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B PROJECT OVERVIEW

cell ife
o

Your Digital Lifeline

Street Life Hub is a ground breaking platform designed to empower the homeless community by providing access to vital
support services. With Street Life Hub, individuals facing homelessness can easily connect with shelters, food banks, healthcare
services, and employment resources all in one convenient platform, either by mobile app or a street screen. Street Life

Hub uses face and finger print recognition technology, and assigns each user a unique support ID, ensuring efficient and
personalised assistance. By streamlining access to essential services, Street Life Hub aims to uplift the homeless population,
offering them hope and a pathway to a brighter future.

PROJECT DURATION: MY ROLE: RESPONSIBILITIES:

March 2024 - May 2024 UI/UX Graphic designer Conducting user research, paper and digital wireframing,

SOFTWARE:
il A

low and high-fidelity prototyping, iterating on designs and branding.
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B PROJECT OVERVIEW

THE PROBLEM:

Many homeless individuals lack access to reliable information about
available support services. They may not know where to find shelters,
food banks, healthcare services, or employment opportunities. This can
be daunting and overwhelming, especially for those who are already in
vulnerable situations. Without a fixed address or consistent means of

communication, staying connected with support networks becomes even

more challenging.

THE GOAL:

To bridge the gap between the homeless population and the vital support
services that they need, the Street Life Hub app will allow individuals to
easily access information, resources, and support through their mobile
devices. My Initial research indicated that approximately 70% of homeless
individuals in the UK possess mobile phones, but there were limitations
due to reliability issues such as battery life, the risk of theft or damage and

whether they had smart phones with access to apps.

Recognising these challenges, | also wanted to explore an alternative
solution, a street screen. This innovative approach would ensure access
for every homeless individual, regardless of mobile phone ownership
as these would be centrally located within a town and city. The street
screen not only offers access to essential services but also provides free
phone calls, WiFi, and charging docks, catering to the diverse needs

of the homeless community. Ultimately, a solution for connecting the
homeless population to the digital world and the support they urgently

require.

STREET LIFE HUB - MOBILE APP & STREET SCREEN
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B USER RESEARCH

To understand the user, | did secondary research into homelessness and took away key points from previous studies and observations regarding the

struggles of accessing services and support.

"Research by People Know How found that while the majority of homeless
people had mobile phones, they couldn't rely on them - phones depend on

battery power and there’s a risk they'll be broken or stolen”

“Why does everything have to be about accommodation? Full-time job?
Help with mental health? Can't get that because I'm not in full time
accommodation, | can't get accommodation because I'm not in a full-time
job. It is always back and forth. And I've got to the point where I'm

like, what's the point?”- Patient story, Healthwatch West Berkshire

Difficulties navigating the health and care system, due to a range of different
factors including low literacy skills, language barriers, complex administrative

processes and lacking means of transportation

“I don't have a phone, smart phone or access to IT and making an

appointment is not always easy.” - Story shared with Healthwatch Derby

Shelter's comprehensive analysis of official homelessness figures and responses
to Freedom of Information requests reveals 1in 182 people in England are
homeless today. The charity’s research shows homelessness has risen rapidly in
just 12 months: over 3,000 people are sleeping rough on any given night (26%
increase) and 279,400 are living in temporary accommodation (14% increase) -
most of whom are families. There are also 20,000 people in hostels or supported

accommodation. - Shelter website

“Poor health was highlighted by most participants, with ongoing health issues present
amongst 90% of participants. Although varied, the main issues were mental illness
(72%) and addiction (69%)"- How Do People Who Are Homeless Find Out about Local
Health and Social Care Services: A Mixed Method Study

STREET LIFE HUB - MOBILE APP & STREET SCREEN



B USER RESEARCH

‘chaotic’ lifestyles, in which health and care needs are often not an immediate “reluctance to engage due to expectations of rejection or stigmatisation, or
priority - service users can have difficulties keeping to appointments and can distrust of institutions, often based on negative past experiences” - Delivering
be difficult for services to contact health and care for people who sleep rough
You try to register [with a dentist] and the first thing they ask you is [your] address Participants felt that although there were many services offering support for
and you say you haven't got an address and they say, ‘Well, we can’t help you; homeless individuals in the local area, they were not signposted well enough. ‘It's
because that's the first question they ask you, 'What's the address? What's your there, but unless you know where things are, it's kinda pointless’ (P7,male, interview)
postcode?” ‘| haven't got one.’- Focus group participant, Delivering health and care - How Do People Who Are Homeless Find Out about Local Health and Social Care
for people who sleep rough Services: A Mixed Method Study

“participants were asked what services they would most want information on, if they had an open access technological device.
Avariety of services were highlighted; the most sought-after services included food banks (78%), benefit information (64%),
soup kitchen location (62%) and addiction services (58%). Other services highlighted as desirable were those that offered shelter,
support, a social outlet and general health and hygiene services” - How Do People Who Are Homeless Find Out about Local Health and

Social Care Services: A Mixed Method Study
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. COMPETITIVE ANALYSIS

For my competitive analysis | researched competitors who already had apps and organisations that were aimed at the
homeless using their services. | found alot of the larger organisations were heavily advertising towards the general public

for donations. Surprisingly I could only find 3 apps aimed at the homeless population for them to find help and services.

Unique Value Proposition

Access to vital resources and support
services for individuals experiencing
homelessness.

®

ShelterApp

Comprehensive and compassionate

support tailored to the diverse

- needs of individuals experiencing
ourcalling

homelessness.

Platform connecting homeless
individuals with essential
resources and fostering community
engagement.

-/ Street Support

Connecting people sleeping rough
to local services.

Q) streetlink

Advantages

Chat bot, location maps,
large directory of services.
Real-time availability updates and
personalised recommendations.

