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Project Overview

THE GIRLS REFUGE

PURPOSE

« 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.

TIMELINE PLATFORM TEAM MEMBERS

+ 6 week sprint + Website + Peachy Hongsuwong

Samuel Larcher

Hamish Carruthers

Apattra Hongsuwong

Neslihan Ozer



Project Timeline

WEEK 1 WEEK 2 WEEK 3 WEEK 4 WEEK 5 WEEK 6 THE GIRLS REFUGE

Project scoping and framework

6 WEEK SPRINT PHASES

Week 1 - Research

Problem statement

Research plan

Weel 2 - Synthesizing & Insights

Competitor Analysis

Week 3 - Ideation

DISCOVER

Survey

Week 4 - Prototyping
Week 5 - Usability Testing

Affinity Map

Week 6 - Refine & Present

DEFINE

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.

DELIVER

HALF-WAY PRESENT. FINAL PRESENT.



Project Canvas

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.

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

Deliverables

What are we expected to deliver?

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

&
| Approach &Msthods |

How will we deliver the project?

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
methods

Affinity Maps
Empathy maps

User Journeys

Information Architecture

and Lo-Fi Wireframing
HiFi Designs

User Testing
Click-through prototype
Summary & Findings

Responsibilities

Who's the team and what
rituals will we use?

UX/Ui Designer:
+ Peachy Hongsuwong
« Samuel Larcher
« Hamish Carruthers
» Apattra Hongsuwong
« Neslihan Ozer

Client
+ 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

A

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.

THE GIRLS REFUGE



Project Framework

Participants

UX/Ul Design team:
« Peachy Hongsuwong

+ Samuel Larcher
+ Hamish Carruthers

+ Apattra Hongsuwong
*+ Neslihan Ozer

Participants of User
Research and Testing

Client:

Fran Seijas Senior case
manager at The Girl's
Refuge

Risks & Callenges

« Limited responses for
clients

- 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 more

« Users to interact with
automated responses
might trigger some
hesitancy to interact
further

« Building up trust through a
chatbot conversation

* 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

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 navigation

« Improve the customers

engagement process and
operational efficiency by
reducing the phone
enquiries

« Defining Problem statement

- Conducting user research

and defining the main users

« Highlighting key problems/

pain points that users are
experiencing

+ Concept designs &

sketches

- Prototype testing &

iterations for final product

« 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

+ Creating the right bot
scripts in limited time

« 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 staff

« 24/7 accessibility

- Fast, real-time responses
to queries

* Multilingual??

« Only female orientated
service in NSW.

+ Accomodation refuge

+ Mental health services

+ Safety from current
situation

« A case worker who will

help client throughout the
situation.

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.

QuestionsIAssumptions

« Difficulty in gathering users

for interview and surveys.

+ Chatbot will be integrated

on every page where
relevant

- Expanding communication

channel to social media as
optional reach for users.

Competitors

« Youth off the streets

+ Care takers cottage

- Core community services

« Penny's - Project youth

+ Taldumande Youth Services

Activities & Deliverables

Week 1 - Research:
- Project Scope

« Initial Problem
Statement

« Heuristic analysis
« Competitor Analysis

« Survey

Week 2 - Synthesising &
Insights:
« surveys

- Interviews

« Affinity Map

« Empathy Map
« Personas

- Refined Problem
Statement

Week 3 - Ideation:
« Customer Journey Maps

« Storyboard
* MVP

« Crazy 8s

+ Card Sorting

- Wireframes

Week 4 - Prototyping:
* User Flows + 1A

- Lo-fi Prototype
« Hi-fi Prototype

Week 5 - Usability Testing:
« User Testing (Lo-fi)
« Optimise & iterate Hi-fi
designs

Week 6 - Refine & Present:
« Clickable Hi-fidelity
Prototype

THE GIRLS REFUGE

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 business

» The purpose of the project

* The deliverables we have to tackle

* The approach and methods we will use and apply

» The responsibilities of everyone involved; and finally

The challenges which may lie ahead.



