
Supporting 
actor’s action
What are the actions taken 
by a supporting actor? 
What steps do these 
individuals or groups take?

� re-confirms the urgency of the 
situation and�

� direct additional resources to the 
incident location if needed.

� re-confirms the urgency of the 
situation and�

� direct additional resources to the 
incident location if needed.

� receive alert notification, 

including location details 

and user profile.

� notification received but not 

noticed

� direct additional resources 
to the incident location if 
needed.

� Close Event

� reporting and suppor�
� review the event and identify areas for 

improvement in order to prevent similar 
incidents from happening in the future

� facilitates coordination efforts 
between security team and 
nearby workers, updates hotel 
operations

� oversee operation�
� ensure smooth functioning  of hotel activities.

� TruAssist management dashboard (Active)� TruAssist management dashboard (Passive) � TruAssist In-App Group Messag�
� Direct communication (direct human contact, potentially via communication devices like a walkie-talkie)

� carry out duties

� --
� Potential audible/visual 

cue of the incident 
(physical)

� Potential audible/
visual cue of the 
incident (physical)

� TruAssist Alert Syste�
� TruAssist In-App Grou p Messag�

� Direct communication with the manager/security

� patrol / carry out dutie�
� monitor the system

� TruAssist security dashboard
� Alert Detail Pag�

� In-App Group Message

� Alert Detail Pag�
� In-App Group Messag�

� Direct Interaction

� receive repeated alerts,�
� may seek additional safety 

measures,�
� follow SoP.

� receive repeated alerts,�
� may seek additional safety 

measures,�
� follow SoP.

� nearby and alerted, user may decide to 
distance herself from the situation for 
safety, or be prepared to assist if safe to do 
so.

� stay vigilant,�
� report any unusual activity 

or observations

� return to normal dut�
� may provide witness account if required

� nearby and alerted, user may 
decide to distance herself from 
the situation for safety, or be 
prepared to assist if safe to do so.

� speed up respons�
� review user profile and alert 

detail�
� coordinate with other security 

personnel.

� follow GPS tracking, continuously 
update and move toward Tracy's 
location�

� coordinate with other security 
personnel.

� notification received but not noticed
� secure the are�
� handle the situatio�
� ensure Tracy's safety

� report incident detail

Richard  
Manager MoD

Richard  
Manager MoD

David  
Security

David  
Security

Vera  
Housekeeper

Vera  
Housekeeper

Supporting 
actor’s touchpoint
What medium is being 
utilized to exchange data or 
information?

may dispatch after reviewing

� TruAssist Post Event Reporting

n/a

� TruAssist panic alert 

button / Fob (physical 

device�

� TruAssist panic alert 

virtual button (app�

� (voice control?)

� TruAssist panic alert 

button / Fob (physical 

device�

� TruAssist panic alert 

virtual button (app)

� Hallway and other areas 

in zone 6  (physical 

locations�

� TruAssist panic alert 

virtual button (app)

� TruAssist panic alert 

button / Fob (physical 

device�

� TruAssist panic alert 

virtual button (app�

� TruAssist system group 

message

� TruAssist system group 

message

� TruAssist system group 

message

� TruAssist system group 

messag�

� Interaction with the 

security team

� TruAssist system (app�

� Interaction with the 

security tea�

� Transcript is downloaded 

and attached to Incident 

Report to be filed.

� TruAssist system (app)

Touchpoint

Activity Flow

What medium is being 
utilized to exchange 
data or information?

User goal or problem

Journey phases

What is the problem to be 
solved? � get the job done

Work(Pre-incident):  
Routine work

� housekeeping

Initiate panic alert

Activate Panic Alert: 
Send notification for 
help

� [fob] press the 
butto�

� [use app] trigger a 
panic alert

� Incident 
encountere�

� Be ready to take 
action - ask for help

Sense:  
Threat detected

�� Tracy senses a 
possible threat


Describe the situation

Wait and 
Communicate:  
Wait for help to arrive, 
describe/detail the 
situation meanwhile

� moves to a safer 
plac�

� Call or text manage�
� Call 911

� No Reply, resend 
the trigge�

� Call or Text 
Manager

Re-alert / Nudge:  
Resend the 
notification(if no 
responses for certain 
amount of time)

� [fob] press the 
button agai�

� [app] drag and send 
the notification 
again within the 
same alert

User action
What actions are they 
currently taking? How are 
they doing it? What 
information are they seeking?