App was easy to use, great use of
icons for different services and a

clear map indicating where they
were located. Option to report a

homeless person in need.

Uk based.
Large directory.
Good and extensive list of
services available.

Make an alert for someone
sleeping rough.
To be honest | didn't rate this website
atall, little info and abit pointless.

Disadvantages

Only USA based.
Thought the layout was a little too
straight forward and uninteresting,
just felt like long lists of information.

Is available in the UK, but alot of the
locations for different services were
scattered all over the country.
Not many in the same location.

Slow performance.
No map.
Didn't really like using it, felt it was
lacking a great user experience.

Only website based. When you click to
find services takes you to another website.
[ found the search option to find services
complicated and not very helpful.

STREET LIFE HUB - MOBILE APP & STREET SCREEN



B USER PAIN POINTS

These were the main user pain points that stood out the most in the research.

Difficulty accessing services Poor Health
Users find it difficult to access Most users are suffering from
services due to not having a poor health the main ones
permanent address or ID. being mental health and
addictions.

Information for support can be out
of date and they are not directed to Users need to access support
the right channels for their needs. services that can address these

and other health concerns.
Feel discriminated against
in healthcare environments. To make an appointment easily
Need a dedicated service or to find a case worker.
and understanding of their
circumstances.

Finding Food

A users most sought after
service if they have access to a
digital device would be to find

a food bank and its location.

Not having digital access

Most services are generally
now found online with the
most up to date information.

If users don't have access they
struggle to find the help that is
available in their area and have

to rely on word of mouth.

STREET LIFE HUB - MOBILE APP & STREET SCREEN



B USER PERSONAS

From analysing the research, | created 4 personas whose needs, goals, motivations and frustrations represent the potential users of the Street
Life Hub app. I've added 2 examples to this case study.

4 | N “I FEEL OVERWHELMED AND UNSURE WHERE TO FIND HELP”
i GOALS

Regain stability and independence

Find a stable place to live

Access necessary healthcare services

Secure employment

Establish a supportive network for empathy and practical assistance

PAIN POINTS

e Lack of access to essential support and services

M EI. Difficulty navigating the complex system of assistance programs

e Feelings of shame and stigma hindering her to find the help she needs
Age: 32 p N
Education: High School Mel is a 32 year old woman who has been experiencing homelessness for the
Family; Single past six months. She lost her job as a cashier due to the COVID-19 pandemic

and struggled to afford rent after her savings ran out. Sarah has been couch-

Locatlon,' Le_eds ) ) i surfing and staying in shelters when she can, but she feels overwhelmed and
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B USER PERSONAS

DAN

Age: 45

Education: College
Family: Single

Location: Urban London
Occupation: Unemployed

“I'M SEEKING HELP WITH MY MENTAL HEALTH, ITS HARD
WHEN YOUR ON THE STREETS ”

GOALS

Receive consistent and effective mental health treatment to stabilise mood
swings and improve overall wellbeing

Find safe and stable housing where he can feel secure and focus on managing
his mental health

PAIN POINTS

Inconsistent access to mental health treatment and medication due to financial
instability and lack of support

Feeling alienated and misunderstood by society, particularly when experiencing
manic or depressive episodes

Dan is a 45 year old man who has been trying to cope with bipolar disorder
since his late teens. Despite his intelligence, managing his mental health has
been a constant struggle. Growing up in a dysfunctional family environment
made his condition worse, and he lacked access to adequate mental health
support. He became homeless after a manic episode which led to him losing
his job and unable to afford rent. He often seeks refuge in public parks or
abandoned buildings whilst trying to cope with his illness.

STREET LIFE HUB - MOBILE APP & STREET SCREEN



. USER EMPATHY MAP

| used empathy maps to get a deeper understanding of my users. Here are 2 which | created for Mel and Daniel.

SAYS

I need help finding a place
to stay tonight

I don't know where to find
food or clothing

| wish someone could help
me navigate the support
system

DOES

Asks passers-by for
information or assistance
Avoids crowded areas due to
feelings of embarrassment
Searches for nearby shelters
and food banks

THINKS

Where can | find shelter
tonight?

How will | feed myself
tomorrow?

Will anyone be willing to

SAYS

I need an understanding
community

| feel alone in this battle

I need help finding stable
housing and work

Desperate forimmediate
assistance

Embarrassed to ask for help
Anxious about where to
sleep and find food
Longing for stability and a
sense of belonging

DOES

Seeks mental health support
Tries to find support groups
Asks other homeless
individuals about where
there are rooms going

Isolated and misunderstood

THINKS

Will I ever manage bipolar?
Wishes for more mental
health awareness

Fears judgment and rejection
Needs resources to regain
control

FEELS

Frustrated by mood swings
Anxious about future stability.

STREET LIFE HUB - MOBILE APP & STREET SCREEN



. PROBLEM STATEMENTS

User problem statements to consider when designing the app

MEL IS CURRENTLY HOMELESS AND NEEDS TO FIND HER WAY IN LIFE AGAIN WITH
THE RIGHT SUPPORT AND GUIDANCE BECAUSE SHE IS OVERWHELMED AND FEELS
LIKE GIVING UP

y DAN

DAN IS CURRENTLY HOMELESS AND NEEDS HELP WITH HIS MENTAL HEALTH TO
OVERCOME CHALLENGES BECAUSE HE WANTS TO NAVIGATE HIS LIFE IN THE RIGHT
DIREGTION AND GET HIMSELF OFF THE STREETS

STREET LIFE HUB - MOBILE APP & STREET SCREEN




B USER JOURNEY MAP

MEL

# 7 Browsing the services available

ACTION Opens the app Selecting a Shelter
A !3rowses dITEYN A A. Chooses a shelter
list of shelters, food .
banks, and support based on proximity
o B. Checks shelter details
TASKS services .
. such as opening hours
B. Filters search results
) e C. Uses the map feature
by location, availability oot
L : to get directions
C. Reviews information
EMOTION Hopeful Apprehensive
Simplify search and Implement real-time
filtering options to make S O B 1]
IMPROVEMENT it easier for users like  Availability to prevent
OPPORTUNITIES Mel to find relevant disappointment and

. frustration
services

Receiving Assistance

A. Arrives at the shelter
and checks in using
the app’s provided

information
B. Welcome from the
shelter staff and is
directed to her assigned
accommodation
C. Utilises additional
resources or services
offered

Gratitude

Offer resources and
guidance for accessing
additional services or
support beyond shelter
accommodation

To understand the problems and experience a user would go through, | created user journey maps.
Here is the one for Mel, the maps reveal areas where we can make improvements for a better user experience.

