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This handout is intended to provide a detailed explanation of the 
envisioned design and ecosystem of the SWISSUE Service. It is 
important to note that the following explanations mainly refer to 
the COVID-19 crisis, as this period represents a tangible example 
for a national crisis. SWISSUE is based on the idea of the Swiss-
Covid app. The service is to be understood as a proposal for the 
expansion of the mobile application and the associated underly-
ing ecosystem. This expansion intends to ensure applicability to 
other crises, provide users with a greater incentive to participate 
and include a data donation system for different types of data.

1. Action Plan

Different crises place varying demands on the app’s function-
ality. As the ability to act quickly is key, we propose to consider 
possible crises in advance. Meaning that important functions of 
the app for certain crises should be defined, designed and de-
veloped in advance. When a crisis occurs, the required functions 
are selected by an expert group from a crisis-specific task force. 
These functions are then made available to the users and affect-
ed as an update to the app. This modular system of pre-devel-
oped functions enables a fast response in a crisis.

SWISSUE Service Handout

Diagram of the action plan from a National Early Warning System till the launch of the App
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DATA DONORS

DATA USER

2. User Description

Crises can be local or national, therefore it is important to consid-
er a broad user group. The use of a smartphone app is justified by 
the 97 percent penetration rate in Switzerland. However, it should 
be noted that certain crises make it impossible to use smart-
phones. For these crises, other means of interaction must be used 
or developed, which are not covered in this handout.

In the case of the national COVID-19 crisis, the entire population is 
affected. This means that there are approximately 8 million poten-
tial users and data donors. 

SWISSUE identifies individuals’ participants as “data 
donors.” Minors are considered “passive users” who 
will only use the tracing function and are excluded 
from the data donation. A minor’s device will be 
paired with a parent’s device to receive any possible 
infection notifications. The over 18 year old data 
donors can voluntarily donate their data to clearly 
defined government agencies, municipalities, or 
businesses referred to as “data users.” 

This data ranges from standard app 
usage data and data generated by the 
use of certain features to the heart of 
the data donation system, the As-
sistance Chat Bot. By implementing 
smart contract technology, we want to 
limit data access to the specified data 
users, which leads to increased data 
security and trust by data donors over 
time. The data users are authorized to 
analyze and process the data so that 
it can be used to make informed crisis 
management decisions. 

If the data allows it, it should be made available to 
the public as open government data. Otherwise, the 
data is stored decentrally as closed data or deleted.
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3. SWISSUE Prototype for COVID-19 crisis

3.2 Cockpit / Homescreen

The home screen is the main menu of the app. This screen is 
always the first to be displayed when the app is started. The 
home screen allows a clear overview of the main functions, which 
can be customized. Depending on the preference of the data 
donor, the modules of the various functions can be moved and 
rearranged. As already mentioned, the available modules of the 
different functions will change depending on the crisis. In the 
case of COVID-19 the Bluetooth tracing can easily be enabled or 
disabled via a toggle swich. Whether the tracing is active or not is 
clearly indicated by different background colours. The data donor 
in our prototype for example values statistics, therefore the most 
important statistics are displayed directly on the home screen. 
The aim of the Homescreen is to display the demanded informa-
tion of the data donor as fast and simple as possible.

3.1 Welcome Screen

When the app is launched for the first time, the data donor has 
the option to voluntarily add personal demographic data to a local 
user profile. The data includes age, sex, canton of residence, 
and Postal code. This enables data users to analyze the donated 
data in an optimal way, as well as to target specific demographic 
donor groups. The specification of demographic data offers the 
donor the possibility of being addressed directly in, for example, 
an age-specific issues. The whole process is accompanied by an 
explanatory video. The different permissions that the application 
needs to function correctly, such as Bluetooth, access to the lo-
cation service and the permission to send notifications in case of 
possible infections, are disclosed in a comprehensible manner.
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3.3 Statistics Function  
(COVID-19 specific Function)

The Statistics function allows easy access to 
statistics of the federal government. The statistics 
can be marked as favorites, filtered or specifically 
searched. Favorited statistics are displayed directly 
on the home screen. Statistics in which the data 
donor has participated through his donation are 
highlighted. This is to show the donor that their data 
is needed and makes a difference. Data users can 
determine the demand for information of a certain 
topic based on the views of certain statistics.

3.4 Check-in Function (COVID-19 specific Function)

The Check-in function provides a convenient way for data donors 
to check in at various venues without having to provide personal 
contact information. This function combats the unregulated distri-
bution of the shared personal data. The Check-in function should 
make use of the distance calculation of the tracing function. 
There will be an app for venues that can be used as a beacon, e.g. 
for a restaurant, bars, cinemas, etc. Upon entering the venue, visi-
tors have to hold their smartphone with activated contact tracing 
in close proximity of this beacon-smartphone for 5 seconds. The 
check-in function should be linked to a map that shows in which 
venues seats are still available and how many. Also, an average 
of the number of visitors at specific times of the day should be 
displayed so that participants can plan their visit more easily and 
safely.