Emergency 
Acknowledged:  
the alert has been 
acknowledged by a 
security

Resolved: 
Intervention by 
security team

� Receive an 
acknowledgement 
from the syste�

� Help is on the way

� Report and leave 
the area

Post-EventCloseTrigger  Event Ongoing EventPre-Event

� wait for hel�
� try to communicate 

via system

� feel relief when the 
security team 
arrives

acknowledge and ask for more details acknowledge and approach

Escape: 
move from room 605, 
still in a state of fear 
but focusing on finding 
a safe place to hide

� Look for hel�
� Find safe place

� Run / Hide if 
possible

Post-Event: 
Review the details of 
the event

Close Event:

Emergency lifted

User pain points
What is the problem to be 
solved?

How do they feel in this moment?

Emotions

-- (equip the panic 
alert properly; 
establish SoP; train 
empolyee?)

� missen�
� fail to launch

� unknown threat;�
� not familiar with the 

interaction/ how it 
works

� too panic to type/
operat�

�

� not familiar with the 
proces�

� # of resend various 
from user to user

� fear of unknown
� collaboration�
� communication

� nowhere to escape

Scenario:

Tracy James, a housekeeper, feels threatened while carrying out her cleaning duty in room 605 on the 6th floor. She quickly triggers 
the panic alert button, which immediately sends an alert signal to the security team, alerting the response team while activating GPS 
tracking, pinpointing her location. 

Several minutes pass with no response from the team, she resends the notification again to alert the security team to her situation. A 
team member acknowledges he is on the way to her location. The team member accesses the situation, ends the event. Post event, 
the manage on duty retrieves a transcript of the event to attach to the report as required.


Touchpoints�
� TruAssist panic alert button / FOB (physical device�
� TruAssist panic alert virtual button (app�
� TruAssist system group message (app�
� Interaction with the security tea�
� Reporting software 

Actors�
� Tracy (Housekeeper,  user�
� Richard (manager on-duty�
� Vera (nearby housekeeper�
� David (security, response team)

Staff + Response Team User Journey Discovery

Define and align with 
stakeholders across 
key ideas and 
processes

Use initial discovery to prototype early ideas, 
research and test for feedback

Response Team Dashboard (no active events)
e n t e r  p i n

4

7

1

5

8

0

2

6

9

3

Forgotten PIN

Log In Using Mobile

X

Secured by |       Need help?

tracy.james@nicehotel.com
Email

TruAssist365

nicehotel.truassist365.com/

9:41

Hello Tracy!

Welcome to TruAssist!  
Your safety is our priority.

Tracy James
Housekeeper

TruAssist is now active

Message Call

TruAssist365

nicehotel.truassist365.com/

9:41

Message Call

Location 
Floor 6

Request Help

Drag to send alert

TruAssist365

nicehotel.truassist365.com/

9:41

Request Help

Drag to send alert

Location 
Floor 6

Message Call

TruAssist365

nicehotel.truassist365.com/

9:41

Your Alerts

Alert Received
Help is on the way.

Elapsed Time 4:21          

Alert TypeMessage Call

FIRE OTHERENVIRONMENTALMEDICAL THREAT

Alert Received
Help is on the way.

Location 
Floor 6

TruAssist365

nicehotel.truassist365.com/

9:41

Alert Sent

SEND Message

3 mins ago

5 mins ago

48 sec ago

Status: Alert Sent!

Location: 6th Floor  - Room 605 Status: Received and Acknowledged

Response Team: Tom Wilson
Status: Responder on the way!

Response Status

Location 
Floor 6

TruAssist365

nicehotel.truassist365.com/

9:41

Team Message

Tracy James 
Entered room 605 to clean and found 
an elephant in the bathroom. Says he 

can’t remember how he got there.

03/14/2022 | 6 :00amGROUP  MESSAGE

Richard Wilson 
Do you have any details?



(6:00AM)


q u i c k  r e s p o n s e

Alert Sent

SEND Message

3 mins ago

5 mins ago

48 sec ago

Status: Alert Sent!

