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Discover
Understanding the Problem space



PURPOSE

TIMELINE PLATFORM TEAM MEMBERS

Project Overview

� To provide a chatbot solution for The Girls Refuge website and to reduce the load 
of phone enquiries�

� To create an alternative source of contact with The Girls Refuge for young persons 
who identify as females who are in need of help or in a situation of emergency.

� 6 week sprint � Website � Peachy Hongsuwon�

� Samuel Larche�

� Hamish Carruther�

� Apattra Hongsuwon�

� Neslihan Ozer



Project Timeline
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WEEK 2 WEEK 3 WEEK 4 WEEK 5 WEEK 6WEEK 1

Project scoping and framework

Problem statement

Research plan

Competitor Analysis

Survey

Affinity Map

Empathy Map

Personas

HALF-WAY PRESENT. FINAL PRESENT.

Crazy 8’s

MVP

Storyboard

Customer Journey Map

HMW Statement

User Flows

Wireframe Sketches

Style

Prototype development 

Usability Testing

Iteration

Review & Refine

Presentation Deck

Deliver Submission / Client Presentation

Week 1 - Research


Weel 2 - Synthesizing & Insights


Week 3 - Ideation


Week 4 - Prototyping


Week 5 - Usability Testing


Week 6 - Refine & Present

6 WEEK SPRINT PHASES

The project timeline 
visualizes the tasks we 
need to complete for each 
of the 6 weeks across the 
project. 



The timeline helps us to 
stay organised, plan and 
schedule the tasks ahead.





Project Canvas

We will explore the 
problem space through the 
double diamond 
framework within a 6 week 
period. We will aim to use 
the following methods to 
explore the issue in deep�

� Research Insights and 
Findings through 
qualitative and 
quantitative research 
method�

� Affinity Map�
� Empathy map�
� User Journey�
� Information Architecture 

and Lo-Fi Wireframin�
� HiFi Design�
� User Testin�
� Click-through prototyp�
� Summary & Findings

� Hi-fidelity chatbot 
prototype to sit within 
website�

� Website is not within 
scope of this project�

� Midway check in with 
client at halfway mark�

� Final presentation at 
end of project.

Approach & Methods
 


How will we deliver the project?


Responsibilities
 


Who’s the team and what  

rituals will we use?

UX/Ui Designer�
� Peachy Hongsuwon�
� Samuel Larche�
� Hamish Carruther�
� Apattra Hongsuwon�
� Neslihan Ozer 



Clien�
� Fran Seijas



To improve productivity 
and to be able to meet 
presentation and 
deliverable deadlines 
meeting will be conducted 
remotely using following 
applications:



Monday

Zoom or Discord - Meeting 
and discussing 
deliverables of week ahead



Thursday 
Zoom or Discord - 
Discussing and reviewing 
weekly output - making 
updates and changes as 
required



Slack

Casual project related 
communication and chats



Project Purpose
 


What impact are we 

hoping to make?

� Create a chatbot that 
will reduce the amount 
of phone enquiries 
(reduce work laod on 
staff�

� Providing quick access 
to young persons who 
identify as females in 
need

Business Background
 


Who/what are we working with?

Who: UX Design team (5x 
designers) working with The 
Gilrs Refuge’s Senior Case 
Manager   

What: Sydney based - The 
Girls Refuge - operating for 
over 40 years, providing 
short term, crisis 
accommodation in a safe, 
home-like environment for 
girl (cis and trans) and 
gender non-binary young 
assigned female at birth, 
aged 13 to 17 years, who are 
homeless or at risk of 
homelessness, with the aim 
of empowering them, to 
stabilise their circumstances, 
move on to safe and secure 
housing and live fulfilling 
lives.  

Deliverables
 


What are we expected to deliver?

Challenges
 


What are the risks?

� Chatbot integration on 
website competes for 
users attention�

� Placing chatbot where 
relevant. Not all pages 
will need a chatbot 
prompt�

� Find an engaging way 
to interact and gain 
trust from users through 
chatbot�

� Various chat options to 
cater to different 
disabilities.