The data users can monitor popular locations based on this data, 
thus identify possible sites of infections or hotspots more quickly 
and carry out targeted preventive measures.
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3.5 Chatbot Function  
(Main part of Data Donation System)

The chatbot is a chat integrated into the app. The 
design is to be based on well-known messaging 
apps such as WhatsApp, Signal or Telegram, be-
cause most smartphone users mainly use such 
applications and their functionality is already famil-
iar to most of them. This chat allows authorities or 
municipalities to contact those affected by the crisis 
on a more personal level. When communicating 
through this function, it is essential to ensure that 
the exchange is as organic and human as possible. 
The chat makes it possible to give a human touch to 
a complex organisation like the BAG or the Contact 
Tracing. This persona can be used to build a bond 
with the data donors. For example, the Contact 
Tracing-Chat would inform the data donor of a 
possible infection detected by Bluetooth tracing on 
a personal level. Additionally, it would ask if assis-
tance is needed or not. If it is, the chat will guide 
the potential Infected person through the process 
of testing, showing the nearest test sites in the 
area and allowing to book an appointment directly 
through the chat. The chat should also remind the 
user to inform close people of a possible infection 
and provide information about the procedure if the 
test is positive. The chat should take the user by the 
hand and assist through the whole time of insecurity 
that arises if a possible infection has occurred.

The chat not only serves as an assistant, but also as 
a tool to conduct surveys. A test that we conducted 
with a Telegram chatbot, which asked questions 
about sport specific behaviour during the COVID-19 
pandemic has shown great willingness to donate 
data, if the survey was carried out anonymously and 
on behalf of a specific well-known entity such as the 
BAG. For data users, the chatbot offers the possi-
bility to survey the data donor on various topics, to 

carry out analyses and to gain insights. Implement-
ing a chat should be of special interest because it 
offers many different ways to donate data. In the 
event of a landslide, for example, people could share 
their location, donate pictures of the damaged infra-
structure, make measurements with GPS, transmit 
possible access points for rescue workers or define 
helicopter landing areas.

lternatively, for example, data user can also send 
task lists out to data donors that are located in the 
affected area and are able to help. In this way, the 
organization of search parties, the division of tasks 
or the search for people whose skills or equipment 
are urgently needed can be made faster and more 
efficient.

This direct link between authorities or data users 
and data donors can, if properly cultivated, that is, 
not used excessively and for abusive purposes, 
lead to the establishment of a sophisticated data 
donation culture in Switzerland. We suggest that the 
application continues to be maintained in non-crisis 
times. Crisis-specific functions should be removed, 
but the Chatbot function should always continue to 
be maintained. It should be possible to join different 
chats of interest such as for example one for the 
own place of residence administered by the re-
spective municipalities. There should not be a daily 
exchange, but an ongoing engagement with the app 
over time to builds trust in, and a personal connec-
tion to, different government- or public institutions.
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Next Steps

• �Since we are proposing the use of smart contracts 
and thus blockchain technology for the secure 
exchange of data, it would be sensible to check the 
feasibility with experts in this field.

• �The Prototype is still a wireframe. Interactions De-
signers need to develop it further and make it more 
visually appealing, functional and intuitive.

• �Develop an explanatory video for the welcome 
screen that clearly explains the required authoriza-
tions and how the application works

• �Design and test applications for venues

• �Carry out further tests of the chatbot with different 
age groups, topics and data types.
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Introduction

The importance of accurate data to assess a crisis has become 
apparent in the era of COVID-19. In a crisis like COVID-19, individu-
al personal data is of critical importance. Collecting and analyzing 
this data in an anonymous form can help municipalities adapt 
their actions to better meet the needs of the affected population.

In order to collect such data, the partner “Stiftung Risiko-Dialog” 
argues that a sustainable data donation system must be estab-
lished which can be used in different crises.

The creation of such a service was the goal of the 6-week service 
design module, which is documented in detail on the following 
pages.
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Aim of the Project

The goal of this project was to develop a sustainable service eco-
system that incentivizes participation and enables users to donate 
data in order to enable municipalities to fight or manage crises 
more effectively.

Key Questions of the Project

• �What are the main attributes of a sustainable data donation system?
• �What benefit can we create that would entice participants to share data?
• �How do we activate users that are positive towards data sharing to engage 

with our service and share their data?
• �Which data and resulting services can help municipalities to manage a crisis.

Teilnehmer/innen Benefit Gemeinden

Daten

Eco- System

Spenden- System

WertvollVertrauen

mühsam
langsam / harzig

Wieso gebe 
ich meine 
Daten frei?

Aim of the Project

Key Questions of the Project
What are the main attributes of a sustainable data donation system?
What benefit can we create that would entice participants to share data?
How do we activate users that are positive towards data sharing to engage with our service 
and share their data?
Which data and resulting services can help municipalities to manage a crisis.

The goal of this project was to develop a sustainable service ecosystem that incentivizes 
participation and enables users to donate data in order to enable municipalities to fight or 
manage crises more effectively.
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Who is our collaboration partner?