ompetitor analysis
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CHANGE A YOUNG
PERSON'S LIFE TODAY

bttps:/[youthoffthestreets.com.auj

Housing and accommodation

High school/Education

Alcohol and Other Drugs Counsellor
Mental health support

Teach Life skills

Cultural support

Scholarships, training & employment

Networking opportunities

Need help now? Call back form, Emergency

numbers list. Phone only available 9-5

Prominent "Need Help Now" button in the
main navigation section of the site
Prominent Donate button in the navigation
section

Call me back form - user can leave a
message to be called back and/or refer
someone needing support

247 emergency contact numbers displayed
No Live Chat Feature available / live

interaction with a support team member

call me back form

refer someone else

24/7 helpline phone numbers

email address (send a general enquiry)
phone number / landline

newsletter sign-up

CARE TAKERS

https://www.caretakers.org.auj

Housing and accommodation

Help at home

Emergency Accomodation and support
Early intervention program

Youth Refuge

Youth Support

Home Care

support for mental heaith / drug / alcohol

Advice on different school and education options

Donate button very prominent in main
navigation

Several social media channels highlighted
as icons in the footer section on each page
Contact us form inviting user to describe
which program they are interested in

Email address and phone numbers
available in footer section of the site / non
prominent

No Live Chat Feature available / live

interaction with a support team member

phone number

email address

contact form

address / postal information

social media channels / icons

CORECS

ttp://corecs.org.auour-services/fairfield,

Aged & Disability Services

Children Services (Pre-School / Workshops)
Community Engagement

Youth Services - Homelessness / Refugee /
Early Intervention / Drung & Alcohol /
Multicultural Youth Support | Youth
Settlement

Multicultural Support

Families Support

Prominent donate button top header section
Header section feature easy accessible Call
now and email us links

Service available only Mo - Fri 9am - 5pm
Several Social media channels available icons
prominently displayed top of each page
Search button / search functionality available
Location map / google maps available for
directions

No Live Chat Feature available / live interaction

with a support team member

email address

call now - phone number
feedback form

contact us form
address / postal information

social media channels / icons

PROJECT YOUTH

ErhrlsRetuges

ttps://www.projectyouth.org.au/crisis-refuge:

Early Intervention
Education Employment & Training
Housing and Homelessness

Prominent Donate button in site header
Make a referral button links to a call back
form which can also be used as a referral
form

Several social media channels available
and can be browsed using icons displayed
in header section

FAQs section available

Prominent newsletter subscription button
contact email and phone number are

placed in the footer section

call back form / make a referral
phone number [ landline

email address

newsletter sign-up

social media icons / channels

TALDUMANDE

Nalunng diimislh
o an Ll

S

bttps://www.taldumande.org.auj

Housing and Homelessness

Family services (eg. Family Restoration &
Preservation, Young Offenders Intervention)
Aftercare support

Outreach Program

Prominent Donate button in site header as well
as featured on the hoempage slides

Search button / search functionality available
2 social media channels, Facebook and
Instagram, in form of icons in the header
section

“Get Help” menu item with 3 simple options
avialble: young person, family member, make
referral

Phone, Email and address easy accessible on
all pages footer section

No live chat feature

Address & PO Box

Email address

Phone number

Contact Form/Feedback Form
Complaint Form

Newsletter sign up

THE GIRLS REFUGE


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

L

THE GIRLS REFUGE

PROBLEM STATEMENT V -1.0 PROBLEM STATEMENT V - 2.0

Young persons who identify as Young persons who identify as
females feel unsafe or at risk need female, trans or non-binary needs
relevant information and a direct a responsive line of

and responsive line of > communication to access crisis
communication but are faced with accomodation and other forms of
late replies and poorly structured support from TGR but are faced

information on a website. with delayed responses. 0




Research Methods

QUANTITATIVE DATA

SURVEY

Surveys will answer questions that reflect
the maijority 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 goals

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.

Deliverables

Reach a minimum of 10 respondants to
gather insight and patterns.

Validated statements
Pie chart

Bar graph

One page report on key findings on Miro.

DESKTOP RESEARCH

COMPETITOR ANALYSIS
Research how similiar services engage
with their users.

Main learning goals
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

Deliverables
« Analysis of 5 competitors/similiar
services.

+ One page report.

MARKET RESEARCH
Research chatbots from other services
outside the care industry.

Main learning goals
« To establish market trends on
chatbots.
« Engagement level.