Project Framework

Goals / Objectives 

� Designing a Chatbot 
feature for website to 
enable easy-to-access 
avenues for clients 
reaching out for support�

� Enhance the client journey 
and navigatio�

� Improve the customers 
engagement process and 
operational efficiency by 
reducing the phone 
enquiries

Milestones

� Defining Problem statemen�

� Conducting user research 
and defining the main user�

� Highlighting key problems/
pain points that users are 
experiencin�

� Concept designs & 
sketche�

� Prototype testing & 
iterations for final product



Participants

UX/UI Design team�
� Peachy Hongsuwon�

� Samuel Larche�

� Hamish Carruther�

� Apattra Hongsuwon�
� Neslihan Ozer 



Participants of User 
Research and Testing



Client: 

Fran Seijas Senior case 
manager at The Girl's 
Refuge

Risks & Callenges

� Limited responses for 
client�

� If a query doesn’t relate to 
something previously « 
taught » , it could get stuck 
and user can get 
frustrated. (work from a 
limited data base�

� The chatbots are not able 
to store a conversation 
already had, which forces 
the user to write the same 
thing over and over again�

� Complex chatbots could 
cost mor�

� Users to interact with 
automated responses 
might trigger some 
hesitancy to interact 
furthe�

� Building up trust through a 
chatbot conversatio�

� A chatbot can be a 
prominent feature on 
every page of a site and 
too much "attention 
seeking" might act as 
deterrent rather than 
facilitate initial interaction

Users

� Persons who identify as 
female including cis, 
transgender and non-
binary young persons 
assigned female at birth�

� Young families and single 
parents�

� Ages 13 to 30 years

Constraints

� Creating the right bot 
scripts in limited tim�

� Finding relevant users to 
test chatbot.

User Benefits

� Improve response time for 
urgent cases that require 
immediate attention�

� Divert and automate FAQs 
that may cause bottle 
neck with the limited staf�

� 24/7 accessibilit�

� Fast, real-time responses 
to querie�

� Multilingual?�

� Only female orientated 
service in NSW�

� Accomodation refug�

� Mental health service�

� Safety from current 
situatio�

� A case worker who will 
help client throughout the 
situation.

Scope

The scope of this project is 
from usability testing through 
to design iterations of high-
fidelity prototypes of the 
chatbot feature. Development 
of the website and ongoing 
research fall outside the 
scope of this product.



This project will focus on 
designing The Girl's Refuge 
chatbot feature only.

Questions/Assumptions

� Difficulty in gathering users 
for interview and surveys�

� Chatbot will be integrated 
on every page where 
relevan�

� Expanding communication 
channel to social media as 
optional reach for users.

Competitors

� Youth off the street�

� Care takers cottag�

� Core community service�

� Penny's - Project yout�

� Taldumande Youth Services

Activities & Deliverables

Week 1 - Research�
� Project Scop�

� Initial Problem 
Statemen�

� Heuristic analysi�

� Competitor Analysi�
� Survey



Week 2 - Synthesising & 
Insights�

� Survey�

� Interview�

� Affinity Ma�

� Empathy Ma�

� Persona�

� Refined Problem 
Statement



Week 3 - Ideation�
� Customer Journey Map�

� Storyboar�
� MV�

� Crazy 8�

� Card Sortin�

� Wireframes



Week 4 - Prototyping�
� User Flows + I�

� Lo-fi Prototyp�

� Hi-fi Prototype



Week 5 - Usability Testing�
� User Testing (Lo-fi�

� Optimise & iterate Hi-fi 
designs



Week 6 - Refine & Present�
� Clickable Hi-fidelity 

Prototype












To better understand the scope and to give the project more 

definition we created a project canvas and project 

framework. The project framework will help us manage the 

scope of the project. 



The project canvas is split into 6 different categories�

� The background of the busines�

� The purpose of the projec�

� The deliverables we have to tackl�

� The approach and methods we will use and appl�

� The responsibilities of everyone involved; and finall�

� The challenges which may lie ahead.



Competitor analysis
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Youth off the streets