Providing Feedback ~ Continued Engagement

A. Continues to use the
app to access support
services, find assistance,
and stay connected
with the homeless
community.

B. Receives timely
notifications about new
resources, updates, and
events relevant to her
needs

A. Leaves a positive
review and rating for the
shelter on the app
B. Shares her experience
with other users through
the app's community
forum

Satisfaction Supported

Offer additional
resources and tools for
long-term goal setting
and progress tracking

to support users like
Mel on their journey
towards stability and self
sufficiency

Streamline the process
for leaving reviews and
feedback to encourage
more user engagement

STREET LIFE HUB - MOBILE APP & STREET SCREEN



B USER JOURNEY MAP

- I

Finding mental health support

Discovering Mental

AdIER Health Support

A. Explores the app's
sections dedicated to
mental health resources
and support services
B. Searches for therapy
options

TASKS

EMOTION Hopeful

Integrate a feature for
users to bookmark or
save their preferred
mental health resources
for future reference

IMPROVEMENT
OPPORTUNITIES

To understand the problems and experience a user would go through, | created user journey maps.
Here is the one for Dan, the maps reveal areas where we can make improvements for a better user experience.

Selecting a Therapist or
Support Program

A. Reviews therapist
profiles, including
specialties,
qualifications, and
availability
B. Considers peer
support groups and
counselling options for
additional support

Relieved

Implement a feature
for users to schedule
appointments or join
support groups directly
through the app for
added convenience and
accessibility

peers and professionals

Engaging in Therapy or  Providing Feedback and

Support Groups Tracking Progress
A. Attends therapy A. Provides feedback
sessions or supportgroup  on therapy sessions

meetings scheduled
through the app
B. Seeks guidance from

or support group
experiences through the
app's rating and review
system.

B. Tracks progress and

milestones using app
features such as mood
tracking, journalling, or

C. Utilises app features
such as journalling
or mood tracking to

monitor progress and

manage symptoms goal setting.
Validated Grateful
Offer additional

Implement a feature for
users to set and track
mental health goals
within the app, with

the option to celebrate

achievements and
milestones along the way

resources and tools
within the app for
coping strategies and
mindfulness exercises,
to supplement therapy
or support group
sessions

Continued Engagement
and Support

A. Continues to engage
with therapy sessions,
support groups, and app
features for ongoing
mental health support
and management.
B. Receives timely
notifications and
updates about new
resources, events, and
community initiatives
relevant to her mental
health needs.

Supported

Provide ongoing
educational resources
and events on mental
health topics, self-care

strategies, and wellness
practices to support

users' continued growth
and development.
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B VALUE PROPOSITIONS

Features that would appeal to the user from my research

RESOURCE DIRECTORY

HOUSING AND SHELTER ASSISTANCE

SUPPORTIVE SERVICES

COMMUNITY CONNECTION

EMERGENCY ASSISTANCE BUTTON

LOCATION ALERT FOR TRUSTED
CONTACTS

MAPS AND NAVIGATION

REAL TIME UPDATES

APPOINTMENT BOOKING SYSTEM

LANGUAGE AND ACCESSIBILITY OPTIONS

OFFLINE ACCESS WITH DOWNLOADABLE RESOURCES

PERSONALISED PROFILE

ICONS TO EASILY UNDERSTAND SERVICES OFFERED

ALERTS ABOUT AVAILABLE RESOURCES OR SERVICES
INTHE USER’S AREA

STREET LIFE HUB - MOBILE APP & STREET SCREEN
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. INFORMATION ARCHITECTURE

The mobile app and street screen will work in the same way to avoid confusion to the user. Although there would have many different services
available for a homeless individual, | am going to look at the mental health aspect. Research showed mental health was a common problem within
the homeless community as many don't get help or support with it. This hinders their chances of getting off the streets altogether, as they can't focus

on other things that need addressing .

Here is the site map for this below.

)
Home Shelter
Profile Food
: f ( Find Mental |___(Join a Support :
Search Function Mental Health H Resources H Toolkit ]
- _ \Health Support Group
Available
Health Services Services
( Addiction ) [ Chosen |
L I ) L Service )
|
([ Getback | [ Request )
__intowork ) . Appointment )
I ) ( I \
Alert Confirmation
. J _ J
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B USER JOURNEY

This is an example of a user journey, using the app to find mental health support and to request an appointment.

Goto
Profile

Mental Health
Section

Choose
Category

Log In Screen

Log In
or Create
Account

Home Screen

STREET LIFE HUB - MOBILE APP & STREET SCREEN



. PAPER WIREFRAMES - EXAMPLE |

With the user journey mapped out, | started on the paper wireframes for each of the different screens. Sketching a few different designs for each
one and then putting the best elements together as a finalised screen.