For over 30 years the independent platform “Stiftung Risiko-Dia-
log” has pursued the goal of developing innovative, viable solu-
tions and framework conditions in a participative manner to  un-
derstand technological innovations, changes in the environment, 
and social change. In doing so, it cooperates with the respective 
partners  from civil society, research, economy, authorities, politics 
from Switzerland and abroad.

In the current project “data cooperation” they are collaborating 
with the Swiss Data Alliance for deeper insights into data policy 
aspects and the University of  Zurich for the scientific research 
background. Our main contacts were:

Nathalie Stübi  
is deputy managing director and project manager at the Stiftung  
Risiko-Dialog.

Matthias Holenstein  
is managing director of the Stiftung Risiko-Dialog.
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Our concept “SWISSUE”

During a crisis, such as the global pandemic Covid-19, we often 
feel left alone. We’re flooded with general information about the 
virus. But the information that we really need is scattered over 
different media platforms and difficult to comprehend. 
It should tell us how to handle general life in the crisis and help us 
to cope with the crisis as an individual and in a community.

One focus we’ve put our service “SWISSUE” on is the biggest 
problematic people face, for example the scenario of getting a 
notification when you’ve come in contact with the virus. A person-
al assistance, which guides you through this process, would ease 
the confrontation in this situation. The assistance-chat enables 
authorities to gather data by conducting surveys. Your donated 
data is a benefit for everyone. The resulting statistics help your 
authorities to make well-founded decisions.

The customizable home screen can be adjusted to your own 
personal preferences and needs. You can inform yourself about 
the newest statistics, visit different venues anonymously with the 
check-in functionality and turn on/off the tracing function.

As our main functionality, the assistance chat for data donation 
can be adapted to various data needs. In case of a different crisis, 
you will be able to share data via pictures, location or videos.

Through your data donation, you’re helping the whole community 
and authorities to master the crisis.
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Discover Phase

Week 1: Service Exploration
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Service Exploration Workshop

The aim of the workshop was to solve the wicked-problem within the framework 
of the double diamond process and to develop the idea for our service. 

Problem definition

Position of the ideas

Problem Statement in a  
“How might we...” Question

Problems & Challenges Collection 

10 ideas for a service Sketching a prototype

Problem definition in one sentence

Discover Phase Define Phase

Develop Phase Deliver Phase
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Characteristics of the Wicked Problem & Framing our main interest

Before we started with framing our main interest we 
wanted to work with, it was important to think about 
what a wicked problem exactly is. On the left hand 
side we listed a few characteristics of it.

Resulting from Day 1, trust appeared 
to be the most interesting to work with 
for us. From that point on we decided 
to work with the aspect of gaining 
trust.
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Journey Map
To find out how the service of the Corona Test-
center works, we made a Journey Map. Through this 
method we were able to figure out potential ideas 
or opportunities that we could implement into our 
service.

One of our key findings we made by defining the 
journey map and interviewing a few people, was that 
somebody can get lost really quickly in a test-center 
when there’s no guidance. We feel overwhelmed in a 
place and situation like this.

There should be a more explicit guidance which tells 
us what to do exactly in this situation. This then can 
lead to trust, because the confusion was cured.

Another analysis of a journey, or to be more ex-
act - an experience, we looked at the user behavior 
behind the “Flo App”, which is an app to keep track 
of the menstruation.

The key question we’ve asked ourselves is why we 
donate our data. Because of what benefit are we 
willing to give away personal data?  
It appeared to be quite 
interesting under which 
circumstances we give 
away personal informa-
tion. We came to the 
conclusion that we give 
away data, when it gives 
back something which 
concerns ourselves 
(Quantified Self).
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Analysis of the SwissCovid App and further conception

We analyzed the SwissCovid App and came to the 
conclusion that the missing feedback from the app 
is a big minus point of the application. By feedback 
we mean, if the app is active and if it’s working at all.

What the user needs is a certain benefit. But how 
could we serve this benefit under the circumstances 
of gaining trust and generate data at the same time?

We thought about implementing a news channel, 
statistics which is connected to surveys, automatic 
check-in and an incognito modus.

It is important that the user sees that he/she con-
tributes to something. In our case it’s the statistics 
which gives them a feedback, by showing their gen-
erated data aggregated in a statistic.

20% of the swiss population is using the SwissCovid 
App, which means that 80% don’t. Our aim was to 
focus on the 80% and figure out why they don’t and 
how to motivate them to use the app more actively. 
But what about these people who don’t have access 
to a smartphone? According to this question we 
tried to sketch down a few mini designs and a mock-
up of the app (next page).
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Mini Design

Bundes Tracking Device (BTD)

• Device the size of a pet bottle lid
• �Easy to attach to clothing / body
• �Easy to operate by pressing a button
• �Provided by the federal government
• No smartphone needed
• �Data is transmitted directly to data 

centres (without middlemen like 
Google etc)

• �“Isolated from the internet” like elec-
tronic patient dossier (EPD)

Cori Badge

• �Badge in the form of a pin for various 
pandemic achievements are official-
ly sent by the federal government 
(e.g. 5 days without being in danger 
zones, 2 negative PCR tests in a row 
etc...)