� Housing and accommodatio�

� High school/Educatio�
� Alcohol and Other Drugs Counsello�

� Mental health suppor�

� Teach Life skill�

� Cultural suppor�
� Scholarships, training & employmen�

� Networking opportunities

� call me back for�

� refer someone els�
� 24/7 helpline phone number�

� email address (send a general enquiry�

� phone number / landlin�

� newsletter sign-up

Need help now? Call back form, Emergency 

numbers list. Phone only available 9-�
� Prominent "Need Help Now" button in the 

main navigation section of the sit�

� Prominent Donate button in the navigation 

sectio�
� Call me back form - user can leave a 

message to be called back and/or refer 

someone needing suppor�
� 24/7 emergency contact numbers displaye�

� No Live Chat Feature available / live 

interaction with a support team member

https://youthoffthestreets.com.au/

Care Takers

� Housing and accommodatio�

� Help at hom�
� Emergency Accomodation and suppor�

� Early intervention progra�

� Youth Refug�

� Youth Suppor�
� Home Car�

� Support for mental health / drug / alcoho�

� Advice on different school and education options

� phone numbe�

� email addres�
� contact for�

� address / postal informatio�

� social media channels / icons

� Donate button very prominent in main 

navigatio�
� Several social media channels highlighted 

as icons in the footer section on each pag�

� Contact us form inviting user to describe 

which program they are interested i�
� Email address and phone numbers 

available in footer section of the site / non 

prominen�
� No Live Chat Feature available / live 

interaction with a support team member

https://www.caretakers.org.au/

CORECS

� Aged & Disability Service�

� Children Services (Pre-School / Workshops�
� Community Engagemen�

� Youth Services - Homelessness / Refugee / 

Early Intervention / Drung & Alcohol / 

Multicultural Youth Support / Youth 
Settlemen�

� Multicultural Suppor�

� Families Support

� email addres�

� call now - phone numbe�
� feedback for�

� contact us for�

� address / postal informatio�

� social media channels / icons

� Prominent donate button top header sectio�

� Header section feature easy accessible Call 
now and email us link�

� Service available only Mo - Fri 9am - 5p�

� Several Social media channels available icons 

prominently displayed top of each pag�
� Search button / search functionality availabl�

� Location map / google maps available for 

direction�
� No Live Chat Feature available / live interaction 

with a support team member

http://corecs.org.au/our-services/fairfield/

Corecs Project Youth

� Early Interventio�

� Education Employment & Trainin�
� Housing and Homelessness

� call back form / make a referra�

� phone number / landlin�
� email addres�

� newsletter sign-u�

� social media icons / channels

� Prominent Donate button in site heade�

� Make a referral button links to a call back 
form which can also be used as a referral 

for�

� Several social media channels available 

and can be browsed using icons displayed 
in header sectio�

� FAQs section availabl�

� Prominent newsletter subscription butto�
� contact email and phone number are 

placed in the footer section

https://www.projectyouth.org.au/crisis-refuges

Taldumande

� Housing and Homelessnes�

� Family services (eg. Family Restoration & 
Preservation, Young Offenders Intervention�

� Aftercare suppor�

� Outreach Program

� Address & PO Bo�

� Email addres�
� Phone numbe�

� Contact Form/Feedback For�

� Complaint For�

� Newsletter sign up

� Prominent Donate button in site header as well 

as featured on the hoempage slide�
� Search button / search functionality availabl�

� 2 social media channels, Facebook and 

Instagram, in form of icons in the header 

sectio�
� “Get Help” menu item with 3 simple options 

avialble: young person, family member, make 

referra�
� Phone, Email and address easy accessible on 

all pages footer sectio�

� No live chat feature

https://www.taldumande.org.au/

https://youthoffthestreets.com.au/
https://www.caretakers.org.au/
http://corecs.org.au/our-services/fairfield/
https://www.projectyouth.org.au/crisis-refuges
https://www.taldumande.org.au/


Problem Statement

PROBLEM STATEMENT V  - 1.0 PROBLEM STATEMENT V  - 2.0

Young persons who identify as 
females feel unsafe or at risk need 
relevant information and a direct 
and responsive line of 
communication but are faced with 
late replies and poorly structured 
information on a website. 

Young persons who identify as 
female, trans or non-binary needs 
a responsive line of 
communication to access crisis 
accomodation and other forms of 
support from TGR but are faced 
with delayed responses. 



Research Methods

QUANTITATIVE DATA

Survey

Surveys will answer questions that reflect 
the majority opinion. This will enable us to 
understand the current problems on a 
surface level and to test underlying 
assumptions. We will be connecting with 
Team 1 on research findings.



Main learning goal�
� To scope out and highlight blindspots on 

the chatbot�

� How much information people are 
willing share on a chatbot�

� How they would like to be contacted 
back�

� How likely users are to interact with a 
chatbot�

� At what stage would the user drop off�

� How to make the chatbot engaging and 
seamless to the experience.



Deliverable�
� Reach a minimum of 10 respondants to 

gather insight and patterns�

� Validated statement�

� Pie char�

� Bar grap�

� One page report on key findings on Miro.


DESKTOP RESEARCH HEURISTIC EVALUATION

Competitor Analysis

Research how similiar services engage 
with their users.



Main learning goal�
� What are similiar services doing to 

communicate with users�

� What communication channels do 
they offer�

� How do they are referral applications 
done�

� Analysis of core services



Deliverable�
� Analysis of 5 competitors/similiar 

services�

� One page report.