%amburgar Meny
= = = I —
— Grttlert _[roq] e —
[ b KX
< gl B
[Swrc.h . 7 &&_\ ! ttemburger

SHELTEE q

\Foo b (Ot—leons
' ' p— 7 | wanted the home screen of the app to be easily understood. | felt by having the point size of
MENTH L ﬂ ‘ the text slightly bigger than usual and also displaying each category as a button this would help
anyone with visual issues. I've also added a search option to the top of the page. In the top right

cC 9
corner there is also an alert button for anyone that needs to report urgent assistance.

Q@_©
Profile Location
Each service would also display an icon that relates to it, for individuals to easily identify if they
struggle with reading.
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. PAPER WIREFRAMES - EXAMPLE 2

-

= Z)
Seatcl fited
O TiLE @>

O e >

OTITLB @ >

[ maP VIEW |

This screen displays the search results for mental health services in the area. Again | wanted to keep
13 o o G itas a simple, easy to understand list. The search results would also display whether a service is

available or not. Each result can also be viewed on a map to show it's distance and location.
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| Servicep

. PAPER WIREFRAMES - EXAMPLE 3

@

choose another
| contzet

D, 185
Sorvice, tealesT Herd
o7 & of 5 5 & ol

i

Geh

@\ PEAUBST HEEL
’ A7 Y N e —

=5

[l

TT(E uv_©
O O Contuck
[Keavect Heeg]
v v D % This screen layout shows more information about the service selected. This includes a map at the top
to show the location. Then details of the service and contact icons below with a big button for the call
to action for requesting an appointment.
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. DIGITAL WIREFRAMES - EXAMPLE ONE

| then moved on to the digital wireframes for each of the screens to start bringing the design to life.

This example shows the mental

health support options for the
specific area searched. This can vour current locaton s ST LoNDON ek 0 cranse —— Option to change Vour cuent lcation s EAST LONDON cck to change
be viewed in either a list or map Sl location
format, which would help the user
decide which location would be Name . MAE
better for them to reach. 02 s
Name More Info
Each listing also shows the o 04 mies
distance from the users current Name More nfo
location. There are also options to o 075 mies Real-Time
change the location towards the Name NotAvaﬂab'e<> Updates
top and also a search function for e e
the rest of the app. This screen also Name _—
shows real time updates, to show peserpron _—
whether a counsellor is currently Name More Info
available for taking appointments. Bsecrpion .
Map View
Option to show
as amap

STREET LIFE HUB - MOBILE APP & STREET SCREEN



. DIGITAL WIREFRAMES - EXAMPLE TWO

A
— Alert

The profile for each user would be
assigned a unique ID. This ID once
vertified, can then be used for every
service or booking that the user
requires within the app, to prevent
identification issues.

The profile also records everything
that the individual requests and
saves.

There is also the option of a tool
kit, which provides extra resources
related to their specific problems.

Your current location is EAST LONDON click to change

Search Filter

Dan'’s Profile
ID 69458

Personal Details

Appointments

Reserved Shelters
Saved Pages

Toolkit

— Unique ID

List of appointments

\

Toolkit section which can
be accessed offline

Appointments

Name of Location

Time / Date Cancel

Name of Location

Time / Date Cancel

Name of Location

Time / Date Cancel

AN
7
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DIGITAL WIREFRAMES SET

L0GO

How can we support
you today Dan?

Your current location is EAST LONDON click to change

Search Filter

Find a Shelter

Find a Food Bank

Mental Health

Health Services

‘ Mental Health Support

Your current location is EAST LONDON cick to change

Search Filter

Request an
Appointment

Join a Support
Group

Resources

Your current location is EAST LONDON click to change

Search Filter

Your request is now being
processed Dan.

Please visit your profile in
the next 2 days either on
your mobile app or at one
of our street hubs,
for confirmation of an
appointment.

Go to Profile
Can we assist you with
anything else?

Go back to Services

Your current location is EAST LONDON click to change

Search Filter

Name Waiting List

0.2 miles
Name More Info
Description

0.4 miles
Name More Info
Description

075 miles

Name Not Available
Doscipin >

12 miles
Name More Info
Description

15 miles
Name More info
Description

3.2 miles

Map View

Your current location is EAST LONDON click to change

Search

Dan'’s Profile
ID 69458

Personal Details
Appointments
Reserved Shelters
Saved Pages

Toolkit

Name
Address

Mental Health Services Available

Appointments available on weekdays only
between 9am and 5pm

Request an
Appointment Here

Appointments

Name of Location

Time / Date Cancel

Name of Location

Time / Date Cancel

Name of Location

Time / Date Cancel

STREET LIFE HUB - MOBILE APP & STREET SCREEN



. LOW-FIDELITY PROTOTYPE

The digital wireframes then made up a low fidelity prototype for testing.
The primary user flow of this prototype was to request a mental health appointment in the users chosen location.

Hamburger... Homescreen Mental Health Ser. Mental Health Op.. Mental Health Ch..

Mental Health Ch... Profile Appointments

ot et i EARY LMD 5 14 i

ioa0 seaen

How can we support Mental Health Support

you today Dan? Vwmnil:m_whﬂ

iE| iz

75| §

Please visit your profile in
the next 2 days either on

n ik o ol gt s one
.~ L - of our street hubs,

for confirmation of an
appaintmant.

Find a Shelter

G0 1o Profile.

Find a Food Bank

Can we assist jou with
anything sise?

Goback ' Services
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. USABILITY STUDY: ROUND ONE FINDINGS

Study Type: Moderated usability study ~ Location: UK Participants: 5 Length: 10 minutes

Overall the users observed with the low-fidelity prototype, found the app ok to use but felt it needed slight improvements.

Users wanted to be able
to book in real time
and not have to wait for
confirmation in a few
days time.

Users thought the booking
system was a little
confusing, with waiting list
displayed on some options
and not on others. They felt
the button should say either
book now or not available.

Users wanted to know
whether they could talk into
the search option rather
than write.

