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I have always believed in the future, with sometimes unwarranted optimism that the future will 
always be better. But is always tempered with the reality that this brighter, better future can only 
happen if those with the vision, ideals and will come together and create that future.

I was hoping that this would have been a big opportunity to do that from my desire to exemplify 
my keen intere� in public transportation and manife� it through design, having the ability to turn 
my imagination for a better future into a reality. 

However, I am proud of the work my team has created, and it is a te�ament of the service design 
tools that it has lead us naturally towards our solutions proposed, and one that all of us are happy 
and satisfied with.

This module has been both a learning and humbling experience on that front, but one that fills me 
with ideas and skillsets for me to venture forth and dig in deeper on the notions of public 
accessibility, better public spaces for all, and a building a better physical world for those whose 
world may be limited by their health and disability.

Introduction and reflection
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Chapter I: Which NGO?
As a team, comprising me, Harshi, Ria, Naz, Syafiqah and Damien condu�ed a deliberative discussion 
exercise on what kind of organisation we’d prefer based on the sugge�ed li�.

While I was keener on engaging in an art and heritage-based NPO, it is clear that the common class 
consensus was towards NPOs, that is, Health and Animals. This presents a unique opportunity as I 
have rarely engaged with NPOs of that form so far, and it would present unique challenges for me.

After said discussion, we came up with a li� that piqued our intere� the mo�, as well as organisations 
that we felt had the potential to fulfil our briefs to the fulle� extent.

To that end we choose three organisations:

1. Arces
Acres (Animal Concerns Research and Education Society), is animal welfare charity founded in the 2001 
by Louis Ng, currently a Member of Parliament for Nee Soon GRC. Acres is mo� known for their 
�ance again� animal cruelty and illegal animal tra�cking, and for their flagship Wildlife Rescue hotline 
progamme.

Mission:
To create a caring and socially responsible society where animals are treated as sentient beings.

Vision:
A world where animals are treated with compassion and respe�.

Ambition:
To drive forward a collaborative and su�ainable animal prote�ion movement in Asia.

Objective:
• To fo�er respe� and compassion for all animals
• To improve the living conditions and welfare of animals in captivity.
• To educate people on life�yle choices which do not 
• involve the abuse of animals and which are environment-friendly.

Areas of Focus:
• Wildlife trade
• Wildlife Rescue and Rehabilitation
• Humane Education
• Community Outreach
• Promoting Cruelty-Free Living

Option I: Acres

Location
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Findings
1.Online and social media presence.

As a amateur webma�er, I was mo� keen in under�and how Acres present itself online, as 
NPOs and NGOs in the pa� often negle� to make good use of online space as a means of 
advocacy and fundraising, this is a potential gap that we may be able to fill in.

Acres uses Wordpress to ho� their website, which is �able and relatively conventional 
platform for them to use. A cusrsory look at their webpage shows several basic UI/UX 
issues such as legibility and hierarchy issues but nothing major that would prove a 
hinderannce if we were to enhance their core service.

A good thing of note is their Call To A�ion (CTA) is clear and legible for visitors to the 
website, With a clear “Donate now” button, support us subpage and their wildlife rescue 
hotline all clearly indicated for visitors to see.
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Not Great, Not terrible.

I also ran through the website on Similarweb to give me data on the website 
performances, and see if there’s any issues or gaps in their online presence. This would 
be important information regardless of our solution for Acres, as it may hinder any 
outreach on that front.

Key issues that Similarweb hightlighted are:

Relatively low visit duration, but it could be due to visitors 
engaging the website for the hotline, CTA and their social 
media links.

Through similarweb, I was also able to determine that their CTA has been e�e�ive 
to engaging visitors to visit their donation page on giving.sg, with the va� majority of 
outgoing tra�c heading towards the link. A possible opportunity would be one that 
pushes an increase in online engagement, which subsequently would push an increase 
in engagement.
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2.Sources of Income

Through our research analysing Acres's annual reports, news articles, and po�ings, we found that their 
funding comes from several sources, from charitable donations and fundraising events to grants from 
organisations such as Mandai Wildlife.

The mo� prominent is the Acres Gala, which is their main fundraising event. Events like Galas or 
appreciation nights are a common method for NGOs (and certain art schools) to raise funds and promote 
themselves.

However, through that and the research that my colleagues have condu�ed, we can determine that Acres 
has a narrow focus towards wildlife advocacy, orientating their programmes towards promoting animal 
welfare, which works both as a means of helping their cause and as a way to generate revenue, especially 
for their animal rescue program and fight again� illegal animal tra�cking.