Location: 6th Floor  - Room 605 Status: Received and Acknowledged

Response Team: Tom Wilson
Status: Responder on the way!

Response Status

Location 
Floor 6

TruAssist365

nicehotel.truassist365.com/

9:41

Team Message

Tracy James 
Entered room 605 to clean and found 
an elephant in the bathroom. Says he 

can’t remember how he got there.

03/14/2022 | 6 :00amGROUP  MESSAGE

Richard Wilson 
Do you have any details?



(6:00AM)


q u i c k  r e s p o n s e

q w e r t y u i o p

a s d f g h j k l

z x c v b n m

?123 , .

6s

Location 
Floor 6

Sending for help...

Sharing your current location

with Response Team

Message Call

TruAssist365

nicehotel.truassist365.com/

9:41

Trigger Event

Response Team Event Flow

Safestay-365.com

9:41

Totals events this quarter

29 events Down 2% 

Medical Alerts

21 events

Up 2% 

Enviromental

0 events

Down 21% 

Threat / Bodily Harm

8 events

Down 13% 

Assistance Request

34 events

Down 21% 

Panic  Alert  H istory

Act ive  Alert  Overv iew

Dashboard Alerts 0

No Alerts Right Now!

r e p o r t i n g View Details

In the App:On Device:

e n t e r  p i n

4

7

1

5

8

0

2

6

9

3

Forgotten PIN

Log In Using Mobile

X

Secured by |       Need help?

richard.wilson@nicehotel.com
Email

TruAssist365

nicehotel.truassist365.com/

9:41

Staff person Name

Monday, June 3
143

PANIC ALERT 30s ago
Tracy James (Housekeeping) 

Has has initiated a PANIC ALERT 
on the 6th floor 

TruAssist Panic Alert • Now
Tracy James (Housekeeping)  
has initiated a an alert on the 
6th floor 

Possible break in to guest’s room.

REPORTED  BY


Tracy James

Panic Alert [Ref#] Room 605

Elapsed time: 0min 09sec03/14/2022 - 6:35PM

Threat

all 1 Threat 1

Dashboard Alerts 1

Safestay-365.com

9:41

r e p o r t i n g View Details

No Alerts Right Now!

TruAssist committed to 
keeping your colleagues safe.

Dashboard Alerts 0

Safestay-365.com

9:41

r e p o r t i n g View Details

Safestay-365.com

9:41

Totals events this quarter

29 events Down 2% 

Medical Alerts

21 events

Up 2% 

Enviromental

0 events

Down 21% 

Threat / Bodily Harm

8 events

Down 13% 

Assistance Request

34 events

Down 21% 

Panic  Alert  H istory

Act ive  Alert  Overv iew

Dashboard Alerts 1

All Active Alerts 1

r e p o r t i n g View Details

Safestay-365.com

9:41

Totals events this quarter

29 events Down 2% 

Medical Alerts

21 events

Up 2% 

Enviromental

0 events

Down 21% 

Threat / Bodily Harm

8 events

Down 13% 

Assistance Request

34 events

Down 21% 

Panic  Alert  H istory

Act ive  Alert  Overv iew

Dashboard Alerts 1

All Active Alerts 6All Active Alerts 1 View

Bodily Threat 1 View

r e p o r t i n g View Details

Alert Received

Active, Event initiated

Passive, No Events

Staff initiates alarm

Panic Alert - Details Panic Alert - Status Expended Panic Alert - Group Message Panic Alert - Group Message

If MOD first time 
view the alert, the 
message tab will 
prompt them to take 
action/respond.

Once MOD responded, the Quick 
response panel turns normal color.

End Event Process

Nearby Staff Card

End Event Success Screen

If a MOD is ending an event, 
other MODs can’t opt in.

March 14, 2022 (6:04PM)

Charles Roush was on site to report the panic alert on 
the 6th floor in room 605...



ADD NOTES

A l e r t  T y p e

Select Alert Type

Panic Alert Details

Exiting this screen will close all event actions 

and you will no longer edit events notes or 

messages. All all content is part of a legal 

record. 

end Event

ca n c e l

4, 2022 (6:04PM)

Charles Roush was on site to report the panic alert on 
the 6th floor in room 605...



