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AnIntroduction to the Volunteer Matching App for Rural Elderly Care
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Jockey Club Design Institute for Social Innovation
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Rosalynn Carter, the former First Lady of the United
States, once said, “There are only four types of people in
the world: those who have been caregivers; those who
are caregivers; those who will be caregivers; and those

who need caregivers. ”

In 1940, 13-year-old Rosalynn’s father and grandmother
passed away successively. As the eldest daughter

in the family, she and her mother shouldered the
responsibility of taking care of her grandfather and three
other siblings. From then on, she deeply understood

the loneliness and pressure of caregivers. Therefore,

she determined to bring the voice of caregivers into

the public sphere. In 1987, she established the Rosalynn
Carter Institute for Caregivers to advocate rights and
supports for caregivers, analyzing public policy from a

carer's perspective and focusing on carers’ well-being.

As Rosalyn points out, caregivers often neglect their
own needs while selflessly caring for others. Family is
the backing for everyone to settle down and live a life.
When caregivers work hard to care for us, the Jockey

Club Design Institute for Social Innovation (J.C.DISI) also
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hopes to find a way out for them and relieve their stress
by means of social innovation. The society should jointly
share and support the responsibility of “Community

Care for Carers”.

Starting from 2022, under the “PolyU Jockey Club
‘Operation Solnno™, J.C.DISI and the Hong Kong Council
of Social Service (HKCSS) will jointly organize a series of
programmes with the theme of “Community Support for
Carers” . We believe that, through co-creation, different
perspectives and opinions cross-pollinate and strengths
of different stakeholders integrate can make things
perfect. This is why J.C.DISI has emphasized cross-
sector and cross-disciplinary cooperation. The HKCSS is
the federation with the largest number of social welfare
member organizations. It emphasizes empirical research
in its work. It has convened colleagues from many

social welfare organizations to share basic research and
propose three directions for “Community Support for

Carers” programmes:

1. Enhance public awareness on the carer identity,
promote identification of carers in need, and encourage
community support for carers

2. Promote information sharing and mutual support
among carers so as to enhance carers’ capacity

3. Develop community-based respite service initiatives

After the programmes of Co-creation Workshops

and “One from Hundred Thousand” Symposium,

three innovative projects, namely “Your Community
Alternative Carer “, “Snap&Go”, and “CarerEPS Website
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Revamp” were selected to enter the stage of Action
Project to prototypes and trial runs the proposals. This
report records the insights gained from the UI/UX design
research to understand what are the needs of the

older carers, volunteers and staff from Sai Kung District
Community Centre when there is a mobile application
that would be available to coordinate community

support for carers in the rural districts.

Family carers, who provide unpaid care for our elderly
relatives, young children or children with special learning
needs, chronically ill or disabled family members,
shoulder tangible caregiving tasks as well as invisible
pressures. It is hoped that all sectors of society will
continue to implement social innovation projects

and create a close community support network for
caregivers in the community to share the pressure

of caregivers so that the physical, mental, social and
spiritual well-being of caregivers can also be taken care

of.

Ling Kar-kan, SBS
Director
Jockey Club Design Institute for Social Innovation

Hong Kong Polytechnic University
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The Hong Kong Council of Social Service
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The Hong Kong Council of Social Service (“HKCSS")
published a survey titled “Study on the Respite Needs
of Caregivers” in 2021. The results of the survey showed
that only 27.9% of the interviewed caregivers expressed
satisfaction with the allocation of their time in daily

life. Additionally, 35.6% and 37.1% of the respondents
rated their physical and mental conditions as “poor”

or “very poor” respectively. Furthermore, 46.8% of the
respondents reported that they needed to provide care
for 71 hours or more per week, indicating that many
caregivers face physical and mental stress due to the
long hours of caregiving and find it difficult to take
breaks. The optimization of existing support services
and the mobilization of community resources and
support for caregivers have become urgent issues that

need to be addressed.

Starting from 2021, the HKCSS has collaborated with

the Jockey Club Design Institute for Social Innovation
(“J.C.DISI") of the Hong Kong Polytechnic University to
launch a series of programmes themed “Community
Support for Carers” under PolyU Jockey Club “Operation
Solnno”. Through multiple design thinking workshops,

the HKCSS, J.C.DISI, social welfare organizations,
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and service recipients have jointly developed an
innovative programme with an mobile application called
“Snap&Go”. This program addresses the problem of
non-residential caregivers being unable to provide
immediate support due to the remote location of
elderly residents in the Sai Kung district. The “Snap&Go”
mobile app facilitates matching between these elderly
individuals and neighbors in the suburban areas,
providing basic care such as companionship, shopping
assistance, accompanying medical appointments, and
medication management. When necessary, referrals

are made to social workers at the Sai Kung district

community center for follow-up.

This programme utilizes information technology to
increase the success rate of matching, attract more
volunteers to participate, and enhance the efficiency
and confidence of volunteer management at community
centers. The HKCSS hopes that this programme will
inspire more social service organizations to leverage
information technology, expand the volunteer support
network in the community, and better support

caregivers.

Ms. Chan Hiu Yuen, Angie
Business Director,

The Hong Kong Council of Social Service
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Sai Kung District Community Centre
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First of all, | would like to express my gratitude to the
programme of PolyU Jockey Club “Operation Solnno”, in
which Sai Kung District Community Centre is provided
with the opportunity to collaborate with Jockey Club
Design Institute for Social Innovation (J.C.DISI) to co-
create the mobile application “Snap&Go: Community
Volunteer Matching Platform” using the concept of

Design Thinking.

Sai Kung District is vast, covering over 100 villages, and
is home to ten thousand elderly residents. There is a
significant number of elderly individuals living alone or
taking care of each other. Due to the low population
density and the remote location of the villages from the
city center, the elderly in Sai Kung District have limited
access to social services. Additionally, the hilly terrain
and infrequent public transportation services pose
challenges. Despite being known as “The Back Garden
of Hong Kong"” for aging in place, the elderly in Sai Kung
District face various pressures in their daily lives and

care.
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Therefore, the “Snap&Go” mobile app serves two

main purposes. On one hand, it quickly matches local
volunteers to provide respite services for the elderly at
home. On the other hand, it increases the participation
of local volunteers, thereby strengthening community
capital. Through the mobile app, volunteers can enhance
various aspects of elderly care, temporarily assuming
the role of caregivers. This may include services such

as home haircuts, shopping assistance, minor repairs,

or even companionship in playing games, ultimately
improving the quality of care and support for the elderly.
The application also records and tracks the number

of service hours provided by volunteers, reducing

administrative costs for managing volunteer activities.

The collaboration process has been challenging but
has also created many wonderful memories. As a social
service organization, it is essential to have the courage
to break free from conventional thinking in order to
construct new solutions, especially in response to the

new normal of societal needs.

Ms. Eva Chan
Assistant Chief Executive

Sai Kung District Community Centre
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Project Background
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[1] Research Office Legislative Council Secretariat. Digital inclusion of the elderly, 30 October 2023, https://app7.legco.gov.

In today’s ever-changing world, communities must
address diverse needs through innovative solutions,
especially during crises like the COVID-19 pandemic.
During this time, many older adults turned to digital
solutions for daily needs and social connections.

A Hong Kong survey showed that internet usage
among individuals aged 65 and over surged from
44% in 2016 to 81.8% in 2022. This digital engagement

primarily involved information searches, social media

communication, and online entertainment. "

Recognizing the critical role of digital connectivity

in public health, the Hong Kong government actively
promoted technology adoption among the elderly.
Smartphones with free mobile service were distributed
to 20,000 underprivileged elderly individuals, along

with training programs to familiarize them with essential

applications like LeaveHomeSafe. %!

This concerted effort, along with other digital inclusion
initiatives, proved instrumental in helping elderly
citizens access public services and maintain social
connections throughout the pandemic. Furthermore,
research has indicated that such technology adoption
programs among the elderly correlate with reduced

feelings of loneliness and an overall improvement in

quality of life. [¥!

hk/rpdb/en/uploads/2023/ISSH/ISSH25_2023_20231030_en.pdf.

[2] The Hong Kong Jockey Club. “Jockey Club supports distribution of 20,000 “LeaveHomeSafe” compatible smartphones
to underprivileged elderly.” The Hong Kong Jockey Club, 21 12 2021, https://www.hkjc.org.cn/en-US/about/news.aspx-

?in_file=news_2021122101007.html.

ARE
Sai Kung District
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Sai Kung District, home to approximately 110 villages
and around 10,000 elderly individuals aged above 65,
the challenges of rural elderly care are particularly
pronounced. The remote location and inconvenient
transportation in Sai Kung have resulted in the current
public resource allocation struggling to meet the needs
of the elderly community, including access to public

facilities and medical services.

One prevalent situation faced by many elderly
residents is that of “families of elderly doubletons,”
where most carers are also elders over the age of 70.
The combination of the remote living environment

and carers’ own health conditions often leads to
exhaustion and leaves them with insufficient time to
care for themselves. This situation puts carers at risk for
burnout, anxiety, and depression, hindering their ability
to provide the necessary care and support for their

elderly partner.

Amidst these challenges, seeking assistance from
neighbors appears to be a potential solution. However,
the current lack of connectivity among neighbours
poses a significant hurdle. Many neighbours are unaware
of the needs of their fellow residents, particularly those
of the elderly. This disconnection prevents the potential
network of support that could be harnessed to provide
care, companionship, and assistance to those in need.
Recognizing this pressing need for a collaborative and
interconnected community, it has become imperative
to find a solution that not only alleviates the stress on
carers but also facilitates the creation of a supportive
and cohesive environment. By fostering a sense of unity
and mutual aid, the aim is to transform neighbors into
allies, working together to enhance the well-being of the

elderly residents in Sai Kung District.

[3] Yang, Chun, et al. “Mobile Application Use and Loneliness among Older Adults in the Digital Age: Insights from a Sur-
vey in Hong Kong during the COVID-19 Pandemic.” NCBI, 23 June 2022, https://www.ncbi.nlm.nih.gov/pmc/articles/

PMC9265966/.
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This report delves into the pressing issues faced by the
rural elderly in Sai Kung District and explores through
the power of technology and community engagement,
how we can bridge the gap between isolated caregivers
and isolated elderly individuals, creating a thriving
network where everyone contributes to a stronger, more
resilient community. As technology rapidly advances
and societal landscapes shift, the key to fostering

a harmonious community lies in striking a delicate

balance between traditional values and modern tools.
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PolyU Jockey Club Operation Solnno Season 13: “Community Support for Carers”
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Hong Kong is a rapidly ageing society - it is becoming
more common for an elderly to take care of another
elderly. The declining strength and health conditions
exerted huge pressure on the ageing carers. Coupled
with tragedies concerning family carers from time

to time, the hardship faced by carers has attracted
attention from various sectors. Whether or not our
society could effectively mobilize the community
resources in supporting the family carers not only
concerns the wellbeing of the cared, but is also a matter

of social sustainability of the community.

In 2022, Jockey Club Design Institute for Social
Innovation of The Hong Kong Polytechnic University
(J.C.DISI) and The Hong Kong Council of Social Service
(HKCSS) co-organized the 13th seasonal innovation
theme of “Community Support for Carers” under “PolyU
Jockey Club Operation Solnno” to invite innovative
ideas from NGOs in fostering community support for
carers. This report focuses on the proposal specific
to The Sai Kung District Community Center in mobilizing
neighbourhood relationships as community assets to

support carers in the rural area.

AEEHEHD (SKDCC)

The Sai Kung District Community Center (SKDCC)
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The Sai Kung District Community Center (from here
onwards referred to as the “Center”), established as a
non-profit-making charitable organization in 1970, with
a central mission of “connecting communities, caring
for villagers, and protecting nature.” The center has
always identified a pressing need to cater to the elderly
population residing in the rural regions of Sai Kung,

and this was further confirmed when in 2022, It was
discovered that there was an upward trend in carers

from the Sai Kung district actively seeking assistance.

In response to the escalating demand for carer services
and assistance, the Center teamed up with J.C.DISI

to create a volunteer matching app to bring together
carers, volunteers, and community members. The
primary objective of the app is to enable the elderly/
carers to seek services from neighbors and volunteers
efficiently, empowering them to access timely
assistance. At the same time, the application sought

to be a source of relief for the carers, reducing their

anxiety levels and stress.