One of the key lessons I have learnt is how important annual reports can be in 
analysing finances and seeing how public organisation get their funding and how 
they incur co�s.
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Personal opinion

Acres is an exciting organisation whose prominence in Singapore’s 
public society belies its relatively young age and smallness. Compared 
to other organisations we shortli�ed, Acres is one that the public has 
encountered in some form or another, whether through its wildlife 
rescue service, prominent advocacy e�orts for animal welfare, or 
again� the illegal animal trade hitting the news cycle. 

Whil� I am intere�ed in seeing how much we can develop parts of 
Acres, I foresee that we’d end up tackling either their rescue services 
or finding new avenues/enhancing their funding.

Weakness

1. Resource: 
• Limited resources 
• Primarily relying on donations and 

public support

2. Location:
• focus in Singapore- limit their ability 

to address larger regional or global 
animal welfare issues in Asia

3. Dependency: 
• Dependence on collaborations with 

brands for fundraising 

4. Regulatory Challenges:
• Rescuing animals and going again� 

illegal wildlife trade -lead to legal 
challenges

Strengths

1. Focus:
• Wildlife rescue and rehabilitation 
• Spreading animal welfare awareness 
• Local wild and exotic species

2. Initiatives:
• Wildlife rescue 
• Promoting cruelty-free living 

Education initiatives

3. Collaboration:
• Collaborates with di�erent brands 

for fundraising initiatives

4. Public Engagement:
• Workshops and events for di�erent 

age groups

5. Donation Channels:
• Multiple donation options- monthly 

or one-time contributions from the 
public and companies 

• Government support through CDC 
vouchers

Opportunites

1. Alternative expansion:
• Development of educational initiatives 

and workshops - creative alternatives 
to raise awareness 

2. Technology:
• More online campaigns and social 

media for fundraising, awareness, 
educational purposes etc

3. Unique Partnerships: 
• forming unique partnerships with 

various indu�ries - larger outreach 

Threats

1. Finances:
• Development of educational initiatives 

and workshops - creative alternatives 
to raise awareness 

2. Enviroment:
• climate change and habitat de�ru�ion 

- threat to wildlife
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2. Nature Society (Singapore)
The Nature Society Singapore is an non-profit organisation, with a hi�ory �reching back to 1940 as 
the Malayan Nature Society.  Being one of the olde� organisations in Singapore that is focused towards 
the natural environment and its conservation, the Nature Society is a well-developed and highly regarded 
organisation by both government and by the public.

Mission:
• To promote nature awareness and nature appreciation
• To advocate conservation of the natural environment in Singapore
• To forge participation and collaboration in local, regional and international e�orts in preserving Earth's 

biodiversity

What we do:
• Organise nature appreciation a�ivities like guided nature walks, bird and butterfly watching, slide 

talks and overseas eco-trips.
• Condu� conservation proje�s and surveys.
• Collaborate with schools and community groups to promote nature appreciation and education.
• Campaign for the prote�ion of natural habitats..

Option II: Nature Society (Singapore)
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Findings
1.Online and social media presence.

As an older NGO, the Nature Society has a wide and extensive social media and internet 
presence, with even its sub-organisations having Facebook pages and groups to engage with 
its members and members of the public intere�ed in its a�ivities, such as the Birdwatching 
group.

However, it is evident that more content needs to be �andardised, leading to a disparity in 
the quality of social media po�s and content. This inconsi�ency presents a confusing image 
to the public, depending on what they encounter. It's crucial to address this issue promptly 
to ensure a unified and impa�ful online presence.

Their website is a trave�y, however, whose interface is a throwback to the late 2000s. 
While the content is con�antly updated and maintained well, it is clear there are limitations 
for such an old interface, such as the lack of CTAs that would encourage donations and 
volunteering, which is a big wa�e for an organisation as big as theirs.
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2.Sources of Income

As a senior organisation, The Nature Society's funding situation is much more �able. They �rongly 
emphasise tax-exempt donations and membership fees. Their credibility as an organisation, not to mention 
longevity, may play an important part in creating this �able base.

Mo� intere�ing was the discovery of the membership tiers, which are a pretty ingenious way of raising 
funds. The higher tier levels, such as corporate membership, may give these companies fir� dibs on 
Nature Society's variety of community and engagement proje�s.
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3.Engagment and Education

The Nature Society has many engagement programmes, some of which fall under their sub-organisations, 
such as the bird-watching group, which naturally engages those intere�ed and involved with 
bird-watching.

