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Introduction

Nurse Charlie empowers students to take advantage of 
the healthcare resources available to them by relaying 
information, sourced from the University Health Services at 
The University of Texas at Austin, in a way that mimics in-
person conversations. This friendly online and mobile chat bot 
tool is a supplemental aid focused on providing students with 
an easier way to discover the service or services that can best 
answers their healthcare questions.
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Project Background

Design ChallengeHow Might We

Students struggle with engaging in their own healthcare 
because of its tendency to become overwhelming. Even with 
efforts from the University Health Services, many students 
remain disconnected, making it more difficult for them to relay 
useful information that has the potential to improve student’s 
overall experience at The University of Texas at Austin. The 
main challenges we are addressing are how to simplify and 
streamline information, and what tone is best when connecting 
with students about healthcare.

Increasing engagement with 
UHS and providing comfort 
to new students.

Simplify the discovery 
process of information 
provided by UHS?

Project Overview

Nurse Charlie brings the comfort of in-person health consultations 
to an online platform for UHS. Our solution, Nurse Charlie, is a nurse 
chat bot that will act as a middle ground resource for students: by 
bridging the gap between website information, over-the-phone 
consultation and in-person appointments, the chat bot gives 
students a platform to ask questions and establish a baseline 
consultation about their health before moving forward with any 
physical medical appointments as needed. Nurse Charlie will be 
more than just a chatbot, the persona driven bot will have social 
media accounts that offer quick tips, and will existed in of the 
physical realm with branded material to increase awareness. The 
accounts will be managed by UHS workers, helping to distribute 
information in digestible chunks and casually answer students’ 
health questions, directing them to UHS for their needs.
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Social Value

Project Goal

To create a healthier student body, who are more comfortable 
with speaking up about their health and wellness questions, 
and who participate in preventative health practices. This will 
enable UHS to keep a pulse on how students are managing 
their health throughout their college journey, and allow UHS 
to cater their outreach about the services that are most useful 
at any given time. This will forge UT as institution that cares 
about physical and mental well being of students, as well as 
their academic well being.

To empower students to take control of their health and 
wellness by simplifying and streamlining information provided 
by UHS in a conversational way. We want to give students 
more options for interacting with UHS, both preventative and 
reactive, in order to reach more students, raise familiarity and 
trust in UHS, and to close to gap between discovering UHS 
and making an appointment.
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Research

Methods

Research was the initial phase when approaching this project 
and, because of its importance, was utilized in every phase that 
followed. Our main areas of interest when considering how to 
“Simplify the discovery process of information provided by 
UHS?” included: how students are made aware of UHS and its 
services, the student perception of healthcare, barriers that 
prevent engagement, and preferences in conversational tone 
and visuals when addressing medical concerns. The research 
methods chosen served as a custom toolkit that enabled us to 
gather and organize information, create prototypes, and test 
preferences.

1. A/B Testing
2. Affinity Diagramming
3. Card Sorting
4. Case Studies
5. Desirability Testing
6. Directed Storytelling/    
 Interviews
7. Flow Diagramming
8. Heuristic Evaluation
9. Journey Mapping
10. Participatory Design
11. Personas
12. Surveys
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Case Studies

 Patient experience is defined as the range of experiences a patient has with the 
healthcare system, which consists of contributing factors such as, noise, stress, atmosphere, 
wait time, communication, support, time spent with provider, general amenities, appointment 
making, and parking. The top 4 hospitals in the United States (according to the U.S. News 
and World Report in 2016-2017) are also ranked top 4 in patient experience (according to the 
Healthgrades 2017 report). This indicates that a consideration for patient experience aligns 
with recognition as a top national hospital. 
 Further case studies on patient experience show that catering healthcare to certain 
groups can improve their overall experience. For example, in 2017, the Veterans Affairs Clinic 
in Milwaukee improved HIV testing for women veterans from 3 tests in 3 years to over 400 
tests and three months through women-lead co-design in collaboration with healthcare 
professionals and designers. In another example, the Nemours Children’s Hospital in Orlando 
rethinks what hospital facilities - and in particular, waiting rooms - look like by drawing 
inspiration from kid-friendly environments and creating full-scale waiting room prototypes 
during their development process. The designers behind the space considered visitors of all 
types to create a space that is welcoming, guiding, and supportive. These cases and others like 
them demonstrate that when hospitals focus on care for specific groups of people - children, 
women, veterans - the experiences of the patients are more holistic and meaningful.   
We believe that the University Health Services at the University of Texas is another example of 
a facility that caters to a specific demographic - college students. We want to provide a service 
that enhances the experience of students at UHS and UT, bringing their engagement with 
UHS full-circle and specifically catering to students who are first year or transfer students who 
may not be familiar with handling their own health care, or familiar with UT’s health services.

