
Secure a bed. Secure a meal. Secure help.



BACKGROUND

is a collaboration between 

Chancellor Gardiner, Kenzie Mahoskey, Hannah 

Juth, and Ennis Johnson.

It was completed in 5 weeks as part of Brittany 

Schade’s Digital Media Design II class.



THE PROBLEM

Unhoused people don’t have confidence that 

they’ll be able to meet basic human needs like 

food and housing on a daily basis.

We sought to solve this problem through  

environmental data visualization.



OUR SOLUTION

will reduce stress and 

increase time efficiency for unhoused users by 

using a mobile app, kiosk, and ride service that 

will be accessible, intuitive, and will empower 

them to remotely reserve a bed, a meal and other 

resources locally.

We achieved this solution by understanding that 

uncertainty about transportation, meals, and 

housing is often the most stressful part of being 

unhoused, and that we must find a way to get rid 

of these “unknowns.”



TEN ASSUMPTIONS

1.	 That homeless people would use our app or kiosk instead of 
standing in line at the shelter, or that significantly less people 
would stand in line

2.	 That homeless people stay on the street in Bellingham if there 
is no room at the Mission. That is to say, they do not stay with 
family or friends for the night, nor do they find rides to other 
shelters.

3.	 That lines will not form at the kiosks prior to the time 
reservations open, much as lines exist now at the Mission, 
prior to their opening at 8pm

4.	 The kiosk would help a homeless person to find a job and 
permanent housing so that they would no longer need to use 
the kiosks

5.	 Homeless people would be willing to meet with a social worker 
to set up a kiosk account

6.	 Homeless people want a meal so they use the kiosk to find a 
shelter near them that is serving a free meal.

7.	 Homeless people want to get off the streets and find a job

8.	 Homeless people don’t have enough access to the resources 
necessary to find housing or employment

9.	 Many homeless people don’t have or have lost identifying 
documents (ID, Social Security card)

10.	Users will be successful in meeting their shuttle at the 
scheduled time/location

Before beginning our design process, our team addressed 

ten assumptions we had about our users and about the 

functionality of our product.



TEN USER SCENARIOS

1.	 Homeless person has a job interview/work, needs to find a 
ride to arrive on time

2.	 Homeless person wants to find a job but needs an ID/
references

3.	 Homeless person needs to find a meal at a soup kitchen within 
walking distance

4.	 Woman leaves domestic abuser partner and visits the nearest 
kiosk to her to reserve a bed at a local women’s shelter.

5.	 Homeless person travels to shelter and shelter is full. The 
person uses kiosk and finds a nearby shelter that is open, so 
they reserve a spot. 

6.	 Homeless person travels to shelter and shelter is full. The 
person uses kiosk and finds a shelter that is open but too far 
to walk. The user reserves a spot and then requests, through 
the app/kiosk, an automated vehicle to come pick them up 
and shuttle them to shelter.

7.	 Homeless person is having an emergency. A kiosk is a block 
away so a person uses kiosk to connect to 911.

8.	 Person wants to find a job but has lost their ID and a social 
security number, so they meet with a social worker and set 
up an account on the kiosk where they can save their data for 
future employers.

9.	 The shelter near them is full, so the homeless person requests 
a spot on the kiosk, and checks to see if nearby shelters have 
room. 

10.	Homeless person is having trouble breathing but has no way 
to call 911 so uses the kiosk

Our team also imagined ten real-life scenarios that would 

motivate someone to use our product, which helped us to 

empathize while designing.



USER GOALS

EXPERIENCE GOALS

A kiosk that will empower, decrease stress, be  

user-friendly & intuitive

END GOALS

Reserve a meal and/or a bed at a nearby shelter or soup 

kitchen, book an appointment for job/life counseling, 

join the program

LIFE GOALS

Find a permanent roof over one’s head



USER JOURNEY

1.	 User has seen ad campaign or heard through word-of-mouth 
about kiosk/app and finds nearest kiosk, clicks the join button 
on the welcome screen.

2.	 The join button then pulls up a map with locations of nearby 
certified social workers and times.

3.	 The user chooses a location and time. 

4.	 If the location is close the user walks to meeting.

5.	 The location is far, so the user requests a vehicle to drive them 
to the meeting.

6.	 Once at the meeting, the social worker will explain the benefits 
and resources the program + kiosk provides

7.	 The social worker will input basic information, scan their 
thumb and scan important documents.

8.	 The social worker will administer a drug test

9.	 Social worker tells user to check any kiosk near them  in 2 days 
to see if they passed.

10.	 If passed, the user can log in to the kiosk with their fingerprint 
and then has full access to the program

11.	The user must visit a social worker monthly for updates and 
another drug test.

Our team outlined the steps a user would hypothetically 

take as they moved through our product. At this point, our 

product featured a drug test, an idea we later discarded 

because it could discourage new users.