Moreover, the Centre aspired to enhance carers’
familiarity with social welfare services in the district. By
fostering awareness and accessibility, the application
hopes to strengthen the community’s social fabric,

providing a safety net that ensured no one is left behind.
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To initiate the project, J.C.DISI conducted an initial
research involving older adults and carers living in Sai
Kung. 9 older carers aged about 70 to 85, separated
into two groups, participated in a focus group on 21
June 2022 with visual aids. The primary objective of
this research was to gain a deeper understanding of the
fundamental requirements of the project by assessing
the older adults’ familiarity with phone usage within the

Sai Kung community.

HFRER

Research Findings

REOEEAMEEEFHRERARER?

For elderly that use a smartphone, what are the apps they frequently use on a daily basis?
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AEREKEEANERER
Apps that are frequently used by the elderly population in Sai Kung
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Based on the research findings (Figure 1), it was evident
that the application “WhatsApp” stands out as the most
frequently used platform among the older generation

of Sai Kung. Following closely behind are “Leave Home

Safe” and “YouTube,” equally at the second position.
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Frequent keyboard input methods

By identifying “WhatsApp” as the

preferred choice, the research provides
valuable insights into the communication
preferences of older adults in the
community. This knowledge aids to ensure
during the design stage of the volunteering
application, the user-flow should align
seamlessly with their existing usage
patterns. Moreover, understanding the
prominence of “Leave Home Safe” and
“YouTube” sheds light on the functionalities
that resonate with seniors, allowing for the
incorporation of familiar features and icons

in the new app.

MEERTRTRERENXFHAZL(E  The research findings further unveiled insights regarding
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the elderly’s preferred methods of character input
(Figure 2). A majority of the participants expressed a

strong preference for using the handwrite keyboard,
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With a focus on inclusivity, these findings
have shed light on essential considerations
for crafting an elderly-friendly volunteering
application. In instances where text input
is required, integrating the “voice to text”
feature becomes crucial, as it caters to
those who may find traditional keyboard
usage challenging. However, the research
goes beyond this aspect, minimizing text

input altogether, would be crucial.

To ensure the application’s user-
friendliness for older adults with varying
literacy capabilities, adopting an image-
based user experience emerges as a

key strategy. Leveraging visuals, icons,

and intuitive imagery can effectively
communicate information, enabling seniors
to navigate the application effortlessly.

By reducing reliance on text-heavy
interactions and embracing visual cues, the
application can accommodate users with

diverse literacy levels.

4 with the “voice to text” feature closely following as the
TSR Y 8
second choice. A notable portion of the older adults Priority of services needed
admitted to having little or no familiarity with keyboard

features at all.
»THERAREREIENZAMEAEREN 1o develop a comprehensive and user-centric volunteer

ER N EBREARARRMEERFTEARE  matching application, JC.DISI and the Centre recognizes
My thEBEESEEERRERRMHERSE. the significance of not only focusing on user flow and

EABERS—% JCDISIEB TR Intuitive design but also giving due consideration to
2 Figure 2 5 EEEaY SR the content offered. As a crucial first step, J.C.DISI's
2 ™ \] o
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Elderly population’s input methods with their smart devices

team sought input on the services that hold the utmost

importance to the elderly residents of Sai Kung.

® = 0 Ex8EE 0 %= HEE © TlEER
Handwrite Voice-to-text Voice Recording English None
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the elderly community in Sai Kung values the most:

ER (2 BEHHRARY/EED | Health-related activities
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Participants emphasized the need for health-related services
that cater to their well-being and safety. These services include

body checks, monitoring vital indicators, and escort assistance.

IHE R | Filling out forms

AR RERECTREZHNITHRFERSIEE LHRTER RIERF-
The Sai Kung elderly expressed a desire for assistance in navigating
bureaucratic processes, particularly when it comes to filling out

forms.

emerged, shedding light on the essential services that

Z2RFE (RIE) | Urgent services (emergencies)
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The participants highlighted the importance of having access to

urgent services during emergencies.

P&+ AR5 | Accompany services
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Companionship and support emerged as a significant category,

reflecting the need for engaging interactions in various aspects of daily

life. This includes services like reading letters, smartphone lessons, and

engaging in casual conversations.
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Expanding on these valuable insights, it becomes
apparent that the elderly population within the Sai Kung
district exhibits limited familiarity with smartphones.
Nevertheless, their willingness to embrace a solution
enabling them to request services is evident. This led
to the conception of a volunteering app idea by the
Centre, aimed at facilitating neighborly assistance.

The core principle guiding this app’s development was
ensuring its usability remained uncomplicated and
intuitive, particularly for the elderly who possess less
familiarity with smartphones. This marked the inception

of the SKDCC volunteering app “Snap & Go”.
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2022

2023

SBIPEER
Stagel

March 18t - April 8
JCDISIEFREEHEFLBEN T (FH
J.C.DISI workshop with SKDCC staff
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JDISI organized a series of workshops for the center’s staff, where they employed

design thinking strategies to brainstorm ideas and engaged in simple storyboarding

to outline their ideal solutions for the design challenges. Additionally, the JCIDISI
team conducted focus group sessions with participants from the Sai Kung district

to gather preliminary findings and potential solutions.

£ H9F
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June 21t

J.C.DISIEFRZE
Research by J.C.DISI PREER —

Stage 2

SH2REE : P RS HA
Stage 2 : Preliminary User
Engagement

December 1t
APII{ESS (REMETL)

Introductory workshop (elderly and volunteers)

December 14

7=l ]
Research by J.C.DISI

SE3PEER  THB#T

Stage 3 : Project Execution
(Studio Doozy)

February 2
SRR 2 ET F (HE)

EE-H—.—HAr»\—

Studio Doozy #EE A sx st EER] B B R B F —PERAVERIIERMNM S tfIREEN=
BEEFDE—FORE ZINRE/REE —BMAPI TR BEETHRSHDE
HEURRIRVERIZE B R Z23R LU thPI 2 R B R %

Studio Doozy was enlisted as the design consultant to bring the concepts to

life, building upon the findings and ideas generated in stage 1. Additionally, three
introductory workshops were developed for the center’s staff, volunteers, and
elderly individuals/carers—the project’s three key stakeholders. These workshops
aimed to gain insights into their technology proficiency, needs, requirements, and,

most importantly, the current dynamics among them.

Presentation and engagement workshop (staff)

REER=
Stage 3

April 27t

SRR 2 ET F (HE)
Presentation and engagement workshop (staff)

May 18t
BARZHETER(EINRSE)

User engagement workshop
(volunteer and elderly)

FAPEER : THERTHIITEME
Stage 4 : Project Execution
Technical Aspect

(Yakoo)

et RER R A R B R U R B =5 F

BINE TR TIRHRIE R BRRIET ZEA M2 UI/UXT
MRE-BAFEAROHE - BEINMREEMAR TS BLERNE

Rt ARz LS
SEIRELR -

Building on the workshop findings from Stage 2, multiple user flows, Ul/UX
screens, user flow logics, and prototypes were generated. These were continually
refined through ongoing user engagement workshops involving the center’s staff,

volunteers, and elderly participants.

ﬁ%ﬁ'ﬁaﬁuﬂﬂﬁﬂﬂﬁﬁﬁﬁﬂ’]ﬁﬁ*aﬁw
AT TR FE:EG pY

Design consultant handed off research, Stage 4

wireframes and final design of each page
of the user.

Studio Doozy P A KR ZT IR 48 R 5 5T AR B AR R TR ] Yakoo i TE B BT &

fEmERRET-

Studio Doozy transfers all the findings, outcomes, design and prototypes to the

Technical Consultant Yakoo for their technical team to transform the project into

an app.
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As previously mentioned, J.C.DISI conducted a series
of workshops with the Centre's staff, employing design
thinking tools to gain a preliminary understanding

of their current challenges and requirements. The
workshops also involved creating storyboards to
illustrate their ideal solutions. This exercise served

to align everyone involved in the project, reducing
uncertainties and facilitating effective communication
with the design and technical consultants regarding

their precise expectations.

SKDCC staff currently rely solely on WhatsApp and
phone calls to communicate with volunteers and elderly
individuals. This approach is only effective if both the
elderly and volunteers are already registered with the
center. Moreover, this method leads to an overwhelming
workload, as they must manage multiple individual
chats and group conversations based on volunteer
groups. There is no straightforward way to navigate
these various groups, prioritize urgent matters, and stay
organized in handling all communications. Additionally,
it proves challenging for them to reach out to non-
members, leaving some elderly individuals unaware

of the available tools and support, hindering inter-

community socialization and resource utilization.
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Pain point
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Design Concepts

—fAETREAERX
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A volunteering
app that:
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Carers experience significant stress, especially when some of them are
also in their 60s, leaving them with little time to care for themselves.
Carers and elderly individuals lack awareness of the services offered by
the Center, resulting in suboptimal utilization of community resources.
Attracting new members to participate as volunteers proves challenging
Limited volunteers can result in assistance not being delivered promptly

when needed

BIBRERIENRARAREANIIR KBS TFE-
& IR RHE—EEENTS X LER.CEBME TR S AR EIEE
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Alleviate staff workload by streamlining processes and optimizing efficiency
within the application.

Enhance the volunteer experience by providing a seamless way to respond
to center events and volunteering opportunities, thus minimizing missed

opportunities due to delayed responses.

. Create an intuitive platform for older adults, ensuring ease of use with minimal

steps required to achieve the goal of finding a suitable volunteer.

. Sustainability

- Alleviate staff arrangements

- Community residents are aware of resources around them
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An app designed along the lines of a service delivery
platform like Deliveroo (Figure 3), where users can
select the specific service they require and request
volunteers to assist with their tasks. This app serves as
a bridge, connecting center staff, volunteers, and elderly

individuals, enhancing workflow efficiency.

Simultaneously, it introduces elderly individuals and
caregivers to the wealth of community resources
available to them (Figure 4). It informs a broader range
of community residents about the various services
the Center offers, with the goal of encouraging

more volunteers to participate. This app simplifies

the process of becoming a volunteer and offers a
convenient way for individuals to explore how they can
contribute to the community, all at the touch of their

phone.
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Rough storyboard from the Centre
3 Figure 3
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Detailed storyboard from the Centre
4 Figure 4
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Stage 2

2022428 Studio Doozy REEAARIEEM  In February 2022, Studio Doozy took on the role of
AR A= HIEOBLT=@ET et %  design consultant for this project. Studio Doozy's team
BT RE—ARESESFN TERZfE  conducted three workshops involving the three primary

BRI A DR ERET R S THEE S stakeholders of this project. The main objective of these

B U RELME Z A EE-

tEsh BET ER TR EEREMTEREN

workshops was to gain a comprehensive understanding
of the current workflow and dynamics within each
stakeholder group. This encompassed interactions

between staff and volunteers, volunteers and elderly

RETE R B RBREA T AN RN individuals, and elderly individuals and staff.
MEZ BRI AE It

BRATFHNAR
B2

Workshop
Demographics

IEER

Workshop
Objectives
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Additionally, the workshops aimed to verify and refine
the existing design brief and the ultimate goal was to
enhance the platform’s chances of sustainability and

widespread usage.

AGRn - REMIRES

Session A - Elderly and Carers

- REEMERSE « Carers and elderly
e EHIT *  Volunteers
. hNEBE + Centre's staff

HA BN S AR ETEREEHET OVEERETMITAER MR E
202212 H1H - AFIT1ELR (BEHZETL)

To identify, apprehend, and validate each demographic’s behaviour and position
within the SKDCC operational ecosystem.

