trends
Challenge Accepted
I’ve got the power
D.I.Y.ers just wanna have fun
Money Talks
The help
Call the expert
Time is money
D.I.T. Doing It Together
Let’s Go to Lowe’s
(Pinterest, Youtube, stores, etc)

JACOB BUCK 

Age: 32 
Location: Suburb Boulder, CO
Occupation: Lawyer 
Status: In a relationship
Personality: 
Introverted/ Thoughtful/ Responsible/ Traditional
82/100 Agreeable
63/100 Mindfulness
71/100 Emotional stability 
67/100 Openness to new experience
Hobbies and interests: 
Hiking / Snowboarding/ Dogs/ Sustainable living 
Reading 
Demographics:
Just bought a house in a new neighborhood 
Goals: 
Saving money to renovate kitchen and living area
Want to rent the house eventually and move 
into city 
Want to find a way to fix pre-existing things
Frustrations: 
Have many plans but cannot act on it
Barely worked with power tools before 
Do not know the new neighborhood well to ask 
for any help

TAYLOR WILLIAMS
Age: 23   
Location: Downtown LA
Occupation: Barista
Status: Single
Personality: 
Extroverted/ Creative/ Trendy/ Tech-savvy
58/100 Agreeable
57/100 Mindfulness
64/100 Emotional stability
90/100 Openness to new experience 
Hobbies and interests:
Cycling/ Cats/ Gym/ Party/ Modeling/ Music 
concerts/ Social Media/ Decor  
Demographics: 
Just graduated from college, living in the same 
rental apartment 
Goals: 
To find a job in a different area of LA
To buy a house eventually
Frustrations: 
Accessibility to home improvement store 
Not enough area to apply her creativity in her 
apartment; Many housing restriction

ON-SITE TEAM RESEARCH

PERSONAS
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DATA INSIGHTS
You are never too old to learn
I would like to learn different skills, specifically 
painting
•  Painting is one of the common D.I.Y. projects 

that we do
•  I would love to learn about painting, basic 

electrical work, carpentry, decoration, and 
smart houses

•  There is a lot I’d like to learn, but I’d especially 
like to learn about painting

I am willing to try and learn D.I.Y. skills
•  I would try to fix  leaking faucet myself before 

asking for help, even if I have to improvise
•  I am curious of D.I.Y. home improvement 

projects
•  I usually wonder if I am capable to do some 

projects by myself
•  I’m interested in home improvement skills that 

requires fixing
•  We are all born with something… You have to 

try to find out

I am interested in basic and quick D.I.Y. projects
•  I am interested in quick D.I.Y. projects, the ones 

that require basic knowledge
•  I am interested on quick fixes

Visualize and it will happen… if you do it
I learn new skills best when I learn visually, 
either through videos on the internet or through 
clear images
•  Learning something new with images is more 

efficient for us
•  I try to fix or repair problems with online self-

guided videos

•  We best learn D.I.Y. skills from youtube but 
those 3 minute quick guides are annoying when 
I’m struggling with a particular problem

•  We depend on the internet to gather 
information rather than face to face

•  I understand instructions better when there 
are visual aids included

Family comes first
We learned our D.I.Y. skills from our family
•  We, as skilled D.I.Y.-ers, start doing D.I.Y. in our 

early teens and a lot of the influence is coming 
from our dads.

•  I was mentored by my family (construction) and 
I learn as I go

Like it, Heart it, Pin it
I am inspired through social media
•  I look for inspiration in social media such as 

instagram, pinterest, and youtube
•  I get inspiration on the internet and by asking 

around.
•  I like brands that inspire me though social media

Be younique
I define D.I.Y. as supply research, buying 
materials, and creating something unique
•  I usually surf the internet before buying my 

supplies. Blogs are one of the most important 
sources.