• �Pins can be attached to mask, bag, 
backpack, clothing, etc.

• �With RGB LEDs

Simply pick up BTD at the distribution stand.

Attach to clothing and always have with you.

Vibrates in case of e.g. contact with infected person.
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Mini Design

Mini design from the workshop on the 
first day, slightly developed.
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Value Network Map
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To wrap up all the findings that we had 
in the first week, we tried to put our 
thoughts on a mind map and tried to 
generate a bit more structure to have 
an overview of our framing.

Findings first Week
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Define Phase

Week 2: Service Ideation



17

De
fin

e 
Ph

as
e 

– 
Se

rv
ic

e 
Id

ea
tio

n

At the beginning of the second week, 
we went into another short brain-
storming and idea finding phase using 
the keyword method. In the process, 
we realized that we needed to get to 
know the actual users of our future 
service better, We created two perso-
nas named Ruth and Lukas for this 
purpose. Based on these two perso-
nas, we developed a service with a dig-
ital as well as an analog touchpoint for 
data donation. We pursued this digital 
and analog approach at the same time 
because we were convinced that a 
large part of the older Swiss popula-
tion does not own a smartphone and 
does not know how to use it. We then 
created a journey map and a service 
design bluebrint for each of the two 
Peronas. This initial idea was visual-
ized and explained in a short service 
design video.

Result of the application of the keyword methodology

Lift of properties of the two personas Working on the Video and Service Design Blueprints

Brainstorming with the result of using 
personas

Kickoff Second Week
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Ruth, 76

Journey Map – Ruth
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Ruth, 76

Service Blue Print – Ruth
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Lukas, 33

Journey Map – Lukas
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Lukas, 33

Service Blue Print – Lukas
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Digital Prototype Analogue Prototype

Wireframes Sketches for the first protoype digital and analogue.
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First Short Concept Video

Frames of first Video

Making of first video

Video link:

In our first attempt at the service design video, the main focus 
of the explanation was on the process of the analog part of the 
service. However, in the following Mentoring it was pointed out 
to us that over 85% of the Swiss have access to mobile internet. 
Therefore, we revised our concept and Storyboard.  

vimeo.com/531630684
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Family-like structure of the six personas

In our improvement of the concept we 
introduced four additional personas 
and put them in relation to each other. 
We created a family-like structure that 
helped us to better understand the 
needs of the Swiss population as a 
whole.

Based on these needs, we formulated 
suggestions for the expansion of the 
SwissCovid app, which we visualized 
in the revised second version of the 
video.

Second Short Concept Video
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 Characteristics of the functions....  

 SwissCovid App Downloads.

active

non-active

 Switzerland has about 8.6 mio residents. 

 8 from 10 people have an access to mobile data.
In our revised concept we showed that the penetra-
tion potential of the SwissCovid app could be much 
greater and we focused much more on the different 
requirements that the different individuals of Swiss 
society would place on such a national application. 
We elaborated on this in the video by assigning suit-
ing app features to each persona.

We pitched our second concept video to the client 
at the following presentation event. She was delight-
ed, which encouraged us to move forward in that 
direction.

Frames of second Video

Network of our personas

Video link: vimeo.com/533426806
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To satisfy Hugo’s thirst for current data & evalua-
tions, the app will be expanded with an area that 
provides statistics, evaluations and public data sets. 
To speed up data collection for such publications, 
the app will also be equipped with a survey tool, the 
topic of which can be determined by the user.

Eva is a little critical of tracking, and she has to deal 
with infected people at work anyway and doesn’t 
want to have to switch the app on and off all the 
time. The incognito mode allows her to use it with-
out tracking. As a professional, she is very interest-
ed in new findings and resolutions, but is usually 
too tired to fight her way through the flood of new, 
sometimes misleading articles, which is why the 
app is expanded for her with a section for neutral 
reporting.

As Lara has a great need to continue socialising in 
bars and restaurants, she uses the check-in function 
which runs automatically. To ensure security and 
planning, the function allows her to see how many 
seats are still available in her favourite bar. This 
avoids large crowds and the uncontrolled distribu-
tion of their personal data.

Slides for the presentation of the personasDescriptions of the personas written out Frames of the personas from the second video

Functions of the app with matching Persona
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Lara’s friend Leo uses the “Coldmap” function, 
which works via Bluetooth. The “Coldmap”, which 
is displayed in real time, shows where the smallest 
gatherings of people are in his environment in order 
to avoid potential risks of infection. It is important 
for him to know where exactly and when he has 
been infected, in case it would come to that. The 
GPS function of this app offers him this possibility.

Sandro should not be unnecessarily burdened with 
Corona, so his parents leave the app running in the 
background and he can play football and gamble 
with his friends on his mobile phone without worry-
ing.