Beyond that, they do many engagement proje�s, such as rewilding, beach clean-ups, talks, and 
workshops, which help in their advocacy e�orts and spread awareness of the Nature Society itself.

The Nature Society's flagship programme, Every Singaporean a Naturali�, is a citizen science proje� 
and nature education programme with a clear mission to fo�er a generation of Singaporeans deeply 
conne�ed to the natural world. Currently, 44 schools across Singapore are part of this transformative 
initiative. Students and teachers are equipped with the knowledge and skills to identify, monitor, 
and appreciate common species of birds, butterflies, frogs, lizards, and mammals in their schools. This 
hands-on approach not only encourages a long-term �udy of nature but also in�ils a deep appreciation 
for Singapore's biodiversity.
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Personal opinion

Personally, I am in favour of using the Nature Society as our NGO 
as there are many more options for us to use and play with, from its 
variety of engagement programs to the a�ivities of its many subgroups.

Society’s much �ronger financial base also allows us more space to 
think about our solution and a�ion plan than the other options.

However, it will be a big challenge for us to narrow down our 
preferred approach and target, and we �ill should consider the limitations 
of what we could and couldn’t do for our proje�.

Weakness

1. Outdated Website: 
• lacks a clear call-to-a�ion and dire� 

avenues for donations or membership 
sign-ups.

2. Information gap:
• Inconsi�ent updates across platforms, 

blogs, and forums

3. Finances: 
• Reliant on donations, memberships, 

and grants

Strengths

1. Multiple a�ivities:
• Nature conservation proje�s
• Cleanup initiatives
• Guided nature walks
• Rewilding e�orts.

2. Social Media:
• High Social media presence, 

including Facebook, In�agram, 
Linkedin, and Twitter

3. Community Engagement:
• Schools, communities, and special 

intere� groups - workshops, talks, 
and events promoting nature 
appreciation and conservation

4. Membership base
• Various membership tiers and 

engagement a�ivities- solid 
donation base

5. Government Collaboration:
• Engages with government 

authorities- site visits
• Dialogue sessions- enhances 

advocacy e�orts

Opportunites

1. Online presence:
• Improved call-to-a�ion - attra� more 

donations, volunteers and memberships.
• Intera�ive content (videos, live 

sessions) on social media platforms - 
reach and educate a wider audience.

2. Merch and Fundraising:
• Merchandise and fundraising a�ivities 

- financial growth

3. Education: 
• Educational programs in 

schools-collaborate with educational 
in�itutions

Threats

1. Limited Funding:
• Over reliance on donations 

andmemberships-financial in�ability

2. Competition:
• Competition from other environmental 

NGOs -divert attention and resources.

3. Public Intere�: 
• Change in public intere� toward 

environmental causes - a�e� 
engagement and financial support
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After extensive consultation with our le�urers, we decided to focus our proje� on Acres, weighing in 
their more dire�ed focus towards animal welfare and more precise dire�ion as part of our decision.

While Acres is widely recognized, particularly due to the ongoing advocacy of its founder and Member 
of Parliament, Louis Ng, for animal welfare, our proje� aims to delve deeper into Acres' operations and 
initiatives, beyond its founder's reputation.

To that end, we researched the Acres online before engaging with them dire�ly, allowing ourselves 
to be prepared with necessary knowledge before forming up potential dire�ions and que�ions during 
our interview, with my side focusing on their online presence, viewing how they condu� outreach, 
get donations, etc., from the online perspe�ive.

From there, I identified potential pain points, such as the poor visit duration, which we highlight could 
be due to visitors searching Acres to conta� their animal rescue service rather than for other information. 
However, a better interface and engagement could do much more to get people hooked on visiting the 
site.

Chapter II: Next steps
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We �arted to go in-depth and �udied their various engagement points and assess their 
suitablity visa-vis to our own proje�.

We also looked through potential pain points and issues they are facing.
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Videos produced by CNA and other content creators was helpful in 
under�anding Acres operations, in this case, Animal Rescue.
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Under�anding potential �akeholders... And figuring out how Acres rescue operations would go about. Until the 
interview, we’d assume that there was a support �a� handling calls.

Initial brain�orming of ideas to help Acres We also �arted formulating a�ion plans to 
gather information

By this point it is clear we were gravitating towards 
tackling their animal rescue program.
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At this point, it was increasingly clear that we were heavily inclined 
towards Acres's animal rescue program se�ion.