•  I define D.I.Y. as buying the materials and 
building something

• D.I.Y. means creating something unique and 
original which fits our values as millennials

Organized Chaos
I learn better in a less structured environment 
that allows me to try and fail
•  I learn better visually and in a less structured 

environment
•  I learn through trial and error 

I don’t have enough experience and I’m afraid of 
making things worse
•  I’m afraid of not succeeding or making things worse
•  I do not have enough experience and the regret 

factor is too high
•  I feel frustrated when instructions are not 

clear because it usually turns out totally 
unappealing

•  I’m afraid to damage or mess up my house.  
I prefer open and big spaces

Education is the base
I will teach them the name of the tools and the 
basic plants.
•  I need to understand what tools I need and how 

to dress
•  I learn through trial and error

Hand me the tool
I don’t have all the tools and get frustrated if  
I don’t have the right ones
•  We face a problem of needing lots of tools  

to work on/start D.I.Y. projects
•  I get frustrated if I don’t have the right tools  

at the moment
•  I don’t have all the tools I need for my projects. 

I have to get them

•  I need a tool renting service to support my 
D.I.Y. projects

I am not familiar with all the tools and I’m also 
intimidated
•  I’m not familiar with the different tools
•  I want tools but I’m intimidated by the cost and 

noise, so I would like the option of renting

Follow the trends
I enjoy working on my garden and getting supplies
•  I want to work outside on my garden or on my 

patio
•  I come to Lowe’s for gardening
•  I love going to the garden center to buy flowers 

and plants

I do D.I.Y. decoration projects because I like to 
enjoy my house
•  I do D.I.Y. projects for decoration and smaller 

things
•  I start with basic stuff like decorating and basic 

plumbing
•  I would like to learn interior home remodeling 

and basic activities related to home 
improvement

•  We think having a comfortable living room is a 
key to enjoying our house

•  We absolutely thing decor is D.I.Y.

I intend to own a home one day. I view it as an 
accomplishment
•  I, as a millennial, plan to buy my house in the 

near future and renovate it
•  I plan to buy a house after my 30’s when I have 

the money
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•  I would like to own a home so I can be proud of 
what I’ve done with where I live

I’m interested in green energy and sustainability 
tech
•  I’m interested in smart houses, sustainability, 

and technology

I’m loyal to ethical, authentic, flexible, and 
charitable brands
•  I relish the opportunity to work with non-

profits and charitable organizations
•  I want to support a brand that is ethical, 

honest, and genuine
•  I’m a millennial and very brand loyal. I follow 

authentic and flexible brands

Challenge Accepted
I love D.I.Y. projects because they \challenge me 
while I’m learning
•  I define D.I.Y. projects as a fun process to do
•  I like being challenged while learning
•  I like problem solving and discovering it by 

myself
•  I enjoy D.I.Y. projects

I’ve got the power
I love the feeling of independence when I can do 
things by myself
•  We have the ability to do D.I.Y. improvement 

with our random life skills
•  As a customer, I want to feel independent, like 

I’m in charge and I can do it myself

I do a variety of projects myself and feel 
comfortable with my skills
•  D.I.Y. means not hiring someone but trying  

to fix things myself

•  I’m able to fix many things around the house
•  I repair and fix things by myself, that’s D.I.Y. for me
•  I can do many improvement projects around 

the house
•  I do a wide variety of D.I.Y. projects (catchall 

category tbh)

Power tools are important to me. They make me 
feel powerful
•  Working with power tools is important to me
•  We like power tools because they make us feel 

powerful, but we also know that we need to 
practice using them in order to master them

D.I.Y.ers just wanna have fun
I feel that a successful event has these things: 
friends, food, feedback, and fun. It also usually 
builds a positive brand experience
•  We only go to an event when we know someone 

there to avoid awkwardness
•  I go to events on the weekends with my friends. 