Ist December 2022 — Introductory workshop (elderly and volunteers)

AR ABRMR ETERA T RIREEE N RE MBI GHEERE T LU PIE RO BRFS R R
Objective
Session A’s aim was to understand better carers’ and elderlies’ visual literacy and
service preferences from the Centre.
ﬁéﬁﬁgﬁﬁﬁl RAREESEARMERNER - BEMEAEXERRE B NERERRE
Workshop Visual BIhEE SIEARBET G - TIFH UM EBGHEEIGRE i EREENREHERA
literacy RBES WERMREER) FIEEZE

Modern visual language is the cornerstone of user interface design. Websites and
Apps employ a wide range of colours, graphics, and icons to organise functions
and guide users to navigate their platform. Therefore, two primary visual literacy
exercises were carried out to examine carers’ and elderlies’ understanding of

modern visual languages such as icons and design patterns.
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Examples of icons used during the workshop

5 Figure 5

2INEFERERARCE 2 E TR/ ARFSERIRIAIRE

Al table the participants had to match the icons to, associating
with the function / service

6 Figure 6
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Part A - Icons

ZREFZESMERMPINBEEERE RE  The exercise encouraged participants to express their
BERAEZRVEAR thoughts on whether icons represented what they

associated with their everyday experiences.

P © AZNEEGE-EERER LRHEENNRE—EFR Lo
Approach «  IETR2NERSERRNREEARE D W EE—5|RT| HRIARESEITACH
« FHAERSINENAER R R WRMPIS R RA T ERE AR EBIS AR SIEMAY
IR

* A set of commonly used icons was created and printed on top of a set of
cards for the participants.

* Following this, the participants were instructed to match each icon, positioned
on an Al table, with a selection of services printed in each column.

» Detailed observations were conducted to monitor how the participants
engaged with the cards, and discussions were held with them to delve
into their perspectives on why certain pairings appeared either obvious or

obscure.

38

2INER ERAINEE/RFFETRE
Participants matching the icons with the function/service
7 Figure 7

REEFRERT2MEBNTF R
Purple post-it notes signifying participants’ initial impressions
8 Figure 8
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Part B - Service prioritisation

RSMEFIIMLERRRENRE TR The objective is to understand the desires, needs, and
EMBEENER PEMEE FRDZEM  expectations of elderly individuals and their carers by

FIEBIREEEE SR ranking their most preferred services provided by the
Centre, while also sharing insights into their current daily
routines.

7k - EHFMERR 8%RFR LR LPORMIRT tEANSEFRIORES

Approach - IEESNEREERGREZUR—FRETI —RTREE ARTAER-

- BRHR/SRSHNZERE MERSMERLMFIB A TaREE RN RIERA
BB A (HEE PT LACR B R ZE /R

- EEREKRTBERET REESNEFRSES EROATRGSRTNREEE 2
FRAIENHE

» A set of cards was prepared, each labeled with available services offered by
the Centre or those highly in demand within the community.

* The participants were subsequently instructed to rate these services on a
scale ranging from one to five, with one indicating the highest importance and
five representing unimportance.

» Three services that received the highest ratings were selected, and
participants were asked to depict their current or anticipated experiences
while also expressing any existing challenges and potential improvements.

« Throughout this exercise, active engagement with the participants was
maintained to gain insights into their thought processes, rationales, and

motivations within an imaginary scenario.

BEIR HEEBRTS BEE | EED
5 SRR
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Example of Service Cards Prioritized in Importance Ranking
9 Figure 9
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Ranking of Services by Elderly and Carers with Explanations of Current Challenges
10 Figure 10
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Session B - Volunteers Part 2: Discussion

FEKRBSERERTHRBEENREZE  The second exercise seeks to prompt participants to

BiZ B BT SIERA T BE THE RN SRS TS BHES SRR BMPURARS AESE IS empathize with carers and elderly individuals, allowing
Objective . B EHHEATRETE RN E S MR ERRREE A E SR o FERED URERETLHEARELET  them to delve into potential issues and concerns
- ECHARARNETAREENRENT IR TR B EEN A BBERBNIAER S EMBNANRYL  enoomPpassing the folowing topics: Accessibllity
CU{E S 55k AT Hﬁt‘gﬂ] B E R o ETHAE BeREEZNESEOSEE Expectation, Trust and Security, and User-friendliness.
B AR ZEEBIZEAES P =’ of B AR ER 7

s The aim is to investigate the everyday challenges and
SR E# AR A A R 2 o g yaay g

difficulties faced by carers and elderly individuals from a
The second workshop seeks to gain insights into volunteers’ needs and

volunteer’s viewpoint.

challenges, it was structured into two parts:

* Part1aims to gain a deeper understanding of volunteers’ current interactions
with the Centre and their involvement with carers and elderly individuals.

» Part 2 delves into potential concerns that may arise when volunteers
perform tasks for and with carers and elderly individuals. These concerns are
categorized into four topics: Approach, Accessibility, Expectation, and User-

friendliness.

F1E45 : ARKE

Part 1: User Journey

EEGENENEEE TRETHERE B The objective of this exercise is to comprehensively % TEPa Pl E AR S T BRI

R OHUEMPIR AR E TR Bt comprehend the volunteer's experience, starting from Volunteers Discussing Their Current Volunteering User Journey
p P g

FPREEMRBEENEE UREMIFTRRY their approval as a registered volunteer by the Centre, M Figure T

B(EBIZo to their engagement in assisting and fulfilling tasks for

carers and elderly individuals.

ik « IS M SMEEREFREESRERENAIRE L BRtfifET
Approach k2 Emesh - BRERSS
« ERESNNERER ZEMFIREPTE SRR W LI 1TRIMRIEE  LURE
fthFIE RIS

* In the initial session, an Al table was prepared with columns to guide

participants in illustrating their volunteering journey, whether it was on a daily,

monthly, or annual basis, with post-it notes.

* Building on the insights gathered from participants’ responses, they were

EITRRBERENRENETEENRIIR

Volunteers Exploring Potential Issues and Concerns of Carers and Elderly Individuals

encouraged to articulate the challenges they faced and propose potential

solutions to alleviate their current difficulties. 12 Figure 12
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14th December 2022 - Staff workshop

Sl EEHTTRPOBEEARE SBENEA LFRERINERMEE (TERT LAREEN
Objective REZHENHME UAESNES - EEEEEMAESEHERONALRIFERRE

The objective is to comprehensively understand the experiences and challenges
encountered by Centre staff while performing their daily, weekly, or monthly
tasks to facilitate the connection between volunteers and carers and elderly
individuals, as well as the organization of programs and events. This also includes
maintaining an efficient communication channel with all personnel involved with

the community centre.

7k o EIESHRFE M 2MNEBREIE 0 EFIRENIRTS UKk RkAH LR
Approach HBEYPIRFSE o
- BEELNIRISETSE LR AR ERS B A MRS E e RN WRALfEmN®E
Staff Workshop Discussion
{EfAIRERE © 14 Figure 14

- EFRTEMD BBNENR GREthPIERERNME LEREm iR A ITRERN
R EROEHEBEE

* Inthe initial session, participants were tasked with listing the services
currently provided by the Centre and those they aspire to offer in the future.

*  Subsequently, high-priority services were categorized, broken down into
stages with operational details, and any challenges associated with their
implementation were documented

* Inthe second session, discussions were held with participants to consolidate
the challenges they had identified and to brainstorm potential solutions

aimed at enhancing various aspects of the Centre’s operations.

BHEREEZRPEREER )
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B B8 2179 > fiRL
3. RR ?
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Staff Workshop Materials Staff Workshop Generating “How Might We” Questions to Identify Target Audience, Action, and End Results
13 Figure 13 15 Figure 15
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Following the introductory workshops, Studio Doozy’s
team leveraged the findings and insights gained to
redefine the project brief. This included reprioritizing
the platform’s requirements, to initiate the planning
and design of three interfaces for the comprehensive

volunteering app:

* Interface for Elderly
* Interface for Volunteers

e Interface for Staff

Consequently, this stage commenced with UX Design,
encompassing the planning and design of the user

flow along with screen-by-screen planning, followed

by the Ul design. Additionally, several workshops were
conducted throughout the platform’s design and
development phases to gather further insights and tailor

the platform to the needs of its target end users.

FHRae
Design Challenge

ROBERIEERBRRME?

What are the current challenges by the centre?

ARG A PR — A EER
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The Centre had provided one extensive design challenge

before the commencement of the project:

An application/online platform that facilitates elderly
and carers living in sai kung to easily reach out and

request volunteering services.

The centre would like an easy way to discover the needs
of the elderlies / carers, notify the relevant volunteers
and easily keep track of the services being performed

and follow up with the services whenever necessary.

The results gathered from the workshop with the three
stakeholders supported the understanding of the
current difficulties in tackling this design challenge and
potentially what can be done to bridge the gap and

create a holistic volunteering matching app.
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Session A - Visual Literacy Discovery
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Carers and elderlies are
not visually literate with
user interfaces
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BINERED P E FBRIFER

commonly used in apps

AEREREEXFHER

220> flanWhatsApp AR

They can recognise Icons are easily

recognised with colours

such as WhatsApp and a name

From the “Visual Literacy” workshop conducted with
elderly participants and caregivers, valuable insights
have emerged. It has become evident that the older
adults generally lack familiarity and comfort with user
interfaces. However, they do exhibit recognition of
commonly employed icons such as the phone call,
messaging, and settings icons, which are prevalent

in iOS and Android interfaces, as well as popular

applications like WhatsApp.

L RE
Messaging Settings

Feedback from participants also indicates that certain

icons are most effective when accompanied by

corresponding text or distinct colors.

W SR B9 R A2

Insights Gathered
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Within the caregiver and elderly demographic, there
exists a notable unfamiliarity with contemporary visual
cues present in applications and web-based platforms.
Therefore, when crafting the design of a platform,

several key considerations emerge:

*  One potential approach involves linking functional
and service names with icons, facilitating the
navigation of applications for this demographic.

+ Simplifying and streamlining an app’s functions and
user journey to ensure the elderly demographic can
easily access the services to prevent or minimise
feelings of disorientation.

* Itis crucial to deliberate on whether the creation
of an application tailored for caregivers and the
elderly will genuinely enhance their daily routines, as
opposed to potentially complicating familiar tasks
such as making phone calls or addressing concerns
with friends and neighbors. Careful assessment is

required to strike the right balance.
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Session A & B discovery and insights
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Session B - Service Prioritisation
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Carers and elderlies They expect more Some of them prefer a 24 There is importance A challenge to acquire

and respond to SKDCC
group messages and notices

A challenge to organise
in maintaining healthy

favour medical, repair
and cleaning services from SKDCC boundaries

immediate responses hour response service group announcements
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To consolidate the participants’ preferred services,
they were categorized into three distinct categories:
1. Physical needs
2. Psychological and / or emotional needs

3. Practical needs

Overall, it became apparent that the participants
placed a higher priority on their psychological
and emotional well-being, as evidenced by

their preference for services and activities like

community services and social media lessons.

It became evident that they had various alternative
means of seeking immediate assistance (e.g. a direct

telephone line to contact home repair experts)

Following the workshop, the decision was made to
prioritize the provision of psychological/emotional
or practical but non-urgent services, especially the

center cannot offer immediate physical services.
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Volunteers
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Objectives
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The importance of maintaining healthy
boundaries with carers and elderly
individuals was emphasized by the
volunteers, as excessive dependence
or overcommitment could lead to
exhaustion.

Participants acknowledged that

the Centre has been proactive in
ensuring the establishment of healthy
boundaries between volunteers, carers,
and elderly individuals.

Participants encountered difficulties

in accessing and responding to group
messages from the Centre.

Volunteers are required to report
visitation-related issues to Centre staff.
Given that the primary communication
channel between volunteers and the
Centre is individual WhatsApp group
chats, participants found it challenging
to differentiate between important

announcements and irrelevant notices.

53



¥

SRERNEE
Physical Needs

1)

B LEE

Practical Needs

BRENEE
Psychological and
Emotional Needs

JFEZBI3EN

Non-urgent needs

AR - BARTHERBENRELHKDE

Insights RERNSE BERNEREENEER
B TR E AR LWhatsAppEf4RiE
AR

- EEREMTEEEAENNIHAENE
89> MUinag AR 0 B % T 2 R i@ R
o

- ERERTBEEEHETNERE
o B IE— LR ER BN —ARIEAN ©

- HMRBANFESFRERFA BURT
BB BN EEBMERE A
HENEEHORIRARRAEIERE (KPI) ©

54

While volunteers generally have few
challenges when interacting with carers
and elderly individuals, the primary
obstacle to effective communication
appears to be the Centre’'s WhatsApp
group chat.