Users thought there needed
to be a notes section to
add any special requests or
worries when requesting an
appointment.

Users felt opening times
also needed to be displayed
on listings.

STREET LIFE HUB - MOBILE APP & STREET SCREEN
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. MOCK UPS Based on the insights obtained from the usability study | updated my digital wireframes and then went on to create the mock ups.

Before Usability Study After Usability Study

Your current location is EAST LONDON click to change

Search Filter

Speech

Naiiis Waiting List > 0 pt| on now Mental Health Support

Description — ava i Ia b I eon 3 Emma Dawson Not Available
- Appleby Health Centre

Name More Info S ea rch ba r Appointments currently closed 9 0.2 miles

Description >

Charlie Hall

Appleby Health Centre
Available 9am - 5pm Mon-Fri O 0.2 miles

0.4 miles

Name More Info

Description >

0.75 miles

Matt Morris

St. Stephens Health Centre
Available 8am - 6pm Mon-Sat Q 3.4 miles

Laura Lewis

Lord Lister Health Centre
More Info

Name e Appointments currentl d 936m'| s
> ‘ ’pen tlmes PP ents ently close 0
5 mi 1 & Anton Barber Book Now
fes d|Sp|ayed A

Lord Lister Health Centre N
Available 9am - 5pm Mon-Sat Q 3.6 milgs

Mel Sutton

Birchdale Medical Centre
Available 9am - 5pm Mon-sat @) 3.7 mil

Name Not Available

Description
1.2 miles

Name More Info

Description

3.2 miles

Map View

Buttons now changed to either
display book now or not available
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B MOCK UPS

Before Usability Study After Usability Study

——

—— Now i've added
ID 69458 an extra screen
You are booking an appointment at this location SO th e user

Appleby Health Centre

63 Appleby Road, London E16 1LQ Ca n Write i n
Is there anything you would like to let us know a ny Co n Ce rn S
before your appointment? .
before their
A If you are currently taking medication(s), please type
Name appol ntment_ the name of it(them) into the box below

Address

Mental Health Services Available

Appointments available on weekdays only

between 9am and 5pm Wednesday 19th June

Please pick a time

If you are currently taking medication(s), please type

the name of it(them) into the box below I've a | S0 added
| 4 date and time
options for them
to choose from
rather than just
a request.

Request an
Appointment Here

| Choose a date

Before the usability test it was
just this screen to request an Plus a section to add any
appointment medications they are currently taking

STREET LIFE HUB - MOBILE APP & STREET SCREEN



B MOCK UPS

Before Usability Study After Usability Study

Your current location is EAST LONDON click to change
Search Filter

Your booking has now

Your request is now being been processed Dan
processed Dan.

If you need to cancel this
appointment, please do so at
least 24 hours before. You can
do this within your profile in the

app or at a street hub.

Please visit your profile in
the next 2 days either on
your mobile app or at one
of our street hubs,
for confirmation of an

appointment.
Go to Profile

Go to Profile Directions to a Street Hub

Can we assist you with
anything else?

Go back to Services

Can we assist you with
anything else?

Go back to Services

The confirmation screen isn't a request anymore,
it's now an actual confirmed booking

STREET LIFE HUB - MOBILE APP & STREET SCREEN



MOCK UPS BEFORE 2ND USABILITY STUDY

a4
Your Digital Lifeline

A comprehensive directory of services
the

Register g]

Login

fon's to p y - ti
services, empowering individuals to rebuild their
lives with dignity and hope”

aa @\

-

Your Lifeline
How can we support
you today Dan?

Q vour cument location is EASTLONDON cick to change

search © st

Find a Shelter

Find a Food Bank

Mental Health

Health Services

Your Digital Lifeline

Mental Health Support

We understand the unique challenges you may face,
50 we are here to offer support and resources to help
You navigate through difficult times. Whether you're
struggling with anxiety, depression, trauma, or simply
need someone to talk to, our doors are open to you.

You can request an appointment with one of our
qualified counsellors or join one of our supportive
group sessions.

Additionally, fee free to browse and download
resources tailored to address your specific needs.
Your mental wellbeing is important to us, which is
why were committed to providing you with the care
and support you deserve.

@ vour current location is EAST LONDON ciic to change

Soarcn O

Book an .
Appointment EA

Qo

9

8,

Q 02 miles away from your current location

Charlie Hall
Mental Health Counsellor
Specialist with severe mental health issues

Appleby Health Centre
63 Appleby Road, London E6 1LQ

A0

Appointments available on weekdays only
between gam and 5pm

Book an
Appointment

Dan Hunter
ID 69458
You are booking an appointment at this location

Appleby Health Centre
63 Appleby Road, London £16 1LQ

Is there anything you would like to let us know
before your appointment?

if you are currently taking medication(s), please type
the name of it(them) into the box below

l \

I Choose a date

Your booking has now
been processed Dan

If you need to cancel this
appointment, please do so at
least 24 hours before. You can
do this within your profile in the

app or at a street hub.

Go to Profile
Directions to a Street Hub

Can we assist you with
anything else?