Ruth simply wants to embrace her family again. 
It is therefore extremely important for Ruth to see 
when exactly and under what circumstances this 
can happen again. For her, the app is equipped with 
a simple, real-time visualisation of goals set by the 
federal government to help facilitate the measures.

Slides for the presentation of the personasDescriptions of the personas written out Frames of the personas from the second video
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The Business Model Canvas

The creation of the Business Model 
Canvas & Value Proposition Canvas 
reinforced our assumption that we 
need different functions in order to 
alleviate different pains. However, the 
canvas also showed us that we need-
ed to take a deeper look at a feature 
specifically for data donation. Howev-
er, the canvas also showed us that we 
needed to look deeper into a feature 
specifically for data donation, because 
we weren’t sure if the user-beneficial 
features would provide enough inter-
esting data for municipalities.
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Develop Phase

Week 3/4: Service Prototyping
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We started the third week with a detailed analysis 
of the existing SwissCovid app. We went through 
the on-boarding process and got an overview of all 
possible pages.

The dissected SwissCovid App

Analyse SwissCovid App
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We also analysed the EchoSOS app for inspiration 
and possible helpful clues.

Analysis of the EchoSOS app

Analyse of the EchoSOS App
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Different crises place different demands on an 
application. That’s why we decided on a modular 
system for the structure of the application and the 
home screen. This means that in the event of a cri-
sis, the application only has to be assembled from 
a collection of functions that have already been 
removed and made available as an update. On the 
homescreen, the modular system means that the 
user can set up the screen according to his or her 
own preferences.

Brainstorming on the process of check-in functions using the 
existing Bluetooth tracing technology

Brainstorming about the modular system

Modular System
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More Research

Through further much-needed research, we ven-
tured to fit our service into the semi-existing federal 
ecosystem. A published analyser of the Federation’s 
actions in recent months was very helpful in this re-
gard. We thought about aggregated data and where 
our service could provide complementary data.

Research about taskforce, new agencies, laws etc
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Flowchart – Action Plan

Flowchart for the integration of the app into a semi-existing ecosystem
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Data Flow Diagram

Data flow diagram with aggregated data as well as data from our application
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Data Flow Diagram

Concise data flow diagram
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First Wireframes

Wireframe sketch of the features: news, statistics and survey tool
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Wireframe sketch of the check-in feature 1/2

First Wireframes – Check-In
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Wireframe sketch of the check-in feature 2/2



42

De
ve

lo
p 

Ph
as

e 
– 

Se
rv

ic
e 

Pr
ot

ot
yp

in
g 

Wireframe sketch of the statistics feature

First Wireframes – Statistics
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Wireframe sketch of the coldmap feature 1/2

First Wireframes – Coldmap
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Wireframe sketch of the coldmap feature 2/2
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Wireframe sketch of the modular homescreen 1/4

First Wireframes – Homescreen
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Wireframe sketch of the modular homescreen 2/4
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Wireframe sketch of the modular homescreen 3/4
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Wireframe and functional description 

First Figma Wireframes

- explains the intention and the aim of the app

- guides the user through the needed 
authorities (Berechtigungen) 

- allows the user to register (basic informations 
such as domicile, age and sex) for a secure 
data donation and other benefits

- gives the user an insight of the value of data 
donations/collections

 Introduction.  

- allows an (almost) automatic check-in into 
bars and restaurants 
(requires the acceptance of the user before 
officially checking-in)

- reduces the unregulated distribution of the 
shared personal data 

- works with random-ID

- gives the user (and the data processors) an 
insight in how much seats the bar/restaurant 
has left for more safety and a better planning

 Check-in.  

- allows a clear overview of the main functions, 
which is customizable (size and position of 
the functions) 

- the customizable modules are adaptable to 
different upcoming crisis, variable 
predetermined features 

- enables the user to quickly 
activate/deactivate the contact tracing 

- the aim of generating the demanded 
information of the user fast and simple

 Home Screen – Cockpit.  

- shows overall all important and current 
statistics of the federal government
(with the ability to save favorites for a fast 
usage) 

- a function to source and gather data from the 
users via “surveys”/polls or via the amount of 
demand for specific topics 

 Statistics.  
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Team 1

Wir bieten privat Personen: Begleitung durch die Krise durch Informationen/ Wissen/ 
Statistiken,Information/Wissen/Statistiken, Check- in Funktion für 
Restaurant/Bars/Clubs/Veranstaltungen..., eine "Coldmap" um unproblematische 
Standorte zu finden, Incognito Modus, zuganh zu erhobenen Daten

Wir bieten dem Gewerbe zusätzlich: Check- in Funktionen und Plattform, 
Auslastungsdaten, ohne weiteren Aufwand oder Kosten, Zugang zu erhobenen Daten.

Zusätzlich: die App ist individuell einstellbar und kann auch nur als Tracing App genutzt 
werden, die App ist freiwillig

Unklare und unübersichtliche Kommunikation Pandemie betreffender Informationen, 
welche zu Misstrauen und Verwirrung der Bevölkerung führt.