ADD NOTES

A l e r t  T y p e

Select Alert Type

Panic Alert Details

You will not be able to make 
any changes at this time as our 
team is already processing the 
event in an efficient manner. 

Please wait for the assigned 

handler to complete the event. 

OK

4, 2022 (6:04PM)

Charles Roush was on site to report the panic alert on 
the 6th floor in room 605...



ADD NOTES

A l e r t  T y p e

Medical

Panic Alert Details

Alert Resolved

The alert has been successfully 

ended. Please refer to the 
post-event report for more 

details on the situation.

OK

housekeeping


Tracy James 
room


604

Panic Alert
00:00:09

Date & Time Jan 21, 2022   9:56am

Alert Responder In-Route

6th Floor Name Tag

Tracy
Vera

Susan
1

48 sec ago

Response Team: Tom Wilson

2N e a r b y

end event 

Details Messages

Panic Alert

Response Team: Tom Wilson
Location: 6th Floor  - Room 605 

housekeeping


Tracy James 
room


605

Panic Alert
00:00:09

Date & Time Jan 21, 2022   9:56am

Alert Status Responder In-Route

6th Floor Name Tag

Tracy
Vera

Susan
1

2

2N e a r b y

end event 

Details Messages

Panic Alert

6th Floor Name Tag

Tracy
Vera

Susan

Vera Johnson (Housekeeper)
Location: Zone6

In-Route

Susan Woodard (Housekeeper)
Location: Zone6

Acknowledged

1

2

2N e a r b y

end event 

Details Messages

Panic Alert

I’m in route I will there shortly

On the scene, I got it.Acknowledge

q u i c k  r e s p o n s e

Details Messages

Panic Alert

03/14 /2023  |  6 :00am

Sat Mar. 14  06:00AM

Tracy James initiated the alert.

Sat Mar. 14  06:01AM

Susan Woodard acknowledged the case.

Sat Mar. 14  06:03AM

Vera Johnson acknowledged the case and 
she is on the way.

GROUP  MESSAGE

q u i c k  r e s p o n s e

Do you have any details?

Details Messages

Panic Alert

q w e r t y u i o p

a s d f g h j k l

z x c v b n m

?123 , .

Tracy James initiated the alert.

Sat Mar. 14  06:01AM

Susan Woodard acknowledged the case.

Sat Mar. 14  06:03AM
Vera Johnson acknowledged the case; 


on the way.

Panic Alert - Staff Profile

s t a f f  D e t a i l s

Housekeeping


Vera Johnson
Start date

03/14/2020

c o n t a c t
office numBer

(827) 993-0292

email

vera.johnson@nicehotel.com

mobile number

(314) 203-0092

a d d r e s s

address 1

3279 Elk Rd Little

city

Fort Lauderdale

zip

33311-9382

address 2

N/A

STATE

Florida

c lo s e

System reports 
users activities.

Response Team Active

Tracy  
Housekeeper

Early 
Concepts

EnVisioning

Problem:

  The hospitality industry needs help to solve the complex problem of 
guests sexually assaulting and harassing workers. 



  In response, cities are enacting ordinances that requires hotels of a 
certain size to provide safety devices to employees who work in private 
rooms. 
 


Solution:

  Panic buttons are small devices that might permit housekeepers to 
swiftly call for help. 

  The technology takes different forms, including GPS devices that track 
employees as they walk through the building, buttons that emit an 
trigger alarm and a smartphone app.

Roles include�
� Housekeepers/ Hospitality Staf�
� Response Tea�
� Owners / Managers

Project Overview

Panic Button Discovery and Concepts

mailto:tracy.james@nicehotel.com
mailto:tracy.james@nicehotel.com
mailto:tracy.james@nicehotel.com
mailto:tracy.james@nicehotel.com
mailto:tracy.james@nicehotel.com
https://m2.material.io/design/platform-guidance/android-notifications.html#behavior
https://m2.material.io/design/platform-guidance/android-notifications.html#behavior
https://www.nngroup.com/articles/journey-mapping-101/
https://www.nngroup.com/articles/service-blueprints-definition/
https://app.mural.co/template/104e9c08-2a37-463b-a649-71680bcb220e/57a686af-bc02-4bc4-89f3-8615ce9dccd4