Go back to Services

@ vour current location is EASTLONDON click to change

Search © e

Mental Health Support

Not Available

Emma Dawson

Apploby Health Centro
Apgments curenty closed Q) 02 miles

Charlie Hall

Appleby Health Centre
Availoble Sam - Spmon-Fi @ 0.2 miles

420 MattMorris
St Stephens Health Centre.
Avalloble 8am - Gpm Mon-sat @ 3.4 miles

Laura Lewis

[ Not Availabie |
Lord Lister Helth Centre

Appoiniments curenty cosod @ 3 mies

Anton Barber

| BookNow |
Lord Lister Helth Centre

Available 9am - 5pm Mon-sat ) 3.6 miles

<p Mlsutton

T irchdale Medical Centre
Available Sam - 5pm Mon-Sat Q) 3.7 miles

- Shreetl e
S0

Your Digital Lifeline -

- e o

@ Your current location is EASTLONDON clck to change

Searen Q e

Dan Hunter
ID 69458

~

Q voui urisitocation is EAST LONDON dlick to chafige

Soarch O

Appol ents
19th June at Tlam

Charlie Hall, Appleby Health Centre
63 Appleby Road, London E16 1.Q

25th June at 2pm

Addiction Support Group
Barking Methodist Church, 41 London Road 1G] 8AL

26th July at 5pm

Emergency Dental Care
499 Barking Road, London E13 8PS

[ orecions B~ Cot —J ~Concor ]

e
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. USABILITY STUDY: ROUND TWO FINDINGS

Study Type: Moderated usability study ~ Location: UK Participants: 5  Length: 10 minutes

Overall the users in this study found the app easy to use. However there were a few more points that they observed.

Users thought the SOS Users felt there needed to Some users felt that not
alert option needed to be be language options. everyone would want to
more prominent on the log in or register with the
homepage and not at the app and would just like to
bottom of the list. search the directory to find
Users thought the Users thought the mental out information.
appointment section health section was too text
needed to be clearer. heavy, and the options
Section headings relating needed to be further up
to the service that they had the page. The map option
requested. also needed to be made more

obvious on the directory.

STREET LIFE HUB - MOBILE APP & STREET SCREEN



B MOCK UPS

Before Usability Study

Your Digital Lifeline

A comprehensive directory of services
dedicated to supporting the homeless community.

Register

“Our mission is to provide easy access to essential
services, empowering individuals to rebuild their
lives with dignity and hope”

After Usability Study

Before Usability Study

s AHU B\ s

Your Digital Lifeline

How can we support
you today Dan?

Your Digital Lifeline

9 Your current location is EAST LONDON click to change

A comprehensive directory of services
dedicated to supporting the homeless community Search 0 Filter

Register

Just Browse* @

*You |vill need to log in or register to book appointments.

Find a Shelter

Find a Food Bank

Mental Health

Health Services +

“Our misgion is to provide easy access to essential

serviceg empowering individuals to rebuild their
lives with dignity and hope” ,

Option added so that users can just browse the
directory to look for information, without having

to log in or register

After Usability Study

Your Digital Lifeline

How can we support Lang uzgde d
you today Dan? option .a e
to top right on
Q Your current location is EAST LONDON click to change eve ry Scree n

Search o Filter

Urgent Help Alert @ L
‘\
Alert moved to
I've changed the
overpowering on
Mental Health Q the screen

well as it was

STREET LIFE HUB - MOBILE APP & STREET SCREEN



B MOCK UPS

Before Usability Study

Your Digital Lifeline

Mental Health Support

We understand the unique challenges you may face,
so we are here to offer support and resources to help
you navigate through difficult times. Whether you're
struggling with anxiety, depression, trauma, or simply
need someone to talk to, our doors are open to you.

You can request an appointment with one of our
qualified counsellors or join one of our supportive
group sessions.

Additionally, feel free to browse and download
resources tailored to address your specific needs.
Your mental wellbeing is important to us, which is
why we're committed to providing you with the care
and support you deserve.

9 Your current location is EAST LONDON click to change

Search 0 Filter

Book an .
Appointment EA

After Usability Study

9 Your current location is EAST LONDON click to change

Search 0 Filter

A\

Mental Health Support

Whether yoyre struggling with anxiety, depression,
trauma, or sfnply need someone to talk to, our doors
are open to fou. &

You can reggiest an appointment with one of our
qualified cognsellors or join one of our supportive
group sessigns.

Book an .
Appointment it

Join o Support
Group

Less text
heavy

Before Usability Study

After Usability Study

9 Your current location is EAST LONDON click to change

Search 0 Filter

Mental Health Support

Emma Dawson Not Available

Appleby Health Centre
Appointments currently closed 9 0.2 miles

Charlie Hall

Appleby Health Centre
Available 9am - 5pm Mon-Fri Q 0.2 miles

Matt Morris

St. Stephens Health Centre
Available 8am - 6pm Mon-Sat 9 3.4 miles

Laura Lewis Not Available

Lord Lister Health Centre
Appointments currently closed 9 3.6 miles

Anton Barber

Lord Lister Health Centre
Available 9am - 5pm Mon-Sat @ 3.6 miles

Mel Sutton

Birchdale Medical Centre
Available 9am - 5pm Mon-Sat 9 3.7 miles

Q Your current location is EAST LONDON click to change

Search 0 Filter

Mental Health Support

Jnmu Dawson Not Available

ppleby Health Centre
pointments currently closed 9 0.2 miles

harlie Hall

ppleby Health Centre
ailable 9am - 5pm Mon-Fri ) 0.2 miles

Niatt Morris

S}. Stephens Health Centre
Alailable 8am - 6pm Mon-Sat 9 3.4 miles

bura Lewis

rd Lister Health Centre
pointments currently closed Q 3.6 miles

nton Barber

rd Lister Health Centre
ailable 9am - 5pm Mon-sat ) 3.6 miles

Layout changed slightly to
make it easier to navigate

Map view now at the top of the screen

STREET LIFE HUB - MOBILE APP & STREET SCREEN



B MOCK UPS

After Usability Study

— e

Before Usability Study

Appointments

19th June at llam

Charlie Hall, Appleby Health Centre
63 Appleby Road, London EI8 1LQ

[ Directions J{ _ can __J Cancel ]