USER JOURNEY



PRIORITY PYRAMID

90%

10%

Reduce time spent locating 
transportation, food, and a 
place to sleep

Creating a stress free process by 
ensuring empathy and empower-
ment of disadvantaged users within 
interactions between human and 
app/kiosk



RESEARCH

Our research methodology had three components: field 

interviews, market research, and statistical analysis. 

For this project, conducting good research was particularly 

important because no one in our group was part of our tar-

get audience of unhoused people. We had no personal ex-

perience to “fall back on” when we were stuck, so we had 

to rely on our research to inform our design decisions.



MARKET RESEARCH

ACTION HUNGER
Vending machine stocked with free 
supplies like water, fresh fruit, energy 
bars, chips and sandwiches, as well as 
socks, toothpaste, toothbrushes and 
even books.

PINK BOX
The vending machines contain 
sanitary packs that each include two 
pads and six tampons, and work on a 
timed system to reduce waste.

LAVA MAE
A San Francisco mobile shower-
bus that is designed for unhoused 
individuals.

CLEAR CHANNEL BILLBOARDS
Streetside billboards in Sweden 
display directions to nearest 
emergency shelter when the 
temperature drops below 45 degrees 
Fahrenheit.



INTERVIEWS

Our team prepared to conduct interviews with two groups 

of stakeholders: unhoused people and shelter directors. 

Our interview with Lighthouse Mission director Hans 

Erchinger-Davis fell through due to scheduling constraints, 

but we were able to conduct very helpful interviews with 

two unhoused disabled women, Charlotte and Rhonda, and 

an unhoused Seattle man who goes by Skater Ray.



INTERVIEWS

What are the largest reasons the people who stay at this shelter are homeless?

What do you think are the biggest stressors + struggles for those experiencing 
homelessness?

How well do you think new technology would be received among the homeless 
community, if designed to help them? This could include apps, kiosks, new 
education, vending machines, etc?

What are ways that you think could help?

Why did you choose to work at the Mission?

What do you think is the hardest daily task for someone who is homeless?

Do you think society/the city/the government is doing a good enough job helping 
and providing resources to those experiencing homelessness?

Does this shelter (or other shelters) usually fill to capacity every night? If so is there 
any other option for those who don’t get a bed?

In your opinion, what is the most crucial + important step someone can take to 
overcome homelessness?

Are there any common complaints + stressors you hear amongst the people who 
stay at this mission? 

What time does a line start forming outside this shelter?

Is the shelter pet friendly?

How heavily used is the childcare wing of the Lighthouse Mission?

Questions for Director Hans Erchinger-Davis



INTERVIEWS

Meals are doled out on a first come, first serve basis at the Lighthouse 
Mission

Unhappy with the quality of food at the Mission; “They serve us slop” 

People typically wait in line for 1 hour or less to receive services

Both women knew which churches, missions, and shelters provided meals 
on which days.

Charlotte emphasized the specific needs of unhoused women and has 
spoken with Bellingham mayor Kelli Linville about them

Process for getting a bed: They take your picture, get your name, and find a 
bed for you. After that, you are enrolled in the system and can just come to 
the Mission and receive a bed, if space allows

Takeaways from Interviews with Charlotte, 

Rhonda, and Skater Ray



STATISTICAL ANALYSIS

Instead of conducting an online survey to collect data, we 

turned to a massive survey on unhoused people in King 

County, titled “Count Us In,” conducted in 2018.

It highlighted the most common obstacles that people 

faced in receiving assistance or a permanent shelter, which 

we referenced as we designed our product.



STATISTICAL ANALYSIS



STATISTICS HIGHLIGHTS



PAPER PROTOTYPING



USER INTERFACE DEVELOPMENT



HIGH-FIDELITY USER TESTING



FINAL PRODUCT

Our team created a mobile app and fleet of kiosks 

located in public spaces accessible to the unhoused 

community that can be used to reserve a bed, meal, 

and private shuttles to shelters.

To begin using the service, you can download and 
open our mobile app or locate one of our many kiosks 
placed around your city.
Then, you select which services you want to reserve.
The system will provide you the closest available 
location. If that doesn’t meet your needs, you can filter 
the full list of options available.
Once you’re happy, hit confirm and your reservation is 
complete. 
If you need assistance getting to your location, we offer 
ride services located at pick-up zones around the city. 
Choose the best location for you and select the time 
you would like to be picked up. Hit confirm and you’re 
all finished.



FINAL PRODUCT



FINAL PRODUCT



FINAL PRODUCT



PROJECT CHALLENGES

In designing our product, we encountered many challenges, 

most of which centered around user accessibility. 

As video director Chancellor says, “we started with such a 

deep system of information (meals/beds, shelters, individ-

ual shuttles, number of users and their individual needs) 

and transformed it into a very simple system that puts 

most of the power into the users’ hands.” 

We had to constantly think about accessibility. This means 

considering the issues that many unhoused people face, 

like mental illness, disability, and addiction to ensure as 

many people as possible could use our product.