Market research

Research chatbots from other services 
outside the care industry.



Main learning goal�
� To establish market trends on 

chatbots�

� Engagement level�

� Feature options.



Deliverable�
� One page report of key findings on 

Miro


Heuristic Evaluation

Review current website’s communication flow 
and how it engages with users.



Main learning goal�
� To identify a common usability issues with 

communication on The Girl’s Refuge website�

� To highlight performance areas and 
opportunities for the chatbot.



Deliverable�
� One page report on Miro.



Online Survey

We conducted an online 
survey and received 14 
responses. The data we 
acquired from the surveys 
established patterns and 
guidance for the next 
steps of the project. 



The pool of users was 
selective. We wanted data 
from persons who may 
have been at risk and have 
or is currently working in 
care/social work.




Define
Synthesise our research to generate insights  
to
uncover what problem we are trying to solve



Empathy map

The empathy map helped 
our team think/feel from the 
user’s perspective. It helped 
us gain deeper insights into 
the state of the user.



Affinity Map & Key Findings

From the data we 
derived the affinity 
map and key 
findings. These 
insights are sorted 
into categories and 
sub categories.




Participants state they 
are  with 
TGR’s services

100% satisfied

Affinity Map & Key Findings



Participants 
 when it comes to interacting 

with a chatbot. 


Some keyword phrases mentioned were 
“ ” and “ ”.

lean to an overall  negative 
experience

robotic responses limited answers

Affinity Map & Key Findings



100% of the participants 
are familiar with a 
chatbot experience

A human experience is 
favoured

connect 
to a live agent sooner

 over a 
chatbot interaction. 



This signifies the 
importance to limit the 
AI interaction to a 
minimum and 

 
rather than later.

Affinity Map & Key Findings



Looking at the 
analysed competitors 
we could confirm that 

 and preferred 
contact method.

Phone is the most 
popular

We also noticed that 
 we 

analysed uses a  
feature as contact method.

none 
of the 5 competitors

Live Chat

Affinity Map & Key Findings



Persona

"I want to feel at ease and safe in my life 
and supported to reach my life goals."
 

Zarah Farhat




AGE: 15

LOCATION: NSW 
JOB: STUDENT

Personality

INTRO EXTRO

SENSING INTUITION

THINKING FEELING

JUDGING PERCIEVING

Access

LANDLINE

- +

MOBILE

- +

COMPUTER

- +ZARAH
BIO / ABOUT
Zarah is a young person living in NSW. She is a student who wants 
to continue her education but is struggling in her home life. She 
cannot be open about her feelings with her family because she is 
bisexual and her family does not approve of her relationship. She 
does not have financial support nor a safe place to stay. Things 
are escalating at home and her brother is becoming more 
abusive and threatening her safety. 

BEHAVOUR / ACTIVITIES
� Leaves home early and comes back very late to avoid family�

� Uses social media alot�

� Struggling to connect with other people�

� Past experience with trauma�

� Struggling with school work�

� Prefers phone as primary device.

INTERNAL MONOLOGUE
� “Where can I go?�

� “Who can I ask for help?�

� “Will they be understanding of my situation and cultural 
needs?�

� “I am in danger and I do not feel safe at home.�

� “I want to know my options and rights.”

GOALS / OBJECTIVES
� Needs a safe place to stay that will understand her 

cultural needs�

� Empowered to pursue her dream�

� To feel safe and to be herself�

� Looking for professional support�

� To finish her education�

� To have access to a network of people she can trust.

PAIN POINTS / FRUSTRATIONS

No one to 
speak to.

Wants to speak 
to the right 

person for her 
situation.

Family has very 
traditional 

views on how 
she should live 

her life

Cannot find 
information that 

she needs on 
the website.

Needs specific 
information on 

TGR services



Customer Journey Map

14

The current customer journey map is filled with distress and unease for 
the user. The waiting time and being unable to find the information they 

need can be a very uncomfortable experience especially for young users 
who need crisis accomodation. We hope to alleviate this distress with the 
chatbot and help users comfortably navigate to where they need to be. 

This inturn will help alleviate the waiting times for users and TGR staff. 




Develop
Developing potential solutions for the 

chatbot experience.



How might we statements

How might we create a 
chatbot that doesn’t feel too 

inhuman.

How might we help female 
identifying youth to access 

the information they required 
quickly by creating a chatbot 

experience in the TGR 
website. 

How might we create a chat experience to connect with a young audience and give suitable options 
for them to communicate.