« Feature options.

Deliverables
+ One page report of key findings on
Miro

HEURISTIC EVALUATION

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

Main learning goals
+ To identify a common usability issues with
communication on The Girl's Refuge website.

» To highlight performance areas and
opportunities for the chatbot.

Deliverables
+ One page report on Miro.

THE GIRLS REFUGE




Online Survey

14 responses

Accepling responses .

THE GIRLS REFUGE

Summary Question Individual

How old are you?
How old are you?
14 responsas

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

® 1318
@ 1825
@ 26--35
® 3645

Where do you live? where do you live?

14 responses

@ vic
@ NEW
@ ACT

o ot | | The pool of users was

i S T e selective. We wanted data

. from persons who may
have been at risk and have

, , or is currently working in
Are you or have you ever been a social worker or at risk youth? Have you been a social worker or at risk o
Sy care/social work.

Socinl worker 13 (92.8%)

Al riisk youlh 321 A%)




Define

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

)



N

Empathy map

WHO are we empathizing with? What do they need to DO?
ACRSK) 1317 B Gemen | anm e ERLE [ooo [INect (SRS
\ youths yo ‘;:ur:dm:‘i& m——— o manager advice  school /
N /7
N Ve
What do they What do they
HEAR? S ’

SEE?

What do
they THINK
& FEEL?

What do they
SAY?

7

L

THE GIRLS REFUGE

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

THE GIRLS REFUGE

Chatbot EXperience ey s ssaence Experience with TGR

Main reasons to reach out to TGR

| positive neutral negative Positive Negative
Crisis Intervention Mental Health Support  Personal snumlan Albahnlﬂ:lmu use Family ulltlnnshins Legal mvinc

100 posi

Accommodation
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| Market Services offered by competitors -. 5 I . ,,- - Age Erour‘
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Familiarity with Chatbot

—Chatbot preferred info and features Famitar Nenfemifer

HEEEE -
c hod d b) i Emergensy {Conlact—|
e e e S ] 1
EEEEssEs 8, ——|IEEEE-= BEE
=EEEpEEEE .l B R— From the data we
B B EEEE —EE == derived the affinity
:E m = - N ke e - map and key
m i - EE HEEE 5 2 == findings. These
= * s insights are sorted
Busiess sid onsdraons . into categories and
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Affinity Map & Key Findings

THE GIRLS REFUGE

Experience with TGR
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Participants state they
are 100% satisfied with
TGR's services



Affinity Map & Key Findings “

THE GIRLS REFUGE

c hatbot Experie nce M majority negative exparionce

3

neutral negative

= touse ok I

-
-
—
= e

Participants lean to an overall negative
experience when it comes to interacting
with a chatbot.

Some keyword phrases mentioned were
“robotic responses” and “limited answers”.
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100% of the participants
are familiar with a
chatbot experience

Yes - e 5
Cattrelink
Dyson TR

A human experience is
favoured over a
chatbot interaction.

This signifies the
importance to limit the
Al interaction to a
minimum and connect
to a live agent sooner
rather than later.



Looking at the
analysed competitors
we could confirm that
Phone is the most
popular and preferred
contact method.

i

Chatbot

We also noticed that none
of the 5 competitors we
analysed uses a Live Chat
feature as contact method.



Persona

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.

AGE: 15
LOCATION: NSW
JOB: STUDENT

INTERNAL MONOLOGUE

“Where can | go?”
“Who can | ask for help?”

“Will they be understanding of my situation and cultural

needs?”
“I'am in danger and | 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 dreams
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.

‘| want to feel at ease and safe in my life

and supported to reach my life goals.”

Zarah Farhat

Access

LANDLINE

MOBILE

COMPUTER

PAIN POINTS / FRUSTRATIONS

Personality
INTRO EXTRO
SENSING INTUITION
THINKING FEELING
JUDGING PERCIEVING
Family has very
traditional
No one to .
views on how
speak to.

she should live
her life

Wants to speak
to the right
person for her
situation.

Cannot find
information that
she needs on
the website.