How do you ensure that the populations (data 
donors) consent for "data donation" is anchored in 
the organizational and technical design.

How do you make sure that participants keep 
control over their data?

Which data and resulting services can help 
municipalities to manage a crisis?

What benefit are you creating to entice 
participants to share data?

What attributes make your service a sustainable 
data donation system?

Durch die Erweiterung der App und dessen Einbettung in ein für alle Stakeholder 
zugängliches Daten-Ökosystem, schaffen wir ein grösseres und attraktiveres Gefäss, 
dass die Bevölkerung aufklärt, informiert und zur Partizipation durch Datenspenden 
anregt. (Auf deren Basis die Gemeinden fundiertere Entscheidungen treffen können 
sollen.)

TEAM 1

What is your guiding research Question (How 
might we question)?

What key problem are you solving?

What mechanisms or processes of your service 
might be applicable to other crisis situations?

List your service touch points and corresponding 
artefacts?

What data are you collecting or providing?
Please specify the data type (individual or 
aggregated).

Describe the stakeholders involved in using and 
providing the service?

Describe your projects focus in one sentence.

«Sackmesser»- App (alle Informationen an einem Ort), neutrale News, Statistiken
GPS & Bluetooth Tracing -> Gesundheitliche Krisen

Durch klare Kommunikation und Nutzer*innen als Entscheidungsträger *innen und 
Beiträger*innen.

Erweiterung der SwissCovid App mit verschiedenen Funktionen für eine möglichst 
breite Zielgruppe --> Je mehr Personen die App verwenden, desto besser wird die 
Warn- und Vorsorgewirkung.

Behörden (Bund mit ihren Behörden/Abteilungen, Kantone, Gemeinden ...), Div. 
Taskforces (je nach Krise), privat Personen, ...

collecting
individuell: Antworten aus Umfragen

gesammelt: Check- In Zahlen (Wie viele Personen an einem Ort), Besucherstatistik 
Website & APP (Aufgerufene Statistiken, Aufgerufene Nachrichtenartikel)

providing
Bluetooth Tracing (Coldmap, Check- In Lokale), Fallzahlen, Statistiken (z.B. Ergebnisse 
Umfragen, Erhebungen des BAG etc.), Nachrichten betreffend Krise, Ziele (individuell & 
Bund)

Wie schafft man Vertrauen in Zusammenhang mit der persönlichen Datenfreigebung? 
"Kontrolle" führt zu Vertrauen. Wie kann man diese Kontrolle in der SwissCovid App 
generieren mittels "Benefits" für die User*innen?

COVID POCKETKNIFERS

Bestehende Infrastruktur der App kann auf verschiedene Krisen angepasst werden 
und die Bevölkerung somit mit akkuraten und strukturierten Informationen versorgen, 
um Missverständnisse und Unklarheiten zu verhindern.

Daten können für längerfristige Studien und als Lehrbeispiele dienen, zur Auswertung 
einer Krise, um künftige Krisen besser meistern zu können, durch neu geschaffene 
Behörden/Massnahmen/Taskforce und Prozesses.

Opt in, Nutzerbedingungen, Datenschutz (Walk through zu Beginn der App), 
Wiederkehrende Abfragung "Darf ... Zugriff auf Deinen Standort haben, wenn ...?" zB. 
bei der Funktion Coldmap.

answered key questions abour our service

Key Questions

Answered key questions about our service
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Deliver Phase

Week 5: Service Enactment & Evaluation
Week 6: Service Communication
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Kickoff Week 5

After having the mentoring, we figured out that 
we wanted two many functions in our concept. By 
deciding on which functions are the most impor-
tant ones, we created a benefit map of our planned 
functions. Afterwards we defined our three unique 
selling points (USP).
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Bereit für 
weitere 
Krisen

3 Unique Selling Points (USP)

Wegleiter 
in der 
Krise

Feedback Baukasten
System

Sackmesser

Alles 
kombiniert

Alles an 
einem 

Ort

man kann es 
nach den 
eigenen 

Bedürfnissen 
gestalten

Allrounder ÜbersichtUnterstützung,
Sicherheit

Achtsamkeit 
erregen, 

Sensibilisierung

Ecoystem

Durch die eigene 
Positionierung mit 
der Gemeinschaft 

vergleichen 
--> Man ist nicht 

alleine

individuelle 
Bedürfnisse 

decken

Selbstreflexion

Netzwerk

Muster 
erkennen

Erklärung / 
Aufklärung

Klarheit

After having the mentoring, we figured out that we wanted 
two many functions in our concept. By deciding on which 
functions are the most important ones, we created a 
benefit map of our planned functions. Afterwards we 
defined our three unique selling points (USP).
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Chatbot Flowchart

First flowchart for the chatbot
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Flowchart process 
confirm donation in 
the beginning

Flowchart process confirm 
donation in the end

Test of the personal 
approach

Testing – Chatbot Function

To test whether a chatbot for data 
donation would be a viable function, 
we created two prototypes for the 
messaging service Telegram.