25th June at2pm

Addiction Support Group
Barking Methodist Church, 41 London Road IGI1 8AL

26th July at 5pm

Emergency Dental Care
499 Barking Road, London E13 8PS

e

Mental Health Support

19th June at Tlam

Charlie Hall, Appleby Health Centre
63 Appleby Road, London EI8 1LQ

[oirections J —cai | Gancel |

Addiction Support
25th June at 2pm

Addiction Support Group
Barking Methodist Church, 41 London Road IGT1 8AL

[Directions § —can [ cancel

Dental

ZGtK}uly at5pm

Emerggncy Dental Care
499 Barking|Road, London E13 8PS

[oirections J * “cai_J~ Cancel

o
(2]

Titles added to show different sections

STREET LIFE HUB - MOBILE APP & STREET SCREEN



B STYLE GUIDE

Colour Palette Icons
S A A Q00O0C
EENEE i
#DA3227  #FBB044  #6CCEC8  #C00505  #000000 g2 M O @} &
QO ®
Typography Buttons
Poppins Regular Button
Poppins Medium
Poppins Bold
Search Bar
Search O -
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HIGH-FIDELITY PROTOTYPE -— - = —

English  change language here |

Welcome Back! Face D Fingerprint

et
fﬁ*u@ _,

Your Digital Lifeline

Log In with Look at the icon Place a thumb over the icon

Face D @
A comprehensive directory of services

dedicated to supporting the homeless community Fingerprint

Onboarding
Logins Register

Login 8
Just Browse* @

“You will need to log n or register to book appointments.

“Our mission is to provide easy access to essential
services, empowering individuals to rebuild their
lives with dignity and hope*

Register Full name To log into our services we use face and fingerprint
recognition. Please pick your preferred option below

and follow the instructions.
When you register with Street Life Hub you will receive

a unique ID code.

Date of birth
1
D 12345 Face ID @ Success!
You are now registered

Mobile numbser (if you have one)

This code will be used for all bookings and
appointments made within the app to identify you. Dan Hunter
Fingerprint
Some services may require further identifcation,
please visit the help section within your profile so we ID 69458

. Your current location (name of place, town or city)
Reg ister e Qvat you it

Do you have access to any form of identification
(select all that apply)

Passport @) Driving license

girth certificate (O Other ID Go to Profile
Go to Directory

STREET LIFE HUB - MOBILE APP & STREET SCREEN



HIGH-FIDELITY PROTOTYPE

Map View with Info

Chosen Selection
Booking Screen
Confirmation

Home Screen
Mental Health Section
Mental Health Directory
Map View

Your Digital Lifeline
How can we support
you today Dan?

@ Vour current location is EASTLONDON ciick to change

Search 9 Filter

Urgent Help Alert @

Find a Shelter

= T

Q vo@&ﬂm‘?wo;on i5 EASTLONDON dokto

Emmabawson

Appleby Health Centre
Appointments currently closed Q) 0.2 miles

Charlie Hall

Appleby Health Centre
Available Sam - 5pm Mon-Fri - Q) 0.2 miles

@ 02 miles away from your current location

Charlie Hall
Mental Health Counsellor
Specialist with severe mental health issues

Appleby Health Centre
63 Appleby Road, London EI6 ILQ

A0

Appointments available on weekdays only
between 9am and 5pm

Book an
Appointment

@ Your current location is EAST LONDON click to change

seareh O -

Mental Health Support

Whether you'e struggling with anxiety, depression,
trauma, or simply need someone to talk to, our doors
are open to you.

You can request an appointment with one of our
qualified counsellors or join one of our supportive
group sessions

Book an
Appointment

Join a Support
Group

Resources

@ Your current location is EAST LONDON Gk to change:

search o Filter

Mental Health Support

Map View

Emma Dawson Not Available

Appleby Health Centre
Appointments currently closed Q) 0.2 miles

Charlie Hall

Appleby Health Centre
Available 8am - 5pm Mon-Fri Q) 0.2 miles

Matt Morris

st. Stephens Health Centre
Available 8am - 6pm Mon-sat Q) 3.4 miles

Laura Lewis Not Available

Lord Lister Health Centre
Appointments currently closed @) 3.6 miles

Anton Barber

Lord Lister Health Centre
Available 9am - 5pm Mon-sat @) 3.6 miles

Q vour EuiaRtRocation is EAST LONDON dlick to change

search o Filter

Dan Hunter
ID 69458
You are booking an appointment at this location

Appleby Health Centre
63 Appleby Road, London E16 1LQ

Is there anything you would like to let us know
before your appointment?

If you are currently taking medication(s), please type
the name of it(them) into the box below

| Choose a date

If you are currently taking medication(s), please type
the name of it(them) into the box below

I I

| Wednesday 19th June v |

Please pick a time

Your booking has now
been processed Dan

If you need to cancel this
appointment, please do so at
least 24 hours before. You can

do this within your profile in the
app or at a street hub.

Directions to a Street Hub

Can we assist you with
anything else?

Go back to Directory

STREET LIFE HUB - MOBILE APP & STREET SCREEN



. HIGH-FIDELITY PROTOTYPE

Profile
Appointment
Urgent Help Alert

Q@ Your current location is EAST LONDON ciick to change

search ©Q e

Dan Hunter
ID 69458

Personal Details

Appointments

Reserved Shelters

)

— e

Appointments

Mental Health Support

19th June at llam

Charlie Hall, Appleby Health Centre
63 Appleby Road, London E16 1LQ

[ Dircctions § o | cancel |

Addiction Support
25th June at 2pm

Addiction Support Group
Barking Methodist Church, 41 London Road IG11 8AL

 Directions lf _cCail N Cancel ]

Dental

26th July at 5pm

Emergency Dental Care

Urgent Help Alert @

Call 999
if you are inimmediate danger or
need urgent medical assistance

Street Life Hub
Outreach Team Alert
If you need help with your situation on
the streets and don’t know where to
turn, please alert us to your location for
our outreach team to visit you.