Consideration should be given to
redefining the app’s function and
purpose with the aim of strengthening
communication channels between the
Centre and volunteers.

Group messages, including event
reminders and general notices, should
be organized in a way that allows
volunteers to filter out irrelevant
information.

An improvement in the current
visitation report system is
recommended to establish a direct
communication channel between
volunteers and Centre staff, potentially
aiding in the efficient quantification of
the Centre’s KPIs.
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SKDCC staff
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A challenge to

communicate with
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necessary KPls through
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Staff often feels
overwhelmed with their
daily work
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Centre staff appear to encounter
challenges in their communication

with volunteers, including issues with
unresponsiveness and occasional
dropouts from scheduled meetups and
workshops.

Participants express concern about
meeting their KPls, particularly due

to the scheduling of workshops and
activities during morning business
hours.

Participants frequently find themselves
overwhelmed with their workload, which

is exacerbated by a shortage of staff.
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Creating a platform to enhance
communication between Centre staff
and volunteers could foster a closer-
knit community.

Segregating information into categories
like general notices, notifications,
important updates, and group-
specific details may improve volunteer
responsiveness.

Designing an app capable of efficiently
collecting, quantifying, and visualizing
data could provide Centre staff with an
overview of their KPIs.

Developing an app with improved
automated responses may reduce the

workload for Centre staff.

#4E | summary
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Elderly and Carer’s current pain points
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Pain Points Details
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Elderly individuals and
carers are unaware of the
services offered by the

centre
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Limited awareness regarding the services poses a significant issue, as it
results in elderly individuals and carers being unsure of how to access
assistance when needed. This lack of awareness manifests in various

ways:

Firstly, only those elderly individuals who are already familiar with
the centre are aware of the services it provides. Secondly, elderly
individuals who are members of the centre and visit frequently may
prefer seeking assistance in person. Lastly, even volunteers, who play
a crucial role in connecting the community, may not be fully aware of
the comprehensive services and resources available at the centre.
Addressing this awareness gap is vital to ensuring that those who
require assistance are aware of the support they can access through

the centre’s services.

BEREHENEE
Values face-to-face

interactions with people
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Elderly and carers fear that relying on digital tools might further reduce
their already limited interpersonal connections. Addressing these
apprehensions and ensuring that the app complements, rather than
replaces, these crucial human interactions is a key consideration for its
successful implementation and acceptance among elderly individuals

and carers.
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Volunteers’ current pain points
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Managing important messages has proven challenging within the
current WhatsApp group structure. The amalgamation of all messages
into one group makes it difficult to discern critical notifications from
the general chatter, potentially causing volunteers to overlook essential
messages. This issue underscores the importance of implementing

a more organized and efficient communication system that ensures
important messages are clearly highlighted and prioritized for
volunteers, enhancing their overall experience and engagement with

the platform.
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Late or lack of response

from the Volunteers
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Volunteers often face a challenge due to their limited availability
during daytime hours. When they do have time, they may hesitate to
respond to messages too late, feeling that it might inconvenience the
staff. This hesitation sometimes leads to them forgetting to reply to
staff messages altogether, which can result in missed notifications and

important communication.
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Staff's current pain points
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Lack of resources

ZETE

Multiple Distractions
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Staff's communication process with both the volunteers and elderlies
is heavily reliant on WhatsApp, which poses challenges, especially for
staff members. Managing numerous groups for different volunteer
segments, alongside private messages between volunteers and staff,
has become a cumbersome task. This complexity in communication
channels can lead to inefficiencies and difficulties in ensuring
effective coordination and timely responses to volunteers’ and elderly

individuals’ needs.

EIERSEIRNRRBIBVEAEE
Managing Expectations
in Immediate Assistance

Scenarios
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At times, elderly individuals may turn to volunteers for immediate
assistance, creating situations where the volunteers are asked to
perform tasks beyond their capabilities, leading to potential discomfort

and challenges in managing expectations.

B DUBHER TARFSRIALR
Hard to keep track
of outcome of the

volunteering services
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As the number of elderly individuals increases, there is a growing
reliance on volunteers to report on the health status of each elderly
person. However, this dependence on volunteers poses challenges.
Volunteers may sometimes forget to provide these reports, and when
they do, staff members are faced with the laborious task of responding
individually to each report, consuming valuable time and effort in the
process. This process inefficiency can hinder the timely monitoring

of elderly individuals’ well-being and necessitates a more streamlined

approach for health reporting and communication.
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Currently, there is no efficient means of notifying volunteers about
their Key Performance Indicator (KPI) goals. This lack of streamlined
communication makes it challenging for volunteers to stay focused on
their individual KPI goals, particularly concerning volunteer workshops.
Timing issues and low attendance at these workshops further
compound the problem. Moreover, the staff faces time constraints and
cannot dedicate the necessary time and effort to consistently remind
all volunteers about their KPIs. This situation highlights the need for a
more effective and automated way of tracking and communicating KPIs
to volunteers, ultimately ensuring that everyone is on track and aligned

with the center’s objectives.

Design Objectives

WLVBE TRE 1RFHE

RERERFETHIER

Enhance staff Decrease staff workload
and volunteer to increase the quality of

communication
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training sessions

A RBEENRENIRES
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Improve the general
qualities of services for
carers and elderlies

Although the original intention of the app is to focus

on providing services for carers and elderly. Based on
the findings, the Centre may not have the resources to
provide immediate services (which most carers and
elderly indivduals prefer.) Therefore, the Centre should
focus on less urgent, psychological / emotional or
practical services. For this reason, other than a simple
and direct interface for elderlies to request services, it is

also essential to emphasise the following:

* Enhance volunteer and staff communication.

* Decrease SKDCC staff workload to allow more
capacity to organise quality training sessions for
volunteers.

* Improve the quality of services for carers and elderly

based on the points listed above.
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While carers and elderly may not be proficient with using
smartphones and apps, their main concern is establishing
interpersonal relationships that give them a sense of involvement in
the community.

Although most volunteers are passionate about going the extra
mile for the carers and elderly. Still, the current communication and
record-keeping system provided by the Centre causes them more
inconvenience than ease.

Similar to the point above, the inefficient communication systems
are causing the Centre to invest more human resources to ensure

all parties are well informed of their tasks and responsibilities.

B RIBIPEL

Current Challenges

BiE

Goals

REMBEER T BHOR
HBVARTS

Elderly individuals and
carers are unaware of the
services offered by the

centre
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+ To create a user-friendly platform where the
Centre can promote its services to reach the
elderly and carers.

* As the platform can be downloaded to any
smart phones, once downloaded, elderly and
carers can access information about the
services offered, enabling easy adoption and

utilization.

BREHENEE
Values face-to-face

interactions with people
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+ Create a Direct Communication Channel:
Establish a one-way communication channel
through the app, enabling elderly individuals
and carers to access an array of service
hotlines.

» Balancing Digital and Human Interaction:
Elderly individuals and carers can request
services through the app, while volunteers
would still need to contact them to coordinate
the timing and date. This approach simplifies
and streamlines interactions, allowing for
immediate and periodic services. It maintains
a traditional and familiar approach through
methods like phone calls, ensuring a balanced

human aspect in the process.

IFfRRERYBIRRE
Non compartmentalized

communication channel
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Improve communication between the Centre's staff and volunteers by

categorizing and organizing information from both sides.

#F L BIfEE RS R = [CIfE
Late or lack of response

from the Volunteers
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Create a platform that enables the Centre’s staff to post events
and training workshops for volunteers to respond to using a simple

checkbox system within the app.
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Scenarios
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Implement a skill-based categorization system within the profile
setup, which classifies volunteers based on their skill sets. This
feature will assist the Centre’s staff in identifying suitable and
available individuals to address specific issues, such as house repairs.
Furthermore, this categorization will help prevent volunteers from
becoming overburdened with a wide variety of tasks, allowing them to

concentrate on tasks they enjoy and reducing the risk of exhaustion.

RZER

Lack of resources

ZETE

Multiple Distractions

HLUBHE TARTEAIALR
Hard to keep track
of outcome of the

volunteering services
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Develop an organized content and information distribution platform
that reduces the workload for the Centre’s staff, particularly in the area

of effective communication with volunteers.

FRIES T MIKPIRIEE RIKP
Keeping up with
Volunteer’s KPl and

program'’s KPI
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» By introducing the skill-based categorization to streamline KPI
achievement for both Centre staff and volunteers. This organization
of (non-urgent) services will align volunteer interests with tasks for
carers and elderly individuals more effectively.

* Implement a platform that enables Centre staff to disseminate
general notices and information while also allowing volunteers to

submit visitation records for processing KPIl-related data.

Enhance the volunteer application interface with dedicated KPI

incentive pages, enabling volunteers to monitor and strive to

achieve their annual goals.
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The following is a quick overview of all the design
principles that were concluded throughout the
workshops established. These design principles provide
insights to design a user-friendly and easy maintenance
interface for the platform’s users — elderly / carers and

volunteers (front-end) and staffs (back-end).

1

BEF aXEEThEE
MAZMIE
Simplicity in
overall platform'’s

features and user

. BUBTIAE
B v
- BT REERBNAC SRAESM

*  Minimal features

flow «  Streamlined User Flow
+ Ease of use by giving elderly a more passive role
RAME - Bl

Content Layout

- HERXE
- HEHTRE—H
- BERER

+ Information Hierarchy
* Instinctual Copywriting
+ Consistency in page elements

* Action and reaction

R EERVERAA / 551
Simple

Instructions /

. BAEN
. HEIXE

Guidance +  Log-in information
+ Direct Copywriting
a1 RFARFHBITNAE

Personalisation

Based on users’ phone capabilities

Z&
Safety

- HIRA
- REMUE

* Volunteer Pictures

+ Elderly Addresses
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Design Principles

Considerations

1 Billo Rk T2 ARBN RSN
Information ESTEROER MRS RENS ES )
Hierarchy TEOESTREELTENG:
Notification System for Active Participation
Customised welcome page for enhanced engagement and
motivation
Home page consist of priority information for volunteers to attend to
RNBEME EfESE TR AR EM:] HABNRG

2

Content Layout

£ T AlIRIBIR AR EAEE SRR B e R BRF AR
RIFRTHNEY BREXHRRB RS
MABEEINEE BERETHIFE

BRARIESI

Customizable notification system based on Volunteers commitment
Easily change their provided service type based on commitment and
time

Display Preferences for Arranged Service Requests Based on
Volunteer Preferences

Implementation of Automated Features to Alleviate Volunteer
Workload

First time user guidance

HEINEREHE RAIRX
KR EERFMIZ
Efficiency and
streamlining on

the visitation day

228

Safety Concerns
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Design Principles

Considerations

1

BLVER
(BFREN AT E88)
Reduce
resources (time,

human, money)
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- ESBEIERENZEHS

- IBRINMREDE STFEEIE
. EREEEZETHKPI

- FARERGEECEENTIERE
- BEMETFE STFEERZHHEE

+  Email notifications

» Dashboard Adapted to Staff Workflow

+ Grouping volunteers and elderly for efficient platform automation
» Effortless monitoring of Volunteer’s KPI

+ Simplifying processes for staff with quick views

* Personalisation for improved platform maintenance

ZE
Safety

ERIARAZA BENE T EENEEEHR

Disclaimer for staff to read to volunteer before creating new account
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Below is an extensive review of all the design principles
considered for the platform'’s front and back-end. It

is also important to note that some of the platform'’s
design elements align with the guidelines from the
“Web Content Accessibility Guidelines (WCAG) 2.2".
The points of alignment are mentioned throughout the

report.

REMREEINRE

Interface for Elderly and Carers

REFE-BE

Elderly Interface - Home Page

16 Figure 16
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Simplicity in overall platform'’s features and user flow

=/DBYINEE

Minimal features
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In line with the insights highlighted in the
“Design Challenge” section, the workshop
outcomes emphasized that many
participants, while using smartphones,
faced challenges in adapting to new

apps and functionalities. To address this,
the interface for the elderly and carers

has been meticulously crafted to offer a
streamlined experience. The focus is on
presenting only vital information, effectively

reducing visual clutter.
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As depicted in Figure 17, the menu for
the elderly and carer interface features a
concise selection of three core functions:
+  “Scheduled Services,”

+  "Request Services,” and

*  “News.”