Needs specific
information on
TGR services

THE GIRLS REFUGE



Customer Journey Map

Zarah

18 yrs old student from NSW

Zarah's Current Journey

Phase of journey Trigger Aumrances.
Geals
An evenl takes place Ihat prompts the
user 10 reach oulto The Geris Refug. 108 TGR case warkar by smad o
The evenl is svually negalive and phone cak.
recuires immadiata ananton s cass  Thay wil Iy In 2pesi 1o sameans il
waorkar to help 18 user outof 8 unsate  they cannat fird the Infermation they
situation. They may need cartain ved on the
infarmation e immadiale attenlicn,
Actions
What does the
cumtcesar do?
- User wil lock faor information that
r:l\ms hair w,;l‘ﬂl’:‘ situation “
= Huser cannct find wiformaton ey
& Dot videnon, need they wil ry tn connect ina
i cath managarilutoenata e
mara infarmaton.
= Poinls of cordaet are
emadiphonaPO box.
Tou

chpails
Whal par o e senice do
hary indaract uith?

LG

Consullation

Usera wil begin their journey 1o connes!  Afler Lses have made conlact with a

e manager thay wil be asked if
thiey nwed inimediale care o ¥ they
ana safe. They will be able to consult
someans about falr afuation and be
Given cplions Sat can help Siem.

+ Lisars will s skl 10 consull
scmeone al TGR on ther
snuwunu‘rﬁﬂnﬂ be mw
edher rafer them 1o
SErVICES of m
If thair asa fala M!hln ‘rt‘.‘me
servicsijurisd clice,

+ Usar's wil have a case

riname based on the
information provided.

a8

I the Liser meets the cilera for TGR's
sanices Sey wil il out

ications ard
sandipestiamad documents back 1o
TGA or ralevant sourcas. In the case
that they do nct meel the créena or
TGR cannol meat caler o he use's
needs thay wil b raferred 1o another
program that wil be abla o elp them.

- Thay will nead o &ll out redevart
foms siach as refermal
fomafpplicalions elc. Thase s
Alled out i the user's own Bme
and sant back t TGR

Users

senaitive nrwmabon wﬂl a8
po

=2

T want to feel at eace and cafe in my life and cupported to reach my life goale.”

End of Now

There & curmently oo way b collect
fepdback data from usees.

Usars mey need 10 wall 8 certsin
peried of Sme ta recaive halp and'a
raply or & call back.

This mery Pt the uaee in 8 penod of
uncertainty and stress.

= The wsar must wail for & reply
from TGR.

- Tho Lsar mizst wal to ba rafamred
o the comect sendoe:

Zarahs' Future Journey
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End of flow

The user faals 6t snd empawared
with the aptices given. The knowiedps
that e user has gained from the
chalbol wi I The tser dacida whal
their next actions may be.

Thee iiar s ralarod o Fe oo
senvios that best suts their sduadan.

The immedale reaponse 1o (he cormect
servion may b [fe saving for the user,

3 zaﬂnsmonmmaw
and i sade
. Smhmhuwmhmwa
and Is gatting the heip she needs.
+ Sha has acceds Lo & nebwork of

Phase of journay Trigger Consltason 3
Ganis
Wsers i bugin e cmey i conect
toa worker
An avant lakes place that pramals tha Inthe case hat immediake a
E A promet of ‘da you need run The chatbal wil gukle e user through
yaor lovrwach outto The il Relade.  pesr on the baltom righ hand oLl e by Mm‘::ﬂmlrﬁ?zwr -
reiton Immad st Aioaion - céoe :"S: Seroalaaon, The CTAGRLWI. | SX0iRr, I.ahe firtrer rvejskns optian a irmedialaly rarove harssi
WEAker 5 halg '::““::1“' Sl UNAMA  oecorting Inthe questions asied Thay  cara; an cplion o connect Inacasa 1o oo Sllion adorbe
will be abia tn spaak io someane ight  managervakinier wil be ghean Sy
fiermetion o immedias altention. aviay if ey cannal find the inf tion TGR'e network and relesral programs.,
they nesd thraugh the chalbet.
Actinne
‘What doss the
caslomer da?
~ Zarah is looking for urgent
ationtion and even though she s
prasantad wilh informaten she I
J . Zarah searches cnkne and fnds might nesed, she Immocaiely : il
v et R o e R ool bl ST b
hocadsa o e minierat ot pogs Upon thapagashe  + She s on quckly asked some B ﬁf‘k‘?m’ﬂ:ﬂﬁﬁ;&?”
oo riapi st Earids on and aeks hee what she i quaifying noa invasive questions - IR
iy fos tha raght s locking far. 1 provice o he case manager so i gty
.2 e case manages wil bo adie 1o 3
mn.-d.h&, halp har ance
Towekgaint