It makes me feel happy
•  I would like to go to an event with a theme, 

music, and food, in a pop-up format
•  I think pop-ups are exciting and provide 

experiences. They build a brand.
•  I will go to an event with my friends if it is close 

and fun (food, games)
•  I like to experience big events with a lot of 

people doing stuff
•  I like doing D.I.Y. by myself, but it’s better with 

friends, music, and drinks

Money Talks
My budget forces me to do D.I.Y. projects
•  I will start a D.I.Y. project if I have the time  

and money

•  I don’t have time or budget for D.I.Y. projects

I do-it-myself to save money and be cost efficient
•  I want projects to be cost-efficient
•  I’m very confident in working on D.I.Y. projects 

and the main reason for doing it is to save 
money

•  I’m motivated to do D.I.Y. projects since they’re 
cost-effective

•  I don’t have money to hire someone, I’d rather 
only pay for the materials

My constrains to attend an event are: Time, cost 
and location
•  I feel affected by cost, location and time to 

decide what event I would like to attend.
•  We both consumers and red-vests are 

interested in D.I.Y. workshops but it’s not 
happening currently.

I will spend more money if think it’s worth it
•  We prefer to spend money on consumable 

products rather than a house or durable goods
•  I’m willing to spend quite a bit if I feel like I’m 

getting a good value for my money.
•  We have many things to fix and remodel in the 

bathroom. We spend $17,000 on average

The help!
I usually ask for guidance to someone who has 
experience when I work on a D.I.Y. project
•  Any of us needs help doing D.I.Y. projects but 

especially younger ones under 35
•  I will ask for help from people who are close to 

me (dad, brother, friend, etc.)
•  I will try to get help from store staff for my 

projects
•  I can do some work by myself but might need 

guidance or help for some parts

I would like to work with experienced, helpful, 
and positive teachers
•  We like teachers who are approachable, 

positive, and fair
•  It’s important to me to learn from an 

experienced, helpful teacher (with great boobs)
•  I would like to attend an event where I can work 

side-by-side with professionals

I ask for help because I don’t know what I’m doing
•  I go to Lowe’s and ask for help with stuff I don’t 

even know how to describe.
•  I like guidance at the store since I don’t know 

what I’m looking for

Call the expert
I call the landlord for maintenance and any 
issues
•  I will call the landlord/maintenance to fix it
•  I will contact my landlord about any issue

I will call an expert to fix the problem in my 
house
•  I will call a plumber when my sink faucet is 

leaking
•  I will call a handyman when a problem arises
•  I will call an expert to fix the problem (if it is 

complex).

I ask for help because I don’t know what I’m doing
•  I go to Lowe’s and ask for help with stuff I don’t 

even know how to name it.

I like guidance at the store since I don’t know 
•  what I’m cooking for

Time is money
I don’t have time for D.I.Y.
•  I don’t have time to do D.I.Y. projects
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•  I don’t have enough time and money to start 
D.I.Y. project

I believe D.I.Y. projects are too time consuming 
which makes me avoid it
•  I never have enough time for D.I.Y. projects
•  I believe D.I.Y. projects are too time consuming
•  I consider time and budget for doing projects

D.I.T Doing It Together
I have minimal interaction with my neighbors,  
but I wish there was more
•  I know my neighbors and say hi but there’s no 

other chance to get to know them any closer 
than that

•  I don’t know or barely know my neighbors and 
interaction with them is minimal. I wish there 
was more.

I think some events work as window shopping to 
share different projects with the community
•  I hear about events on social media and by 

word of mouth
•  I would like somewhere (online or otherwise) to 

show my community the work I’ve done (D.I.Y. 
projects)

I believe a successful community has common 
goals, people take care of each other, and people 
are empowered to communicate their point of 
view with the group
•  I believe that collaboration, taking care of 

each other, and empowering people are the 
elements to create a community

•  I feel a community is driven by communication 
and shared goals

•  I believe a community is built by people with 
mutual interests

•  Communities make decisions
•  People want to be a part of positive 

communities where they can interact

We get value out of things when the bond of trust 
between the participants allows us to get and 
receive feedback
•  I prefer to do D.I.Y. projects with a group 

rather than myself, but I often don’t get the 
opportunity to do projects with others 

•  I think it’s important to build a bond of trust 
that allows me to get and receive feedback

•  Community is a place with an identifiable 
leader and an atmosphere that fosters listening 
to each other (feedback)

•  I call a person that I trust to help me solve D.I.Y. 
problems

•  If I feel like I’m in over my head with a project, 
I’d like to be able to ask a friend or a pro for 
help

Let’s go to Lowe’s
I don’t go to Lowe’s because it’s not close to my 
place
•  When it comes to getting D.I.Y. supplies, we 

have a stronger preference on Home Depot 
because of where they’re located

•  I go to the closest stores and events to my home
•  I always go to the closest store to find D.I.Y. 

projects
•  We don’t really have a high expectation 

shopping at Lowe’s

I go to Lowe’s when I have to buy a specific item 
or if I’m working on a project
•  I go to Lowe’s to compare prices. They’re 

typically pretty good!