When planning the first Telegram chat-
bot ptototypes, we focused on two 
different approaches to confirming the 
donation of personal data. We wanted 
to find out at what point in time users 
give their consent and at what point 
in time more or less people consent 
to donation their data. We chose the 
topic of sports, because this topic 
can provide insights into the physical 
condition and we imagine that there 
will be such surveys.

Evaluating the data of the 18 partici-
pants, it turned out that the majority 
agreed to donate their data from the 
beginning, without knowing which 
questions were going to be asked.

Therefore, we suggested confirming 
the donation of data before asking 
survey questions. Certain users were 
also willing to already confirm the data 
donation for future surveys.
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Second Prototype – Chatbot

The second prototype deals with the possibility of an assistant. We played out a short scenario which would 
clary clarify whether a test is necessary or not by asking certain questions.

Flowchart of assistance chat prototype



55

De
liv

er
 P

ha
se

 –
 S

er
vi

ce
 E

na
ct

m
en

t &
 E

va
lu

at
io

n

Flowchart of survey chatbot in chatbot program
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Test of Assistance chat to clarify the risk of infection Test survey chat

Chatbot Testing in Telegram
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First storyboard idea collection 

COVID 19 niemand glaubte, dass dieses Virus eine 
reale Bedrohung für alle Menschen auf der Welt 
darstellte. Die Schweiz hat kein nationales Früh-
warnsystem und da keine strukturierte Integration 
aller Informationen stattfand, gab es Auseinander-
setzungen zwischen einzelnen Fachämtern in 
unterschiedlichen Departementen und Wissen-
schaftlern. Welche vor den Medien ausgetragen 
wurden. Einzelne Akteure wurden gezwungen 
alleine zu agieren.

Kommunikationsschwächen am Anfang durch 
fehlende Transparenz gegenüber Wissenschaftler 
und politischen Stellen.

Verwirrung der Infor-
mationsbeschaffung. 
Man wusste nicht wie/
wo/was

• �Unser Service (App& 
Webseite) alles an einem 
Ort

• �Pocket Knife

Um Datensilos zu verhindern

Kommunikation Schwächen -> 
Anfangsphase -> kein transpar-
enter Umgang mit wissenschaft-
licher und politische

Was passiert bei einer nächsten Krise?
Mit einem Nationalen Frühwarnsystem, welches die vordefinierten Proz-
esse in Gang gesetzt werden, kann die App durch das Baukastensystem in 
verschiedenen Krisen Fällen rasch in Betrieb genommen werden. Und somit 
können Daten rasch und flächendeckend gesammelt und für die Bekämp-
fung und Managen der Krise verwendet werden.

Open Gouverment Data

Im Fall einer Krise müssen 
technische und rechtliche 
Rahmenbedingungen vorgängig 
geklärt sein, damit die Daten 
möglichst schnell benutzt und 
bearbeitet werden können.

• �Baukastenprinzip
• �App ist vorgängig «bereit» -> 

Bausteine werden von Task 
Force & Behörden ausgewählt 
und in Auftrag gegeben (App 
Task Force)

• �In dieser Zeit besteht schon die 
«Grundapp» mit dem Chatbot -> 
erste Kommunikation & Daten 
Beschaffung möglich

Intro: Reizüberflutung verschiedener Medien 
über aktuelle Krise

Storyboard

1 2 3

4 5 6

7 8 9

10 11 12

13 14 15

16 17 18

19 20 21

22 23 24

25 26 27

Fährt an Werbeplakat der neuen App vorbei, 
dreht sich danach um und hält an

Scannt den QR-Code auf dem Plakat

Animation des Sackmesser-Apps springt aus 
dem Plakat

Person schaut wieder auf ihr Screen
Zoom-In ins Handy

Einführung in das Konzept der App und deren 
Benefits, gefolgt vom Baukastensystem welc-
vhes dann in die einzelnen Funktionen einleitet

Transition zurück ins reale Leben, Zoom aus 
z.B. Kaffeetasse

Person 2 kriegt Nachricht, dass Sie Kontakt mit 
infizierter Person hatte

Zoomt ins Whiteboard auf weisse Fläche Animation zeigt, wie die gespendeten Daten 
verschlüsselt werden und sicher verarbeitet 
werden

Bild Transition zoomt wieder raus, aus Bild bei 
Person 3 Zuhause

Schaut sich die Statistiken mit den Daten an, 
welche von Person 2 gerade gespendet wurden

Person 3 verlässt Wohnung, schaltet Tracing 
an, mit einem Klick

Läuft durch Gegend und schaut auf Check-In, 
um zu sehen wo es Platz in einem Kaffee hat

Sitzt entspannt im Kaffee und hat ihre Ruhe Transition Zoom in Boden von Tasse Zoomt aus Maske von Person 4

Person 4 zieht Maske aus und ist happy Animation von Pocketknife Overlay

Catchphra-
se

Durch den Chatbot kann sie jedoch abklären, 
dass Wahrscheinlichkeit niedrig ist, keine 
Sorgen machen

ChatBot fragt gleich im Nachhinein, ob die 
Person noch an Umfrage teilnehmen möchte

Kaffee gehört zu Person welche im Büro arbei-
tet

Handy vibriert, Nachricht bekommen

TV, Radio, Zeitung, Durchsagen, Social Media, 
Podcasts

Leere Regale Einkaufläden, lange Schlangen, 
leere Stadt bei Lockdown etc.