What part of the sanvoe do-

oy irferact wib? . . ‘

mmmr Shr nrw baels empowaned Lo be saie
mm,,‘;, bt O Thare's & chaibes | eamaskomy e chalbol is laking me Deagh & Faaling comfonable sid heppy thal  hesslf and aceephed and sale. She
questans hore ard get the answers | serias of short guesticns o help sort she can connect o a somecne fr help  now knaws fhere i a notwork of
nesest ol what Fformation | ieed i & incanspicuUs way pmmmals willing & ready 1o bl

Custamer Fasling
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Toming™

& @ e w9 &
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@
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wouid need a transior. wil be accented Inio the refuge.
« M she was disabied she would
et 15 s e o
communicate through otber dormes.
‘Opportunities.

- Greate a chatbot that is quick and
Fadgnaiv b iaalve Biy
conGems

Automate ang simplity form filing
process wih chalbet o halp
wathlhiaugh,

- Oppartunity ta add form for
taedbick al end ol

+ Guick 501 aasy connection 03
oAl o paraler coreuniaten.

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

THE GIRLS REFUGE

How might we improve the
communication method for

How might we create a How might we entice users to . . .
potential clients of The Girls
chatbot that doesn’t feel too use the chatbot rather than . . .
. Refuge and quickly identify
inhuman. call the operators. . . .
those in crisis and need
urgent help.
How might we minimise the
How might we help female How might we create a wait time for young persons
identifying youth to access chatbot experience in TGR in need of helpinan
the information they required website where female emergency due to their
quickly by creating a chatbot identifying youths are situation while ensuring those
experience in the TGR comfortable to interact and that do not need urgent help
website. fell free of judgment. still receive relevamt

information.

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



THE GIRLS REFUGE

Crazy 8's l E

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

) g NI to identify the most valuable
Nes *

and practical features.




MVP MATRIX

THE GIRLS REFUGE

The MVP matrix established what
key features we should look into.
We focused on easy to apply and

high in value features to implement.

EASY TO APPLY & HIGH IN VALUE
High Value / Easy

iy Search bar
caltmegermsi within the

et chatbor Emoticons to express emotional state
Download & upload files
SOS emergency button
Ask for a call-back
Search within the live chat

See case manager profile images and firsthame -
and online status

Start a video call

Send voice messages




Story Board l F

FRAME 2 FRAME 3

Zarah getting exposed Zarah being confronted Zarah being isolated



Story Board

FRAME 4

S0s

{2

Connect to a case manager '
I
Unsure what you need? .
Ask below... ’
- —

V]

FRAME 5

Are you safe? Do you need
crisis accomodation?

YES

I need a place to stay, | don't ~
feel safe at home. My brother
wants to hurt me.

We will do our best to help
you. First please answer a
few short questions.

Are you aged between
13177

YES
Do you identify as female or
was assigned female by birth?

:
v

V)

Zarah making contact

Zarah interacting with TGR

THE GIRLS REFUGE

FRAME 6

Feeling safe and supported



The Girls Refuge

Presented by team T2

PROJECT PRESENTATION
» Peachy
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- Patty
« Hamish
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User flow

e e = i s - Our focus was on gaining necessary

user information, Al 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.




Wireframe sketches

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.




Deliver

We build and test our solutions

)



Wireframes [ Lo-Fi Prototype

- Based on the user-flow we progressed in

START SCREEN TGRBOT / Al USER DECISION
creating wireframes visualising the user

The Girls Refuge ¢ atting to -BOT. ! m e — H . . . .

sheretohelp. M) covosamas interacting with the chatbot, getting referred
R “ Do you identify as female = m .

= to a case manager and leaving feedback.