This deliberate choice of limited options
ensures that users, particularly the
elderly, can engage without confusion.
By minimizing the number of features,
we prevent users from navigating into

unfamiliar territory.

Of notable importance, the “Service
Request” button takes center stage within
the menu. Given its high frequency of use,
this button’s strategic placement enhances
accessibility. Notably larger than the other
two options, this design decision further

aids ease of use for all users.

During the workshop, elderly and carer
participants underscored the importance
of human communication in their lives.
Recognizing this, our app maintains the
traditional phone-based interaction
between the elderly or carer and the
volunteer. This approach ensures that the

valuable human connection remains intact.

Balancing the interface’s simplicity for the
elderly with the incorporation of human
interaction, the service request process
has been immensely simplified. The elderly
user’s interaction to request for a service
is streamlined to selecting only the desired
service type. Once confirmed, the app
alerts the volunteers, prompting them to
initiate a phone call with the elderly to

coordinate the service’s timing and date.

Subsequently, the volunteers assume an

RERHE - FERFVERMIE

Elderly Interface -

Request Service User Flow

17 Figure 17
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active role by inputting and scheduling

this information within the app. As a result,
the elderly user is then notified of the
scheduled service. The streamlined nature
of this request flow is intended to foster
long-term app utilization among the elderly.
This, in turn, facilitates their discovery of
the diverse resources offered by the elderly
center, while also nurturing a network of
neighbors who actively engage in reciprocal

assistance.
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Elderly Interface — Notifications

18 Figure 18
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Normally for an app, ease of use would
involve empowering users with active
roles and greater autonomy. However

for this platform, the opposite applies,

as the elderly audience requires a very
streamlined process, we have given the
active role to the volunteers instead,
therefore as illustrated in Figure 18
notifications play a significant role for the
elderly interface to keep them in the loop
of service request status but they would
never need to “take action” again once they

request for a service.

Thursday, May 18
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In scenarios where a volunteer declines or
cancels a service request, the elderly user
receives a notification. Simultaneously, the
system automatically reassigns the request
to other volunteers for consideration. If a
different volunteer accepts the request, the
elderly user is notified with the volunteer’s
name, and upon interaction, they can

access comprehensive volunteer details.

Should no volunteer respond within a
specified timeframe (determined by the
center), the system alerts the center,
prompting them to arrange a volunteer for
the specific request. This process ensures

a seamless experience for our elderly users.
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The concept of information hierarchy
governs how content is presented on
each interface page, ensuring immediate
visibility of the most vital information

for users. With a particular focus on the
elderly audience, it becomes evident that
minimizing on-page content enhances

navigation and minimizes distractions.

lllustrated in the home page (refer to
Figure 19), the initial information presented
to users are upcoming services. The
arrangement of upcoming service cards is
designed with a clear division. The upper
segment features a visual representation of
the service type, while the lower segment
showcases critical details: service date
and time, service type, volunteer’s identity
including name and picture. This card
layout serves a dual purpose — enabling
users to effortlessly check their schedules
and facilitating swift confirmation upon
app entry. Furthermore, this design feature
ensures easy volunteer verification when
they visit the user’s residence, a vital

component for elderly safety.
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Elderly Interface — Homepage
19 Figure 19

Additionally, consideration was given to the
possibility that elderly users might prefer
direct communication with volunteers for
purposes such as confirming visits, altering
schedules, or reminding volunteers about
last-minute requirements. To cater to this
preference, when accessing the service
request card, a visible green button, with a
phone icon, offers a direct dialing feature
that promptly connects the elderly user to
the designated volunteer for the specific

service request.
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Scheduled Requests - Service request detail page
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Elderly Interface - Date and Time Format
21 Figure 21
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Format for Date and Time Display - Similar
to the English convention of presenting
date and time, the Chinese language

also offers various formats. However,
considering the elderly audience, a specific
format often found in event brochures by
the center or other organizations is familiar
to them. Preserving this accustomed

format for date and time is crucial.

To ensure clarity, the date format
commences with the month, followed by
the day, and enclosed in brackets is the
day of the week. This structure is important
as many elderly and carers actively engage
in recurrent classes or events outside.
They often remember the day of the week
more easily than the specific date, such

as “Dance classes every Wednesday.” By
incorporating the day of the week in the
date presentation, users can swiftly scan

for any potential schedule conflicts.

Regarding time, the preference leans
towards a 12-hour clock format with
AM/PM indicators rather than the 24-
hour system. This choice aligns with the
elderly’s inclination, facilitating better

comprehension
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Consistency in
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page elements
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Colour

Maintaining consistency across every
page of the interface is crucial to
ensure seamless user navigation once
they become acquainted with the
app. Consistency in various elements

encompasses:
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Throughout the application, colors are
strategically employed to signify elements
with similar functions. For instance, in
Figure 22 you can see in chinese “today”
is within a green bubble indicating a
scheduled request that is happening the
day the user is on the app. This helps to

ensure a coherent visual experience.
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Lime green colour background with black text for new or important messages

22 Figure 22
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Placement

of elements
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Maintaining a consistent placement of
elements is essential to prevent user
disorientation when navigating between
different pages. For instance, having

the “home” or “x” button consistently
positioned enables users to easily return to
the homepage without confusion. Similarly
all the action buttons are placed at the
bottom of the page, to ensure the user

goes through all the information on the

page before proceeding forward
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Elderly Interface - Placement consistency of home button across different pages

23 Figure 23

HRBETINES

ETHRTABINES > il

- REINEHB TR BRI
BN

- SREIREIM i - (0 L HRBIRE
B #aE5R

EEERTABTINES

B2 ARIBIRAERT

REC
REBIT2R

FER
REAIBIRIR

BIREES brdlin o

REFE - IRMERHIBER—H

Elderly Interface - Placement consistency of actionable buttons

24 Figure 24
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Page layout
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Elderly Interface - Consistency in page elements

25 Figure 25

With reference to Figure 25, a consistent
three-part layout is maintained across all
pages, encompassing the banner, content,
and menu section. The banner usually
accommodates the page’s name and the
home button. In cases where subpages are
present, a tab system is also incorporated.
The design of the content area varies
based on the demands of each page.

To address this variability, a consistent
bounding box is used to enclose all content
on every page, ensuring a cohesive visual
structure. The menu is also consistently
positioned in the same place for easier

navigation.
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In typical interfaces, it's a common
practice that when a button is pressed or
when the mouse hovers over it, a visual
reaction occurs. This reaction could

involve changing the button’s color or
underlining the text, providing users with
feedback that the feature is interactive.
This responsiveness is especially important
for older audiences, where clear cues are

essential to avoid any oversight.
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Dark Coloured Menu

In Figure 26, we present two menu

options: a lighter and a darker version. As
demonstrated, when a user selects one

of the icons, an immediate color change
(reaction) takes place, signifying their entry
into the corresponding page. Ultimately,
the darker-colored menu was chosen
because it creates a more distinct color
contrast with the banner and content. This
heightened contrast ensures improved

visibility and user awareness.
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Shortcut button to call volunteers
27 Figure 27

As previously mentioned, to enhance user
accessibility in contacting volunteers,
shortcut buttons have been integrated on
every page within the “requested service”
cards. Upon pressing this call button, users
are directly connected to their device's
native phone calling screen. This approach
eliminates the need for intermediate
confirmation pages, streamlining the

process and minimizing steps.
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When determining log-in information, it
was concluded that utilizing the elderly
user’s phone number as the username
provides the optimal solution. This choice
is grounded in the assumption that
individuals typically have this information

readily accessible or stored conveniently.

In situations where a user forgets their
password, the center has recommended

a direct approach. They propose that
users should contact center staff for
assistance in resetting their password,
thereby simplifying the process for the
elderly. Notably, when the user clicks on
“forgot password”, the interface features

a dedicated page prompting users to

get in touch with the center. This page
consists of a convenient shortcut call
button, seamlessly connecting users

to their phone’s native call screen. This
concerted effort to enhance usability aims
to establish the app’s sustainability for the
elderly demographic.
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The workshop highlighted that some users
might not immediately recognize the
interactive nature of actionable buttons.
Hence, alongside maintaining consistency
in button shape and color, direct
copywriting assumes significance. Its role is
to explicitly convey to users that they can
take action by “pressing” the button. As
depicted in Figure 29, a consistent practice
is adopted where the first words on each

button are verbs. For instance, buttons
are labelled with phrases like 3% ItLFREEAR
7% (Press Here to Request for Service), %
IERFE S (Press Here to Save Message),
¥ ItFEE3#& T (Press Here to Confirm

Volunteer). This approach ensures clarity

and encourages user engagement.
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Direct copywriting for users to know this is a button
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Personalisation - For tech-savvy elderly
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To enhance the request service experience,
the app offers users the flexibility to

select a volunteer for their specific task
and even leave a personalized message.
Recognizing the diverse user base and
varying levels of smartphone familiarity,
maintaining accessibility to these features
while catering to those seeking a more
streamlined service request process was

crucial to avoid undue distractions.

As depicted in Figure 30, a “show more”
button is presented to elderly users when
they initiate a service request, prior to
confirmation. This button allows more
tech-savvy and curious users to personalize
their request further. Importantly, this

“show more” button is optional. Users

who either overlook it or prefer a more
straightforward service request process can
seamlessly proceed without engaging with

it, minimizing additional screens and steps.
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Shortcut Button to Call Volunteers
30 Figure 30
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Given the app’s openness to any volunteers
handling service requests, ensuring

safety and building trust for the elderly

is of paramount importance. To address
this concern, the onboarding process

for volunteers has to be overseen by the
center. This approach guarantees that only
trusted volunteers, visible and active in the
app, are permitted to accept requests. A
secondary layer of security is established
through the requirement of a profile
picture for volunteers. This picture serves
as a recognizable reference for the elderly,
allowing them to verify the identity of the

volunteer when they arrive at their home.
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® Interface for Volunteers
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With the emphasis on assigning volunteers a more
proactive role in accepting and coordinating visits,
coupled with the enhancement of their interaction with
the center, it became imperative to meticulously design
the overall interface for an optimized experience. This
design seeks to seamlessly integrate the app into their
existing user flow, fostering a sense of comfort and
ease of use, thereby enabling them to concentrate on
delivering high-quality services without the burden of
navigating through new features. Our primary goal is to
ensure that the platform becomes a facilitator rather
than a hindrance, allowing volunteers to focus their

energy on service quality.

During the mentioned workshop, an intriguing discovery
surfaced: the app’s primary advantage lies in enhancing
communication between staff and volunteers. While
the elderly population tends to favor traditional phone
calls to seek volunteers, volunteers face difficulties
sifting through WhatsApp messages from the center.
This often leads to missing crucial messages or delayed
responses. Additionally, volunteers might hesitate

to reply at night, fearing inconvenience to staff, and
consequently forget to respond by morning. As a result,
staff frequently resort to phone calls for follow-ups,
reminding volunteers of their annual KPIs, and managing

visit records exclusively through WhatsApp.

To address this challenge, we devised several features:
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Volunteer - Notification Page

32 Figure 32
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The app’s nature, distinct from a
messenger, empowers volunteers to
respond at their convenience. As depicted
in Figure 32 below, the app’s notification
system serves to remind volunteers

about service requests tailored to their
roles and general volunteer duties. These
notifications ensure volunteers are
informed and assist them in managing
tasks like recording visits and initiating
service visitations. Not only does this keep
volunteers up to date, but it also eases
their minds by offering timely reminders.
Additionally, this can significantly alleviate

the workload on staff.
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Volunteer - Customised

Welcome Pages
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The implementation includes a
personalized welcome page for volunteers,
ensuring immediate access to relevant
information upon entering the app. The
welcome pages are tailored to display
essential details such as the day’s
scheduled volunteering services and

the volunteer’s individual KPI progress.
Determined by the Centre, each volunteer
is expected to complete several visits per
year as part of their KPI. Initially, concerns
arose about potentially burdening
volunteers with stress, considering they
generously provide free services to

the elderly. However, a strategic shift

in perspective occurred. Rather than
creating pressure, the aim is to empower
volunteers. By realizing that their KPI is
indeed achievable by year’s end, volunteers
are encouraged to proactively plan their
volunteer visits. This approach also
notably diminishes the necessity for staff
to individually oversee each volunteer’s
KPI progress and issue reminders via
WhatsApp.
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Volunteer - Home Page

34 Figure 34
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Lastly, second tier essential information for
volunteers to access is also featured on
the home page. This approach guarantees
that volunteers remain informed without
overlooking any pertinent details. This
includes items such as pending volunteer
requests they haven’t responded to,
notifications, and news updates from the

center.