•  I like to visit Lowe’s because it’s appealing
•  I come to Lowe’s when I have to buy a specific 

thing, or if I have a project

Outliers
I feel frustrated and overwhelmed by D.I.Y. 
projects
•  I have a variety of D.I.Y. related needs, but I lack 

the skills to meet them. I would like to learn 
though.

•  I am not familiar with D.I.Y. culture.
•  I believe D.I.Y. projects are too difficult and look 

like a lot of work
•  I feel frustrated since it’s an unfamiliar and 

overwhelming process
•  I don’t know how to tackle D.I.Y. projects. I don’t 

know how to do them.

We, red-vests, are always learning at work
•  We, as red-vests, constantly learn in the work 

environment and try to improve
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RESEARCH PROCESS

SECONDARY
Millennials
What is D.I.Y.?
Skills/tools Millennials wants to learn
How do we reach millennials?
Millennials Interest for D.I.Y.
Levels of D.I.Y.
Flexible frameworks
Implementing flexible frameworks
Motivating millennials to engage in home 
improvement
Creating a learning space for trial and error
Making learning skills fun and easy
What is a community?
Creating a community
Empowering individuals
Behaviour and consumer Trends
Willingness and Capabilities
D.I.Y. Competitions
Movements of products
Pop-ups
Community Building
Confidence
Home Buying Patterns
Form of learning
Events that they want to attend
Disasters and Assistance
How much time do they want to spend

What “drives” millennials?
Tips and Tricks → Skills
Leisure time
Aspirations
Social Media consumption
Technology Drivers
Buying Pattern (Online | On-ground)

PRIMARY
Cultural Probes
Art Parade Probe: 98 answers
Gulfstream Probe: 137 answers
Surveys
Art Parade Survey (Digital): 10 responses
Gulfstream Survey: 32 responses 
Home Improvement: 49 responses
Interviews
Number of Interviews: 20
Type of people interviewed:
Millennials
Boy Scout
Community Volunteers
Renters
Retired
New home owners

D.I.Y.ers
Students who lives in a dorm

MOBILE TEAM RESEARCH

ANALYSIS
Personas
Juliana, Urban Functionista
Patrick, Civil Engineer
John, Modern Maintainers
Customer Journey Map
Data Points 500 
Insights
Time and easy access to things makes you more 
comfortable around them
Learning how to use tools from a young age 
makes people more comfortable with them
Finance and availability of resources plays a 
key role in planning D.I.Y. or home improvement 
projects
Experience makes you better
There is a need for reliable and easy access to 
information and resources
Millennials value self expression, improvisation 
and functionality above all else (being unique)
Millennials want to be self sufficient and are 
willing to experiment, improvise and personalize
Fear of the unknown (damage, injury, mistakes) 
prevents people from trying D.I.Y.
Availability of time, motivation and assistance 
drive D.I.Y. projects
Many have someone else they trust (dad/
boyfriend) to do it for them
D.I.Y. should be profitable
D.I.Y. is the opposite of planned obsolescence and 
teaches you to be resourceful

D.I.Y. means different things to different people 
(fix, improve, build, improvise)
People (especially renters) prefer free standing 
projects that belong to them and not the space
Availability of resources enable and empower 
users
Communities need shared tools, knowledge to 
learn and grow
Communities come together and collaborate 
to achieve a common purpose that they are 
passionate about
People want a casual environment to create 
conversation and connect with each other
Millennials want options not a solution
People feel good (and brag) about the things they 
accomplish and do
People avoid projects that are messy, difficult or 
someone else’s responsibility
Any action (purchase/D.I.Y./event) starts with a 
need
Communication is important when collaborating 
on a project
Millennials are eager to learn if the opportunity 
is available
Familiar teachers (dad) have a better connect to 
millennials
D.I.Y. needs to be fun and easy
D.I.Y. involving technology is popular among 
millennials
Millennials need to find inspiration to do D.I.Y. 
(Pinterest, Youtube, stores, etc)
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JULIANA 