N s
X . e
e S = - Through an iterative process we also applied

interactions, animations and delays to

Hi, Welcome to The Girls Refuge
website, Please select from the options
below:

Pl & enhance the simulation converting the

going to throw me out of the house.

A | need Accomodation

wireframes to a Lo-Fi prototype.

General Enquiry

Donate Volu
olunteer Hello, | need some help. | dont know

where | can stay tonight. My brother
is threatening to out me and he's
going to throw me out of the house.

- At this stage we also took the opportunity to

el | v reach out to the client to receive important

feedback we applied to the next stage -
Hi-Fi prototyping.



Hi-Fi Prototype [ User testing

HI-FI VERSION /[ V2

The Girls Refuge
is here to help.

The Girls
'  Refuge

Please select from the options below:

DONATE

FAQ

USER FEEDBACK

User Testing

User Testing

User Testing

User Testing

User Testing

Change ticks and crosses to yes and no

Adjust with of chatbot / too narrow

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.”

Bring back emergency option at beginning
of start page.

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.

« In a collaborative effort we were
able to gain access to team I's
welbsite 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

The Girls Refuge
is here to help.

The Girls
Refuge

Please select from the options below:

DONATE

m II

AQ

HI-FI VERSION [ V3

The Girls Refuge is here to help.

The Girls
Refuge

| NEED ACCOMMODATION

|

DONATE

v YES X NO

Hi, are you ok?
Can | help you?

SOME KEY FINDINGS

« the 000 / emergency button
brought back to the start screen

- changed wording to sound more
empathic

« updated width of the chatbot to
allow for more space

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



Prototype Presentation [ Desktop

QUICK EXIT

The Girls
Refuge HOME Services About Us v Resources v Donate v Contact Us

The Girls
' Refuge

C&f’fhf FOF ff'f’/s’ in need ’

g

The Girls Refuge is here to help.

The Girls
'  Refuge

% | NEED ACCOMMODATION

How we help

[=) Emergency stays £\ Shortterm stays A cafe and inclusive place for



Prototype Presentation [ Desktop

The Girls ‘

' Refuge HOME Services About Us v Resources v Donate v Contact Us GET HELP

The Girls
' Refuge

Caring for girls in need

Chatting to TGR Bot

% 1 need accommodation

Hello, | am the TGRbot and | am
here to help. Do you have
somewhere safe to stay tonight?

Chathat
No
You
W‘&ﬂ? ‘ Please select from the options
J below:
Ghatbot

| need accomodation now.

You
Fhanks for that! It would be great to know your namD
Chathet
2 [ ]
e @
LLE Zara| v i

En Emergency stays G Short term stays A Qafe wa é‘n—c/ﬂri&e p/ace Far



Prototype Presentation [ Desktop

URGENT CONTACT

The Girls
) Refuge HOME Services About Us v Resources v Donate v Contact Us

The Girls
'  Refuge

C’am’nf] For yx'rfg 'h need /

Connecting to case manager...

% 1 need accommodation

Zarah, would you like me to connect
youi ta one of aur friendly TGR case
managers? A case manager will be
able to help answer any questions
and assess your current situation.
The conversation is confidential.

Chatbot

GET HELP }

Zarah
Connecting to & Case Manager

You afe 2nd (nling
Approx waiting timea - 3 minutes

Connecting to a Case Manager
You are 15t in line
Approx waiting time - 1 minute

How we help Q

[=] Emergency stays £\ Shortterm stays A cafe and inclusive place for



Prototype Presentation [ Desktop

URGENT CONTACT HIDE MY SEARCH GUIDE

The Girls

Refuge HOME Services About Us v Resources wv Donate v Contact Us GET HELP
:, .
&
' h e G I rI s The Girls Refuge is here to help.
J g ;r.
Cr:wfn 9 For 3[;4";‘ (n need
How was your experience

GET HELP with Betty?

Skip

How we help

[=) Emergency stays . Shorttermstays A eafe and inclusive place for



Prototype Presentation [ Mobile




What's next?

Being more inclusive to larger base NEXT STEPS

of users by looking into implementing CONSIDERATIONS
TELETEXT as another option.

Implementing an API to let chatbot
translate to other languages

Grow ecosystem by allowing users to
login and sign up.

Migrate this platform to a mobile app