Through this implementation, volunteers
can efficiently manage all tasks by engaging
with just the first two screens upon
entering the app. This strategic design
enhances their workflow, promoting task
completion and minimizing the need for
center staff intervention. This streamlined
approach contributes to a more effective

and self-sufficient volunteer experience.
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Customizable notification system based on Volunteers commitment
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Volunteers are provided with a simple settings page,
where they have the option to select the duration before
a visitation when they wish to receive an “on-the-day
reminder” (please see Figure 35). For those volunteers
who are enthusiastic about engaging in more centre-
related events or volunteering opportunities, they can
also activate all the notifications. This personalized
approach extends the flexibility to volunteers, enabling
them to tailor their involvement according to their

preferences.

Furthermore, this customization empowers volunteers
to define their own level of engagement. For individuals
who have a more casual commitment but still want

to contribute, they can focus solely on their chosen
volunteering activities. On the other hand, dedicated
volunteers can opt to activate all notifications, allowing
them to stay updated on the center’s and elderly’s
requirements. This adaptability ensures that volunteers
can actively participate in a manner that aligns with

their availability and commitment level.

BT - BNREER
Volunteer - Notification Settings Page
35 Figure 35

EI -ZRENVEIRS
Volunteer - Customisable Volunteering Service
36 Figure 36
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This customisation is more specific for the type of
volunteers who provide different services - when an
elderly requests for a service, most of the time the
request is sent to all volunteers that have picked to
provide that specific service. Based on the number

of elderly users, volunteers could receive multiple
notifications at once. Therefore, based on their time and
commitment they can also easily volunteers customise
their notifications by removing or adding services they
are interested in providing, without going through the

centre.

By choosing the type of services, the volunteer will
only get notification based on the type of services they
want, decluttering any irrelevant requests for them

and creating an easier to read and relevant page for

themselves.
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Volunteer - Arranged Requests Display Preferences
37 Figure 37
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As part of the user experience development process,

it was determined that users should have the freedom
to choose how they visualize their scheduled service
requests. This can be done through either a list

view or a calendar view, as depicted in Figure 37.
Recognizing that individuals have varying methods of
processing information effectively, this adaptability was

incorporated to ensure user comfort.
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Volunteer - Decline Service Request User-experience

38 Figure 38
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Implementation of Automated Features to Alleviate Volunteer Workload
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Considering that volunteers are already engaged in
active tasks such as scheduling appointments with the
elderly and uploading visitation records to the center,

it became imperative to introduce certain automated
functionalities within the app. This strategic automation
aims to prevent volunteers from experiencing excessive
burdens and to ensure that the app serves as a
facilitator rather than an additional workload compared
to the manual arrangement of visits and record

submission.
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Hence, volunteers have the option to decline a specific
request that is directed to them. As illustrated in Figure
38, when a volunteer rejects a request, the platform will
initiate automatic processes. This entails notifying the
elderly individual about the decline and concurrently
redistributing the request to other volunteers who
provide the requested service. This automated
approach eliminates the need for volunteers to follow
up with the elderly, search for alternate volunteers
independently, or communicate with the center staff to

arrange a replacement volunteer.

R’E - REBEM
Elderly - Notification
39 Figure 39
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If volunteers choose to accept a request, the platform
has been streamlined to minimize the steps required for
them to confirm and schedule the service. The following

workflow (depicted in Figure 39) outlines the process:

* Accept the request.

* A pop-up appears, inquiring if they have already
arranged a time with the elderly, considering the
possibility that the elderly might have reached out
to them after making the service request.

* An easily accessible shortcut button is provided for
volunteers to directly call the elderly and arrange the
timing.

* A date picker facilitates the scheduling of the
service time.

* Confirmation of the arrangement.
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Volunteer - Accept Service Request User Flow
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Furthermore, if an elderly individual is not comfortable
using the service matching app and chooses to directly
contact volunteers, there's an uncomplicated method
for volunteers to “create a service request” on their side,
as depicted in Figure 41. Within the “Service Request
Schedule” tab, a button is situated at the upper-right
corner that enables volunteers to generate a new
service request schedule. They only need to select the
elderly from a list of those they have previously assisted,
thereby eliminating the need for manual searching.
Subsequently, they select the service and its timing

before confirming the service schedule.

All potential scenarios were considered to guarantee
a seamless experience for volunteers while utilizing
the platform. This integration of automation seeks to
streamline volunteer responsibilities and enhance the

overall efficiency of the app’s functionality.
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Volunteer - User Guidance for First Time Users
42 Figure 42
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When volunteers wish to initiate a service request, as
previously mentioned, they can locate the calendar icon
with a plus symbol positioned at the top-right corner

of the page within the request schedule tab. Given the
strategic placement of this icon, there is a deliberate
decision to present a pop-up prompt during the

initial usage of the platform, rather than maintaining a
constant description beneath the button. This approach
ensures a smoother first-time experience for users.

As volunteers become acquainted with the purpose

of the button, the explanatory pop-up will be phased

out, leaving only the icon visible for their subsequent

interactions.
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The process for volunteers during their visitation day
has been streamlined to ensure a smooth and efficient
experience. To achieve this, all necessary steps have
been automated and simplified. For instance, the center
recognizes the value of tracking visitation duration (refer
to Figure 43). To facilitate this, volunteers can easily
initiate a visit by clicking the “Start Service” button
associated with the scheduled service card. Upon
clicking, a time picker automatically appears, pre-set

to the current time. Volunteers simply confirm the time

and commence their visit.

At the conclusion of the visitation, volunteers can end
it by clicking the “End Service” button. Another time
picker appears, prompting them to confirm the visit’s

conclusion time.

£ T - IRFBIRFOFFRIENH 2
Volunteer - Time Tracker for
Service Visitation

43 Figure 43
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Following this, a confirmation page appears, offering
volunteers the choice of filling out the visitation form
immediately or at a later time. This flexibility aims to
reduce stress and allow volunteers to continue their
day without pressure to complete the form. However,
a notification serves as a reminder to fill out the form
after a specific number of hours, as determined by the

center.

When volunteers have the opportunity to complete
the service visitation form, they can navigate to the
“Scheduled Service Request” tab and proceed to the
“Service Visitation Record” page. Here, they will find
cards representing their previous service visitations,
each featuring a “clipboard” icon in the bottom left
corner. This icon provides information about whether
the visitation form has been filled out. As depicted in
Figure 44, a grey clipboard icon signifies the absence
of a visitation record. By selecting the respective card,

volunteers can access and fill out the form.

In contrast to the traditional method of using
WhatsApp without a standardized format for notifying
staff about visitations, this new platform streamlines
communication. The previous approach proved
inefficient, demanding volunteers to draft messages and
staff to manually input relevant details into the system.
Consequently, the new system employs a structured
and user-friendly form for volunteers, incorporating
checkboxes and option boxes. Additional notes can be
included only if necessary. Upon confirming the form,
volunteers can also check a box to alert staff to any

concerns.

This approach benefits staff by maintaining an organized
record of every visit within the system, while receiving
notifications only for significant services requiring
follow-up. This enhances the management process,
rendering it more streamlined and efficient. Volunteers
also benefit from this system, as they can swiftly
complete the form at any time during the day and share

it with the center.

HT - RFBFARE
Volunteer - Service Visitation Forms
44 Figure 44
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Volunteers - Elderly Detailed Page
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As this platform contains important information about
the elderly, it becomes necessary to implement safety
measures. One primary safety concern revolves around
the scenario in which volunteers misplace their phones.
In such cases, ensuring the security of the elderly
individuals’ details becomes paramount. Concealing
the full home address of the elderly is of utmost
significance. Consequently, the application refrains
from revealing the exact flat number and building of

the elderly, disclosing only up to the estate name. This
approach mandates that volunteers call the elderly to
obtain the specific address each time they intend to
visit. Although this might entail increased effort for the
volunteers, it remains essential to prioritize the safety of
the elderly. Furthermore, it is customary for volunteers
to contact the elderly before any visits, thus seamlessly

integrating this process into their regular workflow.
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The platform’s backend was designed to seamlessly
integrate with the existing staff workflow while
minimizing resource consumption, including time and
staff members. This enables staff to allocate more time
towards creating high-quality workshops for volunteers
and providing additional care to elderly individuals who

require more attention.

As previously mentioned, the current workflow,
without the platform, necessitates staff members

to closely supervise both the elderly individuals and
volunteers. Through workshops, it was identified that
only four staff members were responsible for handling
all communication with volunteers. This underscores
the challenge of limited or virtually non-existent time

available to staff.

At this juncture, staff members are in need of a solution
that can streamline their operational tasks, allowing
them to redirect their efforts towards meticulous
planning and ensuring the well-being of the elderly

individuals.
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While the platform primarily delegates more
responsibility to volunteers, there are situations where
staff intervention becomes necessary. This occurs when
specific requests remain unaccepted for an extended
period, typically exceeding a predetermined time
threshold, or when a volunteer raises an alert concerning

an elderly individual’s visit.

These notifications serve to ensure that staff
involvement is reserved for critical instances, as in the
background, all relevant data is continuously recorded

and saved to the backend system.
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47 Figure 47

LALI) % skoce x ¥ SKDCC Prototype

& > C @& skiccadmincom

p ‘b} Dashboard
(<) s ©
»  pashboard New L&  schedule
Account A& Visit
: < —

6 visits Today =

M), Cleaning
& visits %) Tommylai&AgnesMak  @Sai
& Events - Health Measuring
L@  ReginaChow&MelChen  @Sai
Notifications

P!

/¥ Latest Announcements

6/23 13:45 New Facilities

Fire Drill test Tower 1 at 2pm, please remind residents.

6/23 10:45 Community Centre Closed
Ongoing construction at 35, keep an eye out for

ung 100  Completed

y Hair Cut
- li Tsang & Ray Hui @saiKu
Health Measuring
@ Regina Chow & Mel Chen  @Sai Kun

ung W00  Completed

* * 06O :

Thursday, July 4th  18:2!

. “ @ ila Request Statistics This Week
4 Request )
/ pend

Service
ng  Scheduled Change

n 7 +50% last week

ung 100

ng 100  Completed

Pe i t &
g M0 Completed ending Reques|

6/23
There

ngleng @® 2hours ago

6/23 Cleaning .
Regina Ip @Pak sha wan (© 6 hours ago

6/23 Hair Cut
Tony Wong @Tiu Keng Leng (@© 14 hours ago

D29 o

6/23 Cleaning
Tommy Ng @Pak Sha Wan @ 25hours ago

& Settings

gniE 47 P OB B MR RIS A st S
FERHTREINEEME ERERENR

HEEIEEC

EEIIESL A = EEZRRE:

As depicted in Figure 47, the staff's backend dashboard
is designed to provide a comprehensive view of the
platform’s activity, offering quick access to essential

functions.

At the top of the page, there are three prominent

shortcuts:
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Additionally, the dashboard provides valuable statistics,
including the number of requests, upcoming visits, and
pending visits. It offers an overview of the platform’s
performance, comparing the current data to the
previous week, helping staff gauge the platform’s
effectiveness in providing and fulfilling services. This
data allows staff to consider whether they need

to increase outreach efforts to inform both elderly
individuals and volunteers about the platform’s benefits

and convenience.