Right top: Women designing healthcare solutions for women at an Innovator’s Network 

co-design session at the Milwaukee Veteran’s Affirs Clinic. Photo courtesy of Veteran Center 

for Innovation via Medium.

Right bottom:  Rethinking interiors of children’s hospitals at Nemour’s

Children’s Hospital in Orlando. Photo courtesy of Nemour’s.
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“Healthcare is just very complicated and hard to manage on 
top of school work, that’s why I don’t handle it myself.”

-4th year, Uses UHS

Easily digestible information

As a result of the research we conducted, we were able to 
extract both the positive and negative aspects of students’ 
experiences with UHS. Hearing our interviewees reflections 
allowed us to pivot from our original problem frame, the 
waiting room experience, to the information dissemeniation 
between students and UHS, and the relationship that could 
be improved between the two parties. We set out to improve 
the level of engagement and interaction based on these 
research findings, which illuminated that was a disconnect 
between the comfort that UHS sought to provide to the UT 
community, and what UT students actually felt.  

Friendly and inviting tone and visuals

“My mom is in charge of medical affairs.... Because my family 
is already connected to providers, I don’t really like going to 
different/new people.”

-4th year, new to using UHS

We focused on simplifying the information found on UHS’s 
website, aiming to make it easier for students to maintain 
continued, informal engagement with UHS, and becoming 
more proactive about their health in the process.

Connective experience for all UHS services
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Our Solution:
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Touchpoints

Function

 Nurse Charlie is a chat bot branded with UHS that 
provides an additional point of contact to students to get 
answers to simple health and wellness questions. The 
information Charlie provides, sourced directly from the UHS 
website, avoids diagnosis, but rather informs students about 
relevant health and wellness information and allows them to 
feel more comfortable reaching out for help about their health-
related questions and concerns.
 Nurse Charlie inserts itself into the exchange between 
students and the UHS, creating a new platform that’s 
quick, personalized, on-demand, and anonymous. It allows 
asynchronous communication, giving students agency over 
their time and the amount of information they’re willing to 
share. 

Above: Students typically interact with UHS by making appointments when needed, and sometimes by browsing 
the website or making a call to the nurse adviceline.

Below: Students can experience a more full-circle experience with UHS. After being introduced to Nurse Charlie 
through orientation or a campus campaign, they will have a more meaningful, personal introduction to UHS, more 
awareness of UHS and its services, and more comfort in reaching out to UHS or exploring other resources they 
off er.
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Platform

Voice and Tone

Nurse Charlie will live digitally, serving as a friendly consumer 
facing product that pulls already existing information from the 
UHS website. By utilizing interactive prompts and call-to-actions 
within the chat interface, NC internally uses a conversation-
tree like system to quickly surface relevant information to the 
student inquiring. We imagine three digital platform possibilities 
for Nurse Charlie. These may be implemented in any order, one at 
a time, or altogether. Each has its own benefits and constraints.

Nurse Charlie maintains an empathetic yet professional tone, 
letting students know that their anxieties are being understood, 
but also stays transparent about the fact that Nurse Charlie is 
a bot, and not a human nurse behind the screen. Nurse Charlie 
also remains clear about the moments where students need 
to be switched to an actual nurse, making sure that it doesn’t 
replace any situations that require a human touch. 

 It is: empathetic yet controlled in its responses; able to  
 switch over to a human nurse when necessary; an on-
 demand service that is ever-present and does not require 
 an immediate response from users as a phone call  might
 with the nurse adviceline.

“I’m sorry to hear that! Are you having any of these symptoms?“

“Let me know once youve tried these remedies; if they don’t work, 

I would be happy to help you find other solutions.”

“It looks like a doctor’s advice would be best for that; Here’s how 

you can make a quick appointment!”

 It is not: a therepeutic friend or “just someone to talk to;” 
 capabale of diagnosing.

“Aw, sorry you’re sick! Has everything been going ok at school? 

How are classes?”