Person hört «Reizüberflutung» über Kopfhörer 
-> Podcast an, Überflutung am Handy auf 
Social Media, Person wirkt überfordert
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First storyboard idea collection 
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First storyboard idea collection 

In order to grasp the topic of data donation, we had initial ideas for a methaphor. 
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First storyboard idea collection 

In order to present the comprehensive 
and complex topic in a simple way, we 
looked for different ways to approach 
this. We tried to explain the functions 
of the app as well as the complex 
process of data donation. The whole 
thing is told through a persona to 
show the problem of the crisis and to 
create a certain relation to the viewer. 
We tried to use an analogy to show the 
benefit of the data by putting simple 
understandable objects together in 
the animation so that they explain 
the complicated process in a visually 
simple way.
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Storyboard for the final Video

It might seem that you feel left alone, but actually we are all in the same boat. We are often flooded with general 
information about the virus. But the 
information that we really need is scat-
tered over different platforms and often 
difficult to understand. It should tell us 
how to handle general life in the crisis, 
but it doesn’t.

To cope with that problem, we want to 
introduce to you our service.

What we really need is personal 
assistance.

One of the touchpoints of our Ser-
vice is on the street via posters.

On a voluntary basis, personal 
demographic data  can be added 
to a local user profile. This enables 
decision makers to optimally ana-
lyse your donated data and issue 
comprehensible regulations.

So, let’s dive into our Service.
You are situated on our homes-
creen.

Customize the home screen layout 
to your own personal needs.

Our biggest fear is not knowing what 
to do when we come in contact with 
the virus.

We get overwhelmed quickly and think 
of unnecessary scenarios.
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Inform yourself about the newest 
statistics, visit , different venues 
anonymously with the check-in 
functionality.

Let us guide you through the 
crisis and help you to cope with it. 
Through your data donation, you’re 
helping the whole community and 
authorities to master the crisis.

Through Smart Contracts and Blockchain technology, the data will be secure 
and usable for authorized parties only.

Stay safe with the tracing function 
and be informed about possible 
encounters.

Your donated data can only be 
accessed by clearly communicated 
Stakeholders.

Your donated data is a benefit for 
everyone. The resulting statistics 
help your authorities to make 
well-founded decisions such as 
shorter lockdowns, ordering suffi-
cient vaccine doses, adapted open-
ing hours of shops and many more.

Additionally, the assistance-chat 
enables Authorities for example 
the BAG or Municipalities to gather 
data by conducting surveys.

As our main functionality, the 
Assistance chat for data donation 
can be adapted to various data 
needs. In case of a different crisis, 
you will be able to share data via 
pictures, location or videos.

The assistance-chat helps you during times, where you just don’t know what to 
do. For example, when you get informed about a possible encounter with the 
virus, it guides you through the process.
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Look and feel Video

The elements are either metaphorical or quite literal. 
They should visually support the spoken concept 
and explain complex processes in an easy way.

We wanted to continue with our style from the other 
videos, but decided that creating it digitally would 
deliver a more clean and polished look. The single 
elements of the final film were cut out and edited in 
Photoshop. The original images were taken by the 
students or gathered on the websites Unsplash and 
Pexels.
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Animation

Our video was animated in After Effects with a low 
frame rate, to simulate the effect of a stop motion 
film.

The model was cut into parts, so we could animate 
the poses of our protagonist freely.

The style we chose reminded us of the Cartoon TV 
show “Angela Anaconda” and inspired us to try to 
adapt it in a similar way.

Image Source: https://www.moviepilot.de/news/angela-anaconda-pippi-lang-
strumpf-aus-kanada-110182
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Video Frames
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Video Frames
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Concept Video

vimeo.com/544328178
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Wireframe Design – Log-In Function

We decided to create a first design for our current 
wireframe to make it more attractive for the users 
that will test it, and to have an impression of the 
look of the app in a real situation.

It’s held mostly in blue tones, to have a calm atmos-
phere, even though the app is about crisisis. The 
colors may change when e.g. the tracing is deacti-
vated, or the user is checked-in, to clearly visualize 
the interaction.

The overall design is quite simple and clean, to pro-
vide the easiest usability to include every person of 
our target group.
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Wireframe Design

Log-In Function

Chatbot Function
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Wireframe Design

Check-In Function

Statistics and Evaluation Function
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Testable Prototype

https://www.figma.com/proto/SdzPAgruKAjYtMKYUMIWM1/
SWISSUE_Prototype?page-id=0%3A1&node-id=1%3A846&viewpor
t=579%2C506%2C0.1528540700674057&scaling=min-zoom

This link takes you to the prototype, where you can click through: 
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Mockups
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Mockups
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