Furthermore, staff can access detailed information on
pending requests, including the duration they have
been in the system. Requests exceeding a predefined
time threshold, typically 24 hours (adjustable by staff),
are highlighted in red, serving as an alert for staff to

consider intervening when necessary.
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Staff - Create Elderly Account
48 Figure 48
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In Figure 48, when creating new volunteer or elderly
accounts, there is a section on the right side of the
page where individuals can be assigned to specific
groups. This feature holds significant importance, as the
center is involved in various programs of volunteering
initiatives. By categorizing volunteers and elderly into
distinct groups, the center gains the flexibility to tailor
announcements exclusively to specific groups, or even
to multiple groups simultaneously while excluding
others. As illustrated in Figure 50 When crafting a

new announcement, staff have the option to select
their preferred recipients. They can opt to send the
announcement to all volunteers and elderly individuals,
or alternatively, they can check specific group boxes
they wish to target. Additionally, they can hover over

each group to obtain a quick overview of its members.
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01/10/23 - 10:00

This flexibility is crucial for optimizing the center’s
communication processes with volunteers and

elderly individuals. It ensures that they do not expend
unnecessary time and effort manually sending
messages to individual recipients, thereby streamlining

their communication efforts.
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Given that volunteering programs are often funded,

it becomes essential for staff to easily track key
performance indicators (KPls) to facilitate the
generation of end-of-year reports. To provide a
comprehensive perspective, when staff accesses a
specific volunteer’s profile, they gain access to essential
information about the volunteer. On the right-hand

side of the profile, a concise overview of the volunteer’s
annual KPIs is displayed. This includes details such

as the volunteer's progress towards their yearly

volunteering goals and workshop attendance targets.

This quick and accessible view equips staff with the
means to take proactive measures. For instance, staff
can remind volunteers of their KPIs as specific months

approach, or if a volunteer is not meeting their KPIs,
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staff can initiate investigations to uncover the reasons

behind this discrepancy. This may involve assessing the

quality of workshops or engaging in conversations with
volunteers to identify areas where they may require

assistance.

Ultimately, this approach not only strengthens the
relationship between staff and volunteers but also
ensures continuous improvement in the center’s
programs and services year by year for their elderly

residents.

Recognizing the importance of staff’s time, the platform
incorporates a quick view system in several areas,
making it more efficient for staff to access information
without the need to navigate through multiple pages.
While seemingly simple, these quick views significantly

streamline their workflow, saving valuable time.
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Staff - New Announcement Recipient Quick View
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Announcement Recipients: When creating
a new announcement, as previously
mentioned, staff can select recipients. If
they wish to quickly view the members of
a specific recipient group without clicking
into the group name, they can hover over
it, triggering a pop-up display containing

volunteer names and pictures.
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Staff - Request Visit Overview

53 Figure 53
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The “Settings” tab serves as a pivotal resource for staff,
offering them the tools to maintain and personalize

various aspects of the platform to better align with the

> c a emin com * % 06O :
“’; Visits
« e 5 g
July 2023
2

Tommy Ng Tommy Ng
o visits (@ Scheduled
Even! 5 6

X Hair Cutting
) 22 4uly 2023, 15:00 e

© on wo Gardens

Volunteer
) DonChen
' (+852 8080 9090)

SHMR - ITRE REANEEINEEE:

B8 - KPIERE
Staff - KPI Settings
54 Figure 54

center’s evolving needs and enhance its efficiency. Key

features within the “Settings” tab encompass:

$ skoce X # SKDGC Prototype x|+

Completed cancelled Dratt

HREbISE

Visits Overview

i
I
S
(i
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Within the “Visits” tab, staff can
conveniently access information about
past, ongoing, and upcoming visits. Similar
to the volunteer interface, staff can choose
between a list or calendar view, depending

on their preference. For deeper insights

IR A ERREER &R L into a particular visit, they can hover over
TEEERIRHER HHA SR EL  the colored cards, revealing details such as
MESsETZHME. the type of visit, date, time, location, and

the assigned volunteer.

These quick views enhance staff efficiency, allowing
them to access vital information swiftly and making

the most of their time, even small time savings can

accumulate to bring significant benefits.

& > C @& skiccadmincom

Settings

KPI Service Categories

Enable different KPIs

List of KPI Values

Default KPI values for KPI volunteers

Visits Attendance (Yearly)

Workshop Attendance (Yearly)

Settings

* * 06O

Requests & Visits Visitation Records Announcements & Events Grouping Notifications

KPIs of each KPI volunteers can be edited within the volunteer management account? O

Add New KPI

BERETKPIER

HPKPIRVI ERIEEETEIEKE  As KPIs are originally determined based

Changing T BB A E s Taege  on yearly program requirements, staff may

Volunteer KPI
Requirements

B SR > TIEE AR S THIKPlo fth find the need to adjust these requirements

collectively rather than modifying individual

IR LB R B TR E 1 1R > TKPL
It RIS ECR PR e THIKPIZRTEALIE navigating to the “Settings” tab > “KPI” and

TR$#R{Ee

volunteer KPIs. They can accomplish this by

modifying all volunteer KPIs simultaneously.
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Staff - Category Settings

55 Figure 55
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& > C & sccadmincom v %00 :
.;‘ ) Settings wursday, July 4th  18:25
KPI Service Categories Requests & Visits Visitation Records Announcements & Events Grouping Notifications
e General Visit & WA HairCutting & Create New Category
G " Non specific type of visit Cutting hair services
: Cleaning £ @ Health Measuring & @
= v > cleanupwork W il sign capturing
e Repair & Service Name
Fixing objects and furnitures
Repair Work
Description
settings
PR R BT ERSERRIHUERE/ZELIHNOEAE  In the scenario where the staff realises or
Changing SN LKA R BIIE R £ 5MiBE>  gets feedback from elderly / volunteers

Category Icons
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that the icons for the categories are not
clear enough, staff can easily update these
icons by accessing the “Settings” page >

“Service Categories.”

BB - ETIRERTE

Staff - Volunteer Notifications Settings

56 Figure 56

N

BERETRT
&30
Customizing
Alert
Notifications for
Volunteers

® % swce
> C @ skdccadmincom

Dashboard

Accounts

Settings

X # SKDGG Prototype x|+

* * 06O :
Settings hursda

kPl Service Categories Requests & Visits Visitation Records Announcements & Events Grouping Notifications

Alert Volunteer

Alert volunteer to complete their scheduled visit after a certain duration O

3 Hours 30 : Minutes
Add message to notify volunteer to complete visit

It seems that you forgot to complete the visit. Please complete your visitation and input a visitation record.

Alert volunteer when visitation record has not been completed in: ©
24 " Hours
Add message to notify volunteer to complete visitation record

Dear volunteer, the visitation record has not been filled for more than 24 hours ago, we would appreciate if you can fill the visitation record as
soon as possible. Thank you!

Alert volunteer when personal service request has not been accepted in: o

24 Hours

EPREF—RBAFR HEMNEE
THRRFEIBNIE DA B0 > B
24/ N A1 2/ NI BEE T &
FIHER WAEEBR SR REIEC
e R PR LUE @ AR S =
S & T OlfE@A

After a certain number of months of
platform operation, staff may gain insights
into the effectiveness of alert notifications.
For instance, they may find that altering
the timing from 24 to 12 hours aligns better
with volunteer schedules and results in
more prompt visitation record completion.
Similarly, they can modify notification

text to encourage volunteers to act on

notifications effectively
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Staff - Visitation Records Settings

57 Figure 57

ece % skoce x ¥ SKDCCPrototype x|+

5 Events

Good (healthy for his age)
Regular (same as usual)
Bad (worse than last time)

Very bad (steep health decline)

& > C @ sccadmincom * * 06O :
v settings Thursday, July 4th  18:2¢
KPI Service Categories Requests & Visits Visitation Records Announcements & Events Grouping Notifications
Dashboard
section 1of 2
Accounts
" General Condition
“  Announcements
Service Request
visits
1 What is his overall physical condition? (@) Multiple Choice
Very good (above average)
Notifications
Good (healthy for his age)
Regular (same as usual)
Bad (worse than last time)
Very bad (steep health decline)
atowremarks @) required @)
2 What is his overall mental condition? (@ Multiple Choice @ Add question
Very good (above average) DD

alowremarks @) required @)

Settings

B8 - BHAEYIRAVRE
Staff - Group List Settings
58 Figure 58

oo 4 s

& > C @& skiccadmincom

X F SKDCCPrototype

Edit Group List

Group Name
Dashboard

AREEEREATCER
Editing
Visitation
Record
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Staff can seamlessly edit the content
of visitation records in the “Settings” >
“Visitation Records” section, allowing for

adaptability and ensuring that the elderly’s

evolving needs are consistently addressed.

& Accounts
‘. Announcements
I serviceRequest
visits
& fvents

*  Notifications

Settings

Pak Sha Wan

Victor Kwok

Don chon

n
)
& Titany Ho
9
2

David Ng

Veronica Lal

9900 9900

9876 5432

9898, 8877

6868 9900

77887766

99778877

fionayi@gmail.com

victorkwok@gmail.com

donchon@gmailcom

tiftho@gmail.com

veroniai@gmailcom

davidng@gmailcom

Saikung

saikung

saikung

Saikung

saikung

saikung

* * 06O

Thursday, July 4th  18:25

Add Volunteers

Q searcr
ﬁ Abby Ho
m Anne Hui
@ Benny Chung
4
@ Bonnie Lok
9 Calvin Ng
e Daryl Choi

— Add Volunteer
[ cancel ] Update

AREERHAETIR
Edit Group List

EEHAYe

SERAETI R ] LUER BIARINEL
BirEINRE BFREFEREER

Specific group lists can be modified to add
or remove volunteers or elderly individuals,

ensuring up-to-date group compositions
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Staff - Notifications Settings

59 Figure 59
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& > C @& skiccadmincom

Settings

Settings

Alerts

Notify any alerts send to SKDCC from volunteer

Annoucement

Notify any upcoming visits

Notify any scheduled visits happening

Notify when volunteer has not completed the visitation record
Visits

Notify any upcoming visits

Notify any scheduled visits happening

Notify when volunteer has not completed the visitation record

Requests

Notify when request has not take action
Notify when request has been accepted by volunteer

Notify when request has been cancelled by volunteer

* * 06O :

cements & Events Grouping Notifications

866 688

888

ELA{Ei@EN
Personalising
Notifications
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Staff have the flexibility to select the
notifications they wish to receive via email,
ensuring that they only receive critical
information requiring immediate action. If
they prefer to receive fewer notifications,
they can adjust these preferences in the

“Settings” tab > “Notifications.”

FREELERIZRIRE R OENRES
EI{ERZARB @R B TIFE > 1HE
RTaARHEEFERBERAENER
Moy EA T8I TIERIZe

All of these customizable settings empower the center
to tailor each feature according to its specific workflow,
reducing workload, and ensuring that the platform
efficiently captures the necessary information for annual
reviews, thereby enhancing program improvement and

process optimization.
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Further potential of the platform
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Short-term potential enhancements for the platform
have already been designed but not yet implemented
in phase 1 due to time constraints. These features have

been informed by findings from workshops.

During these workshops, it became evident that
incorporating an event section within the platform
could significantly benefit staff and ease their workload
when inviting volunteers and elderly individuals to
various activities, including workshops, events, or tasks
like distributing resources during extreme weather
conditions. Volunteers shared that sometimes the
center would communicate event details via WhatsApp,
requesting their attendance confirmation through
messages. However, volunteers often faced challenges,
such as limited availability for responses late at night,
and concerns about bothering staff if they replied
during odd hours. Consequently, staff had to individually

call volunteers to confirm their attendance.