“I think you might have an STI! Try these medications to see if 

they help your symptoms.”

iii. Social media 
Nurse Charlie’s presence can be 
expanded by also existing on social 
media platforms such as Twitter or 
Facebook by sharing health tips and 
relevant information (such as flu shot 
locations during flu season, or meningitis 
information during campus outbreaks).

i. Web add-on
As a web add-on, Nurse Charlie acts as a supplemental 
feature to the existing UHS website. Similar to a customer 
service chat feature on an online shopping site, the 
character icon can pop up in the bottom corner of the 
screen, letting visitors know it’s available to help. Chatting 
with Nurse Charlie can help users avoid a large number of 
clicks between thinking of a question and sifting through 
the site to find the answer. Using a web add-on provides the 
ease of implementing the solution on an existing platform. 
It can also bypass students needing to download an app 
or make an account, and get to using the service straight 
away. As we learned through our conversation with UHS, 
the UHS website is designed mobile-first, so when students 
access the service from the UHS website on their phones, 
it can provide a seamless transition from browsing the web 
to simulating a chat interface, something that students are 
very familiar with due to their frequent usage of texting and 
messaging applications. Ideally, students would be able to 
email themselves a copy of their conversation with Nurse 
Charlie after it’s ended.

ii. Mobile app
A mobile app can provide a more personalized experience. 
Students can make an account, easily view past conversations, 
access additional information, receive “follow-up” questions 
and push notifications, and more seamlessly be directed to 
the 24/7 Nurse Advice Line if needed.
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Character

 i. Appearance
Nurse Charlie was designed to be genderless and raceless. We 
wanted to create a character that most students on campus 
would feel comfortable speaking too. We found through our 
interviews that some students have had bad experiences with 
male nurses, and therefore prefer female nurses. We also talked 
with women who only feel comfortable discussing women’s 
health issues with female nurses. However, we are well aware 
that male nurses are a minority group and we do not want to 
feed the outdated stereotype that all nurses are women, or 
that nursing is a women’s profession. We also wanted to avoid 
prescribing a race to Nurse Charlie so that students of any 
race, ethnicity, or background feel that they are talking to a 
neutral party who provides the same services to any student 
who interacts with it. Features like short hair with bangs, 
genderless round glasses, and an ungendered upper torso 
wearing ungendered scrubs further our vision. Users in testing 
responded best to scrubs compared too shirts that were too 
casual (T-shirts or tank tops) or too intimidating (a doctor’s 
coat).

 ii. Name
 Along the same lines of Charlie’s appearance, we set out 
to choose a name that does not strongly imply one gender over 
another. While admittedly most often be associated with a male 
name, “Charlie” has gained traction in recent decades as a female 
or gender neutral name. The name was was among the top 100 girls’ 
names in 1994-2004, and it is often short for Charlotte, Charlene, 
or Charlize. The name has also been rising in pop culture, including 
the Disney TV Show “Good Luck Charlie” and the British pop singer 
Charli XCX. The name’s typical association with men in contrast 
with its well-established reputation for a female name, as well its 
ability to be a gender-neutral name, makes it a veristle solution to 
naming a genderless, raceless character.
 We found through our research that users are comfortable 
with the title “nurse” over alternatives such as “doctor” (gives the 
impression that it can diagnos) or “health counselor” (did not carry 
enough authority).
 iii. Type
 The decision of Calibre as our typeface came about during 
our consideration of an approachable but reliable tone. The Calibre 
Bold supplied an assertiveness while the customized round corners 
add an element of friendliness. The san serif is easy to read and 
works well in digital and physical forms.
 iv. Colors
 Our color palette was designed to bring an element of 
calmness to students but also an element of professionalism as 
well as association with the university and UHS. The light teal 
(hex #CDEBF0) and peach (#EECBBA) colors are calming and 
welcoming to our users, who are students who might be sick or 
worried. The dark teal (#1F8E8F) is used to associate authority and 
professionalism within the healthcare world, much like the dark teal 
of scrubs or colors associated with hospitals. The orange (#C17446) 
is UT’s trademarked burnt orange, which helps students identify the 
service with UT and UHS. The color palette is intended to remind 
students that healthcare doesn’t have to be stressful at all times, 
and that there are resources on campus to help them keep their 
health and wellness in check. We want students to feel calmed and 
reassured from the first time they use the service to each time they 
return.
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Implementation/Rollout Plan

i. Phase I
 Implementing the chatbot as a supplementary feature 
of the UHS website. Increasing familiarity with the character 
of Nurse Charlie through branded posters around campus.
 ii. Phase II
 Social media accounts for Nurse Charlie that share daily 
health and wellness tips, info about UHS and its services, and 
highlight the capability of Nurse Charlie.

iii. Phase III
 General promotion campaing, for example, integration of 
Nurse Charlie in the orientation experience through branded 
stickers, swag items, booths, events, and presentations.  Could 
also take the form of campus-wide campaigns. 

Above: Example of Phase iii: stick-

ers. Mockup c/o Axel Valdez Design.

Left: Example of Phase iii: branded 
tote bags. Mockup c/o mockupfree.

co.