How might we create a 
chatbot experience in TGR 

website where female 
identifying youths are 

comfortable to interact and 
fell free of judgment.

How might we minimise the 
wait time for young persons 

in need of help in an 
emergency due to their 

situation while ensuring those 
that do not need urgent help 

still receive relevamt 
information.

How might we entice users to 
use the chatbot rather than 

call the operators.

How might we improve the 
communication method for 
potential clients of The Girls 
Refuge and quickly identify 

those in crisis and need 
urgent help.



Crazy 8’s

We embarked into a crazy 

8’s ideation session were we 

brain-stormed features to 

apply to the chatbot solution.



Placing and sorting the ideas 

on to a MVP Matrix helped us 

to identify the most valuable 

and practical features.



The MVP matrix established what 

key features we should look into. 


We focused on easy to apply and 

high in value features to implement.

MVP MATRIX

EASY TO APPLY & HIGH IN VALUE

� Emoticons to express emotional stat�

� Download & upload file�

� SOS emergency butto�

� Ask for a call-bac�

� Search within the live cha�

� See case manager profile images and firstname - 
and online statu�

� Start a video cal�

� Send voice messages



FRAME 1 FRAME 2 FRAME 3

Story Board

Zarah getting exposed Zarah being confronted Zarah being isolated 



FRAME 4 FRAME 5 FRAME 6

Story Board

Zarah making contact Zarah interacting with TGR Feeling safe and supported
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� Our focus was on gaining necessary 
user information, AI language/tone as 
well as refering the user to a case 
manager in at least steps as possible�

� In collaboration with team 1 we 
integrated referrals to web pages such 
as ‘Donate’ and ‘FAQs’�

� The user flow went through several 
iterations based on research insights 
as well as feedback from the client.

User flow



From the data gathered, we 

collaborated, designed and 

voted on what the initial 


static wireframes for the 

chatbot may look like.



From here we enhanced the 

wireframes to more 

sofisticated Lo-Fi prototypes.

Wireframe sketches



Deliver
We build and test our solutions



Wireframes / Lo-Fi Prototype

� Based on the user-flow we progressed in 
creating wireframes visualising the user 
interacting with the chatbot, getting referred 
to a case manager and leaving feedback�

� Through an iterative process we also applied 
interactions, animations and delays to 
enhance the simulation converting the 
wireframes to a Lo-Fi prototype�

� At this stage we also took the opportunity to 
reach out to the client to receive important 
feedback we applied to the next stage -  
Hi-Fi prototyping.

START SCREEN TGR BOT / AI USER DECISION



Hi-Fi Prototype / User testing

HI-FI VERSION / V2 USER FEEDBACK

STATE FROM WHERE ACTIONS

User Testing Change ticks and crosses to yes and no

User Testing Adjust with of chatbot / too narrow

User Testing
Bring back emergency option at beginning  

of start page.

User Testing

Reword question from - Please provide 
a brief message of your situation - to - Please  

provide a brief message of your situation.  
If you don’t want to disclose anything  

please write skip and  a case manager 
will be available soon.

User Testing

Change copy at beginning of flow

make empathic:


“Please rest asured the information you  
provide is kept confidential. where  

possible we encourage you to provide 
the full name and contact details. There 

will be an option for the transcript to  
be sent to an email address. At TGR  

your safety is our utmost priority.”

� In a collaborative effort we were 
able to gain access to team 1’s 
website style guide and design 
direction and develop a High 
Fidelity Protoype�

� The version prior user testing 
consisted of roughly 50 frames�

� We asked feedback to our 
mentor prior user testing who 
pointed out some usability 
improvement suggestions.



Hi-Fi Iterations

HI-FI VERSION / V2 HI-FI VERSION / V3 SOME KEY FINDING�

� the 000 / emergency button 
brought back to the start scree�

� changed wording to sound more 
empathi�

� updated width of the chatbot to 
allow for more spac�

� review usability interactive 
elements such as yes / no 
buttons / add labels

YES NO

Hi, are you ok? 
Can I help you? 

Hi, DO you need help? 

let’s chat... 



Prototype Presentation / Desktop



Prototype Presentation / Desktop



Prototype Presentation / Desktop



Prototype Presentation / Desktop



Prototype Presentation / Mobile



What’s next?
NEXT STEPS

CONSIDERATIONS

� Being more inclusive to larger base  

of users by looking into implementing 

TELETEXT as another option�

� Implementing an API to let  chatbot 

translate to other language�

� Grow ecosystem by allowing users to 

login and sign up�

� Migrate this platform to a mobile app