£I -2M/ FE2ES
Volunteers - Accept / Decline Event Attendance
60 Figure 60
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To address this, it was proposed that the platform
include an “Events” tab. This tab would allow volunteers
to view upcoming events organized by the center and
respond using simple option boxes. This would simplify
the response process for volunteers and alleviate their
concerns about inconveniencing staff, as they could
now interact with the platform at any time of the day.
In Figure 60, each event notification includes a pop-up

that prompts volunteers to indicate:
+  Whether they will attend (Yes/No)

*  Whether they will bring elderly individuals with them
(Yes/No)
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& > C @& skiccadmincom

=

Events Management

Dashboard

Elderly Care Workshop

Elderly Care

Photography Workshop

Acrylic Painting

Safety Training

.
£ Morning Exercise

& Settings

LALI) % skoce x ¥ SKDCC Prototype
& > C & skdec.admincom

Title

Description

Quota

Contact Person

(m]

B8 - Bi#EE)
Staff - Create new event
61 Figure 61
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Create New Event

For staff, the interface for managing events is similar to RS - iRAEEBLRE S E
Staff - Edit event participant list

handling visits (see Figure 61). They can easily create, 62 Figure 62

edit, and delete events, view participant registrations,
and, for events allowing elderly attendees, visually

identify which volunteer is accompanying which elderly

v ® 06O : 000 oo % # SKDGC Prototype x|+
& > C @& skdccadmincom
hursday, July 4th 18:2¢
£ Edit Event
Qs =] Spsaznaeo
®  compewd @ oo @ Q s 8 g
Event Details
yyyyyyyyyy Ty Quot R
Room 102 Workshop 12 Draft 12 May 2023 16:00-18:00 ® Accounts
4 ) i 9900 9900
Room 203 Workshop w Draft 12 May 2023 16:00-18:00
H @ R ooy
Room 302 Workshop 20 Draft 4May 2028 16:00-18:00
2 v
Room 102 Training 2 scheduled 03 May 2023 16:00-18:00 & s
g Heidy Lok 9900 9300
Room 102 Training 8 Scheduled 20 April 2023 16:00-18:00 £ Notfications
9900 8800
Room 202 Workshop 27, Completed 13 April 2028 16:00-18:00 4000 8900
9900 9800
9900 9900
9900 9800
9900 9800
9900 9900
9900 9800
atting:
* * 06O
wrsd ath 18:2

Category

MEETEEH S ML HmE 625
o B B AT LUER S TR 2 102 o F A% » 2
ST REIUNRBLES BETUEES
e | TS ISR BINE

Location
01/10/23 - 1230

B BE LRABEE TREEIRE
BEYESEEE AABRENTIER

Registration Dates () *EDE

o

01/10/23 - 1230

Event Date

01/10/23 - 12:30

Event Participants Delete Event Update Event

Register Participants
Volunteer 12/03/2023

Q searcr
i

Kelly Tan

a (+852) somsogms  VOunteer @

Volunteer 12/03/2023
Participant will bring an eiderly to the event

Volunteer 12/03/2023

Volunteers Collapse

Volunteer 12/03/2023
9 Kelly Tsang
3 David Ng

Volunteer 12/03/2023
)v\‘ Hans Kai
Eld
Elderly Collapse
Volunteer 12/03/2023 =
t’s Hannah Ho
Elderly =
G Benny Wang
Voluntesr 12/03/2023

@ Carol Kwok
Eiderly
+ Add Participant

If a volunteer requests staff assistance in registering,
staff can add participants effortlessly, as highlighted
in Figure 62. Likewise, if a volunteer needs to cancel or
withdraw from an event, staff can remove participants

from the backend without complications.
The consolidated features on a single page streamline

staff workflows, eliminating the need to navigate

multiple pages to manage an event.
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Staff - Edit event participant list
63 Figure 63
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Settings
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oratt

Additionally, in the “Events” tab, staff can select
between calendar or list views to observe past, ongoing,
and upcoming events (Figure 63). Hovering over colored
event cards provides a brief overview, including the
event name, date, location, responsible person, and
participant list. To access more detailed information,
staff can click on the card to view the full list of
attendees, including those who accepted and declined
the event invitation, along with registration times.

Staff also have the option to edit event details when

necessary.

B8 - B ERE
Staff - Event detailed view
64 Figure 64
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Service Request
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July 2023 v

sunday

Completed

Event Information

Elderly Care Workshop

Careg
and ef
dif

them go on the care journey

Location Date & Time

SKDCC Room 102 14 July 2023 - 19 July 2023
Quota Duration (Total)

30 People 10 Hours

Type Price

All (Volunteers & Elderly) $120

Deadline staff In Charge

14 March 2023 Don Chen (+852 8

Zoom Link

ttps:/ [us0Bweb.zoom.us/j/ 99

s will relieve pressure of family members and help

Participant Information
Joining @)

ﬁ Fiona Yi Volunteer
©) raymonachu
@ sharonteung voluneer
™) Hanskai Volunteer
) Johnson cheung
Q Raymond Chu
() shoronteung Vounteer
9 Hanskai vounteor
€ ohnsoncheung  velunteer

o Fiona Yi  Volunteer

Q Raymond Chu

& snaronteung
€D roymonacnu
@ snaronteung

w\ Hans Kai  Volunteer
@) sonnson cheung

e Fiona Yi  Volunteer

G Raymond Chu

G.’ sharon Leung

@ raymonacha
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Declined (8

20March,19:36

20 March,19:36
20March,19:36
20March,19:36
20March,19:36
20March,19:36
20March,19:36
20March,19:36

20March,19:36

20March,19:36
20March,19:36
20March,19:36
20March,19:36
20March,19:36

20March,19:36

20March,19:36

20March,19:36
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65 Figure 65
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A crucial feature for staff is the ability to determine
whether all announcement and event notifications have
been successfully delivered to their intended recipients,
whether volunteers or elderly individuals. Equally
important is the capability to track how many recipients

have already read these notifications.

w * 0O :
& Message Information
read @ Delivered 22
Group A (Chuk Yuen) @ Mx
Group B (Lung Mei) e Volunteer v
Group C (Nam Shan) o v

Announcement Type
Notification

Broadcast Recipients

& Elderly)

@ NFEN-03-2023 pf

These statistics play a vital role in helping staff gain
insights into the effectiveness of their announcements
and events, allowing them to assess view rates and
explore potential enhancements in copywriting

to increase reader engagement or gain a deeper
understanding of which events are more popular
among volunteers and refine their events accordingly
to increase participation. Ultimately, this information
empowers staff to optimize their efforts, ensuring more
efficient and impactful announcements and events

on the platform, while also serving as valuable data for

future enhancements.

RERE EETERABERUTERMR
EITREMAER:

In the long term, as the primary goal of this platform
is to serve as a volunteering app that achieves the

following:

1 BMEETFE

ERARENAB IR RANR P OB EN T Fa k-

Efficient Streamlining processes and optimizing efficiency within the application

Workload

to alleviate staff workloads.

Management

2 RARTRER

Volunteer
Experience

AXRTIRE—RBIBEGN A B ESN R TS /EimR EEEC fE
Enhanced ﬁrﬁﬁgi@*%go

Providing volunteers with a seamless way to respond to center events

and volunteering opportunities, thus reducing missed opportunities

due to delayed responses.

3 BHEANAR

ARERUAEREENER Y& UR DN BRI SENEL

HiE Creating an intuitive platform for older adults, ensuring ease of use with
User-Friendly minimal steps required to find a suitable volunteer.
Interface

4 AR - ROTEABREZE-

Sustainability
Focus

EEZHERNERNEFZEHEIBER

» Alleviating staff arrangements.

+ Raising awareness among community residents about available

resources in their vicinity.

BEFSAFEEEERFMERZER
BEAOEHRCEZ ETEIENKEREERN
g ARt EEHSHEMEENDIER
BENAE L ERFPOBBS R EM
B FIBERE AR ERERR THAH
ErRER-EETEATUEZREENR
H W AESEMEERNER - e 81—
BZEFRIREIE BEANSEABZEIL—E
FRAEREMIHE M ER

This platform has the potential for broader adaptation
across different districts of Hong Kong. The Hong Kong
population ageing trend is adding demands to the
family carers and mobilization of community support for
the carers to share the burden. Social service centers
actively seek solutions to enhance their services while
educating the surrounding residents about available
resources. Consequently, this platform can serve as

a robust foundation for implementation in various
districts, bridging the gap between caregivers and
elderly individuals. It fosters a thriving network where
everyone in the district contributes to building a

stronger and more resilient community.
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1

ARt
Accessibility

TRESFEMEFE —REFOMBR TR ERREG?

TER MR E TRYBEER N ?

B RSTER AR PO REB ST A R E S 2

TR B BERLRTRENE?
THAZMmABEARENEBEENREREHE?ERAERIZESES
B LBRERS?

TR ARBEENREGN—EEBMMER TP OIS ERERX R
ZEF?

TR ARBEENREENER —EEMfRETMP OIS ERE
5?2

REENREGAMENEN SR EMMIERARAER?

Can you tell us when is your first time volunteering under the
SKDCC?

How was your experience volunteering with the SKDCC?

Have you ever had any trouble getting in touch with the SKDCC?
Do you often require assistance from the SKDCC?

How would you expect to stay connected with carers and
elderlies with the help of an App? Would an App make it easier to
communicate with the SKDCC?

Do you think carers and elderlies will benefit from an App that helps
them get in touch with volunteers and the SKDCC?

Do you think carers and elderlies can use an App that helps them
get in touch with volunteers and the SKDCC?

What are some of the carers’ and elderlies’ inconveniences or

disabilities that would affect them from using the App?

How do you align carers’ and elderlies’ expectations with what you
can provide?

Have you ever had trouble meeting carers’ and elderlies’
expectations?

Do carers and elderlies expect to see a familiar face when seeking
assistance?

How helpful do you think it is for carers and elderlies to seek

support from volunteers with who they are familiar?

3

EEMZZ
Trust and
security

REENREODERZENEZ LS RHEE BRiEHMEZ2RHE?
g SRBEENRENEE?
CEERERNRBENRERDCEARINGMIE?
TRRBREENRE ESEEEAEANEBIERS?

TR ARNAEREEN REGEEHERSS?

What are the current security challenges for carers and elderlies
seeking help from first-time volunteers?

How do you garner trust from carers and elderlies?

Have you ever had to reassure carers and elderlies of your identity
as a volunteer?

Do you think carers and elderlies have trust in Apps and digital
transactions?

How do you think an App could help carers and elderlies trust its

services?

2

140

HAEE
Expectation

REEEN RECSHERTARUREIE?
TR IRERE N RE R R ITAER (HBIARTS 2
TREERERBEENRENHE S HIGEIREENE?
REENREES KGR ECHERRAEREL?
ERARBENRERAMAIAENEISRIERESKEN?

Do carers and elderlies expect a rapid response time from the

volunteers?

yil

BAR&YF

User-friendliness

REENRETEAEEFHRNEREGEEMLERE?
T HERBEEMRENSEKTE?
CEERARENTEENENEUEREENREREMIIBEFR

What challenges do carers and elderlies face when using
smartphones and Apps?

How would you rate carers’ and elderlies’ literacy levels?

What functions would you include in an App to help carers and

elderlies proceed with their requests?
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Organised by the Jockey Club Design Institute for Social

Innovation at The Hong Kong Polytechnic University
(PolyU) and funded by The Hong Kong Jockey Club
Charities Trust, the 6-year social innovation project

was launched on 1 August 2018 to innovate solutions,

in collaboration with a wide spectrum of stakeholders,

to respond to social challenges with a view to
improving life in Hong Kong. Additionally, J.C.DISI puts
its strategic focus on tackling the combined impact
of “Double Ageing” (ageing of people and building) in
Hong Kong, the programme would engage the trans-
disciplinary forces of academia, non-governmental
organisations, professional bodies, members of the
public, corporations and the Government to generate

innovative ideas and practical actions.
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To organise a series of participatory symposia and workshops open to
the public to collect views on social issues, facilitate discussion and
co-create solutions. J.C.DISI names the platform based on the belief
that if one person from every 100,000 people (i.e., 70+ persons from
the 7 million+ population of Hong Kong) can sit together and contribute
their time, passion, knowledge and creativity, they can innovate

solutions for a specific problem.
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To collaborate with non-government organisations, professional bodies
and academia for developing innovative ideas generated at “One from

Hundred Thousand” into designs or prototypes.
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To introduce social innovation and design thinking into the curriculum
of secondary school education to nurture students as social innovators
through organising innovation workshops for students and teachers

and developing multi-media interactive teaching kits.
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To document and disseminate for public use the social innovation
experience and knowledge generated from the programme through
various formats, including academic papers, videos, design and
practice guidelines, case study reports, workshops, regional and

international conferences and exhibitions.
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In no event shall the Funder have any liability of any kind to any person or entity arising from or related to any

actions taken or not taken as a result of any of the contents herein.
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