Age: 23
Occupation: Marketing + blogger 
Customer Profiles: Urban functionista
Characteristics and traits: creative, inspired by 
others, seeks approval, anxious, self critical, likes 
personalized stuff, insecure, takes on easy projects
Hobby and interest: social butterfly, shopaholic, 
sorority girl
Type of House: urban rental
Lives with: 1 roommate
Events they attend: store openings, art 
galleries, community events
History: boyfriend is the one that fix things in the 
house, D.I.Y.er as a kid, potential to do more

JOHN 

Age: 32
Occupation: Business analyst 
Customer Profiles: Modern Maintainers
Characteristics and traits:  dull, hesitant, not a 
risk-taker, fear of failure, needs guidance, safety 
over cost, close small group of friends
Hobby and interest: Netflix, gym and fishing
Type of House: family home
Lives with: alone with dog
Events they attend: work conferences, goes to 
church on Sunday, consults for friends and family 
for free since he wants to start a new business 
History: spends a lot of money on calling 
professionals to fix it, grew in a sheltered life
 

PATRICK 

Age: 25
Occupation: Civil engineer 
Customer Profiles: Urban functionista
Characteristics and traits: humble, modest, 
helpful, resourceful, money saver, rational, takes 
care of his stuff, responsible, curious
Hobby and interest: plays Fifa and LoL and 
community events 
Type of House: rental studio apartment
Lives with: alone
Events they attend: community events, bars and pubs
History: dad is a contractor so he learned to do 
things from his dad, lived alone when he was in 
college, activity involved in the community

TAYLOR 

Age: 28
Occupation: Hotel concierge 
Customer Profiles: Converging Cohabs
Characteristics and traits: planner, big thinker, 
curious, eloquent, artful, ambitious, outgoing, 
confident, frugal, finds value in personalization
Hobby and interest: reading, traveling, outdoor 
activities 
Type of House: paying mortgage for their first home
Lives with: significant other
Events they attend: music festivals, goes to 
workshops, camping, plays beach volleyball
History: learn D.I.Y. skill at school/family, grew 
up with tools, went to summer camp as a kid, 
grew up watching her parents fix the house
 

PERSONAS
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EMPATHY MAP - ARTS AND CRAFTS
THINK AND FEEL 

Doesn’t see potential in herself
Don’t know what to do besides the basic arts  
and craft
Makeover for the house is delightful
Like i am playing with my little cousin
How many likes or hearts will i get?
You can hurt yourself
D.I.Y. is when you do it
Scared of damage
Personal customization drives D.I.Y.
I hate Ikea
Beautification of the pre-existing is the focus  
of D.I.Y.
Openness to challenge
I enjoy the process of doing D.I.Y.
Unsure about dealing with heavy tools
Fun theory - skill and challenge(graphic)
Buying kits that involve the making part (tool 
kits)

SAY AND DO 

Have helped my dad build stuff
“ Costs more than you think, but it can be  
worth it”

“I built a shelf once, thats D.I.Y. right?”
“ I can turn it into a business if i become good 
enough”

“ I painted bottles and used them to decorate”
“My boyfriend does the fixing”
“Assembling the Ikea furniture is fun”
I ask my children to help
“I like handmade quality goods. I can afford…”
“ I have an idea but thought only professionals 
could do that”

Gift handmade things to friends and family
Do what you can with what you have.
“I need to know beforehand if i can do it”
I usually collect different material for doing D.I.Y.
Projects from scratch + upcycling
I have my own space for doing these art and craft
I am an engineer. I can D.I.Y. software and 
hardware (pc)
“I am a lazy ass” i don’t do all projects
Youtube - trial + error
I made pretty bag that my mom is proud of
It’s more crafty and won’t be perfect
First start of D.I.Y. is i made a gift for my mom
Not as easy as it looks
“Projects sound really big to me” “i prefer craft”