Send Location

499 Barking Road, London EI3 8PS

[__cai | Cancel

Saved Pages
Toolkit

Services

Your Dig Shelter

Your Profile

How cany
Find a Shelter ? you tod

Mental Health

Find a Food Bank
lick to change Q vour current location is

Mental Health
ental Hed! o Filter Search

Health Services Addiction Work

CLICK HERE
to view the

high-fidelity

prototype

M e n u Addiction
Filter Menu Get Back to Work

only show open O
services

Find a Food E
About Us

Legals

SOS Alert - Other
@ Find a Shelte|
Find a Street Hub

STREET LIFE HUB - MOBILE APP & STREET SCREEN


https://www.figma.com/proto/WY0qGYA9m3nXJr4JbsU8HX/Street-Life-Hub?node-id=350-405&t=cNPApUplEIlug1MT-0&scaling=scale-down&page-id=350%3A398&starting-point-node-id=350%3A405&show-proto-sidebar=1
https://www.figma.com/proto/WY0qGYA9m3nXJr4JbsU8HX/Street-Life-Hub?node-id=350-405&t=cNPApUplEIlug1MT-0&scaling=scale-down&page-id=350%3A398&starting-point-node-id=350%3A405&show-proto-sidebar=1
https://www.figma.com/proto/WY0qGYA9m3nXJr4JbsU8HX/Street-Life-Hub?node-id=350-405&t=cNPApUplEIlug1MT-0&scaling=scale-down&page-id=350%3A398&starting-point-node-id=350%3A405&show-proto-sidebar=1
https://www.figma.com/proto/WY0qGYA9m3nXJr4JbsU8HX/Street-Life-Hub?node-id=350-405&t=cNPApUplEIlug1MT-0&scaling=scale-down&page-id=350%3A398&starting-point-node-id=350%3A405&show-proto-sidebar=1
https://www.figma.com/proto/WY0qGYA9m3nXJr4JbsU8HX/Street-Life-Hub?node-id=350-405&t=cNPApUplEIlug1MT-0&scaling=scale-down&page-id=350%3A398&starting-point-node-id=350%3A405&show-proto-sidebar=1

The Street Screen
would be a scaled up
version of the mobile app.

Keeping consistency so the
user doesn't get confused and
the large icon buttons make it

easy to navigate.

I've just added some small
tweaks to the Street Screen.

. HIGH-FIDELITY PROTOTYPE

‘ English  change language here l

Your Digital Lifeline

A comprehensive directory of services
dedicated to supporting the homeless community

Register

Fingerprint

Place a thumb over the icon

B .
L
W -

On a street screen the user
would be able to make
free calls and connect to
the wi-fi. So i have added
in these icons on the first
screen, as well as the
SOS button.

On the log in and register
screens I've made the

thumb icon much smaller.

you today Dan?

9 Your current location is EAST LONDON click to change

Search o Filter

Urgent Help Alert

Find a Shelter

Find a Food Bank

Mental Health

Health Services

Addiction

Get Back to Work

(©)

e & 0 o0

On all screens i've also

N added in the phone and

wi-fi symbols to the
top left.

STREET LIFE HUB - MOBILE APP & STREET SCREEN



. HIGH-FIDELITY PROTOTYPE

Visual of the Street Screen g

: lt/é
’/ﬁ-lua\\

Your Digital Lifeline
A comprehensive directory of services
aaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaa

CLeo =
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. ACCESSIBILITY CONSIDERATIONS

Using large buttons
and icons so users can

distinguish sections easily.

Using a clear typeface for
the majority of the text to
make it easy for the user to
read and navigate.

Adding in a search tool with
a voice enabled searching
option.

STREET LIFE HUB - MOBILE APP & STREET SCREEN
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B TAKEAWAYS

IMPACT.

The Street Life Hub Mobile App and Street Screen enable users to easily search

for vital services. For mental health support, users can now locate suitable clinics,

access detailed information, and book appointments, with confirmations visible
in their profiles. Those who prefer not to register can still use the directory and
resources to find out information, without sharing any personal information.
The Street Screen provides a crucial lifeline for users without digital access,

ensuring they can find the help they need.

WHAT [ HAVE LEARNT:

Designing an app for homeless individuals emphasised the need for simplicity
and prioritising the user in every aspect of the design. This project highlighted
the importance of empathy, inclusivity, and practicality in creating a helpful and

empowering tool.

el

Your Digital Lifeline

g _

9 Your current location is EAST LONDON click to change

Search Q Filter

Mental Health Support

Whether you're struggling with anxiety, depression,
trauma, or simply need someone to talk to, our doors
are open to you.

You can request an appointment with one of our
qualified counsellors or join one of our supportive
group sessions.

Book an .
Appointment ik
Join a Support

Group

STREET LIFE HUB - MOBILE APP & STREET SCREEN




B NEXTSTEPS

Would be to launch the app
and street screen in one
location and test how users
get on with using it.

This would also be on a
wider scale for testing,
so more insights would
be gained into how users
perceive it.

Add in the other sections
of support, such as shelters
and food banks.

Record what sections are
getting used the most.

Possibly introduce a chat
bot so the user can interact
with it to answer any
questions they may have.

STREET LIFE HUB - MOBILE APP & STREET SCREEN



. S
7R - - e~ .
. 3 : . "

e | - A NN BT N

. . - - . . Y N 4

Vi S R N
B gt ’ \ ' e T Y .. o ¢ - .
L/ / ' ’ N N

i ) vd \ ." / p" v \‘\

0'4', 0 . ’\/ . : ‘P ]
v 0 - y) V4 !

/- ' V. [ I DY I o‘l I. 2

THANK YOU FOR VIEWING THIS CASE STUDY

GET IN TOUCH

LeAnne Bolton-Heaton
e. leanneboltonheaton@yahoo.co.uk
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