SEE 

It looks easier than it actually is
Very cool stuff
High skilled arts and craft persons
My D.I.Y. influence others’ 

I watch Youtube video to get inspiration
Pinterest as inspiration
Inspiration
Cost drives D.I.Y.
“ I make things beautiful, my husband fixes things 
around the house

Guests are always impressed by D.I.Y. things
Step by step tutorials to guide them
Inspiration everywhere

HEAR 

9 Times out of 10, Youtube solves the problems
Where did you learn to do that?
You are really talented
Children love my work
Fun stuff to do with friends and family
I don’t do it because i don’t have the skills
“Have you always had those skills?”
“You should totally sell that. I’d totally buy it…”

PAIN 

There are many risks
Sometimes if you want to do pretty stuff, the 
material is expensive
Time consuming
Buying materials (finding the right one)
Certainty of completion
Sense of satisfaction
 

GAIN
Gives you empowerment
Saves money
Value in handmade
Learn by doing
Not as expensive
Realization of a dream/ picture in my head
Personal / customization
Fixing new materials
Handmade
Creativity
New learnings
See what is doable + interesting = that gives me 
confidence
“I do D.I.Y. so that i have exactly what i want”
Own little touches to the project at an 
inexpensive rate
Expression of self
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EMPATHY MAP - I DON’T LIKE D.I.Y.
THINK AND FEEL 

I don’t want to make a mess
D.I.Y. = any project that has right instruction
“I can’t do it alone” 
Art =/= D.I.Y.
First instinct = call my old man (dad)
The start of a big project is with a contractor- 
smaller fixes we do ourselves
Someone older than you teachers you something
Not confident
Fear that project won’t turn well
Many risks when doing D.I.Y. fear of making 
mistakes
We bought a circular saw!!! (Yay)
Excitement in minimal things
Has a lot of projects pinned but doesn’t know 
where to start
“ I’ll just become rich/successful so i can hire 
people that do it for me” 

Millenial entitlement?
You have to learn these skills when you are a kit
Reluctance
With the right instructions i would love to do 
D.I.Y. projects but sometimes finding the right 
instruction is hard.
“Too busy… too time-wasting”
Lost
First you need a guide
Laziness

SAY AND DO 

I don’t the “bip” sound of the fire alarm means 
the battery need to be changed.
I will prefer to watch a youtube video to learn a 
new skill
“I wish i could/had…”
Like to learn about life – hacks 
No time
Don’t have trust in reflexes
Like to learn even if i don’t use the skill 
I spend a lot of money on fixing washing machine!
Learns by observing people doing it
I’d like to try!
“Wanted to paint my room. Parents didn’t let me”
“ I don’t’ have the tools or want to purchase for 
one project”
Made pillow covers from old rugs
“I never trust things that seem to easy to do 
online”
Calls the landlord to fix things
D.I.Y. is dirty
Is D.I.Y. consuming (time)
D.I.Y. = arts and craft
D.I.Y. is fixing stuff
“Hard to find someone teach me”
Little tips + tricks to do things are important  
to know

SEE 

People building cool stuff
My dad + i work on somethings he does all the 
work + asks me to clean up after him
I don’t do things that are inherently dangerous or 
expensive
Pinterest
Videos on Internet that doesn’t appeal them
Great ideas about D.I.Y. on Youtube
Youtube
Never do what i think i can’t
Décor ideas

HEAR 

Table saws can cut your face!
People saving money
“Self-made stuff is expensive and it takes so long 
time”
Someone getting hurt fixing a car/roof/
bathroom…
“So-and-so flipped a house for twice its value!!”
“I’ll fix your roof for $50!”

PAIN 

$$$ (When something breaks @ home)
Time consuming
I’m afraid of using tools!
I don’t know how to fix mistakes
Don’t have that skill-set

Hard to do it
The amount of love and effort put in.
Don’t know what life-hacks to believe online
Dealing with contractors.
Someone to teach that knows what she wants/
needs: can’t find.
So many problems pop up unexpected when D.I.Y.
Might make existing situation worse
You can hurt yourself
Depend on money (house improving)

GAIN
Time
Customizable – higher value for them
Life hacks are awesome
Learning = observation + skill
Don’t have to call experts for basic problems
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EMPATHY MAP - D.I.Y.ER
THINK AND FEEL 

I am already learned this at school… if it was the 
first time using these tools, i will have no dead 
how to use it
I feel like it depends whether it is your house of not
Where i make stuff and put it in my house, people 
get interested and the word spreads
Anything a home depot person would consider 
baser you should know it
It is like a project. It needs planning.
D.I.Y. is much cheaper
Fun
Dream house = small house, big garage
Thinks they are saving money most time
Following instructions is not D.I.Y.
Passion for building stuff
Pride
D.I.Y. is what we do on our leisure time
Proud (showed me some pictures)
Experts are a credible source of information
Outcome: distraction
D.I.Y. is not fixing stuff
Print instinct= try myself
Comfortable
Interest + capability = D.I.Y.
D.I.Y. is driven. Necessity 
Feels like no one else had it
D.I.Y. is a good way for self-expression

SAY AND DO 

Sculpture – make living depends on client
Want to learn from peers
“Fear of electricity and plumbing”
I like making stuff. I do a lot furniture and 
carpentry.
“After a while it becomes easy”
Rents tool from home depot before buying it
Refurbishing old tiling to make them new
Googles everything
Does research before going to buy materials and tools
Repaint and decorate the house after move in
I have 3 grandparents, all of them love making 
crafts. I start sculpture as a furniture maker
Don’t get the time. These thinks take a lot of time. 
Is an apartment with old original flooring, i have to fill 
the whole and repaint the wall before leaving
I do car painting
Talks with experts when wants to learn something new
Would take my material and someone could show 
me how to do stuff would be great
Made a coat hanger with wood pallet
Lean by observing
We disassembled the fame and returned it to  
home depot
Would like to make something with others
In the city everything is too expensive and takes 
twice as much as time 
My husband is a contractor and we are always 
fixing and improving the house
Self-taught, going to a process and figuring out 
things along the way

I want to have my own shop in the house
I am supper comfortable with tools because my 
parents did D.I.Y. and F.I.Y.
Want to learn electronics
Share the new furniture in social media
Rent the house so cannot do D.I.Y.
Has a process of learning and doing D.I.Y.
Carpentry

SEE 

Fascinates with huge stores
Pages that sell the materials: amazon, online 
retail, etc.
It’s like putting your name on something 
Values in things
Potential to repair and upgrade furniture
Students – do things myself with no help
Pinterest and maker for inspiration
Idle thoughts lead to new ideas
Find small cheap things at antique stores
Stuff i can fix and use
Inspiration everywhere
Materials everywhere
I grew up around tools
Anything that had tools, always had more boys
Projects involving wood are interesting

PAIN 

Sometimes its difficult to make decisions (like 
choosing colors)
As i live in the apartment, it’s so limited to do  
a lot of D.I.Y. of my house

Wiring? I am out, i just call my landlord
He needs other people to build community 
projects, he can’t do them all
Where will they learn lean, if not one ever 
thought the?
If the ideas stay as a concept (paper of screen)  
it has failed
Money is a constraint
Sometimes, it’s hard to get the suitable tools
It’s hard to get abundant material in small town 
Dust
Time consuming
Avoid projects that damage the house

GAIN
“It’s mine. I made it”
An idea has to be implemented in the world.  
That why he likes to build stuff
Personalize stuff
Emotional attachment
I feel more control and satisfaction
Make things out of nothing 
The more expert you talk to, the less mistakes  
he makes, less time consuming
Building from scratch
Personal reward, physical and emotional 
Finding values in handmade and customize 
things
Saving money
Finds value in personalized stuff
Pure joy
Improve the existing 
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DO IT 
TOGETHER