Our overview research clearly shows that while they are deeply 
passionate about this aspe� of work, they are �ruggling in many 
ways. With my whole heart and consent, I firmly believe that if we 
dire�ed our energy towards improving this part of Acres, we could 
make a tremendous impa�, both on Acres and the animals they are 
very concerned about.

Thus, we �arted orienting ourselves to under�anding the issues, the 
animal rescues, and, mo� importantly, the gaps in the rescue process.
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Our team, in collaboration, crafted survey que�ions for the public. The aim was to gain 
a deeper under�anding of their views and experiences with animal rescue, and how they 
respond in such situations. 

At fir�, I was highly sceptical about the need to do a survey as I believed we only 
needed information from Acres to under�and our next course of a�ion. However, 
the answers we have gotten from the survey surprised and intrigued me, and I was 
thoroughly humbled. 
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Chapter III: Site Visit and Interview
We decided to visit Acres' headquarters and rescue centre at Old Chua Chu Kang Road. The area is 
generally inaccessible without private transport.

For context, a significant portion of my life was spent at HomeTeam Academy located within the same 
area. Even that was considered challenging to reach by the average Singaporean. However, the situation 
at Acres's HQ is even more dire. We mu� consider that only 11% of Singaporean households own a car, 
which means the va� majority of Singaporeans cannot reach only ables HQ without renting bying a cab. 
This lack of accessibility is a pressing issue that needs to be addressed.

We also found a drop-o� point cage outside the HQ, which looks slightly ragged and old but decently 
maintained despite being exposed to the elements.

We also interviewed Aaron, a Wildlife Rescue O�cer who was tirelessly involved in the rescue 
operations. His dedication and commitment are truly admirable. However, it was a shocking revelation 
to learn about the �rain on their manpower. We discovered that only two individuals are tasked with 
condu�ing rescues and managing incoming calls at all times. This, coupled with having only one 
in-house vet to handle all those cases, underscores the significant manpower challenges they are facing.
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The interview was mo� enlightening as we �arted 
brain�orming afterwards, taking the opportunity from the 

gaps we identitied and have �arted to map out the 
opportunities and potential solutions
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For the fir� significant presentation, we held a wide-ranging discussion on how to 
�ru�ure it, from presenting our information and findings to pitching our possible 
opportunities to our le�urers and our comrades-in-arms.

I contributed to the creation of the slides, from the design to aspe�s of the language, 
ensuring we were doing our be� to convince the class of the viability of our dire�ion.

Chapter IV: First major
presentation

I broached the notion of decentralisation, allowing 
others to take a�ive a�ion on saving injured animals 
and relief a key pain point of the rescue team.
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Our Proposed Solutions:

I am supportive of this idea as II am confident that Acres can 
leverage support from the community and that it would be a 
co�-e�e�ive way to manage calls by relieving dire� pressure on the 
team.

I would que�ion however if it is safe to do it within community 
spaces, especially with the spate of random animal abuse cases 
happening in the country. Any a�s perpetrated whil� under Acres 
drop-o� point se�ion may negatively a�e� Acres's reputation.

I initially supported this idea as I have faith and confidence that 
Acres would be able to train and maintain a corp of volunteers, not 
to mention using the opportunity to expand their agenda towards 
prime targets such as �udents.

However, the more that I pour my thought on this idea, I wonder if 
we are optimi�ic on this front.

I firmly support this idea as I believe it is the mo� e�e�ive proposal 
we could make, leveraging possible outside solutions such as business 
plans for communication apps and implementing them into Acres' 
daily operations.
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Chapter V: Feedback and
moving forward

Key pointers from our feedback include the need to go further if we 
are condu�ing mapping, including potentially using data gathered 
from public and possibly private sources (From Acres?) to 
comprehensively see where cases of animal sightings, injuries, and 
road kills are happening.

The latter is challenging as Acres has highlighted during our 
interview that they are guarded about who they share their data 
with, especially since some of the data may include sightings of 
endangered species, which is sensitive information.

We also explored potential areas for our drop-o� points.

Funnily, part of the exploration involved the rifle range road area, 
which is e�e�ively an extension of my neighbourhood, with a park 
conne�or to that area conveniently located only a few meters from 
my place.

Thus, I can vouch for the ‘wildness of that area’, with monkey and 
wild boar sightings common. It is also a busy area for a variety of 
Singaporeans (Nature enthusia�s, joggers, bicycli�s, etc.). So, I can 
definitely foresee the utility of having a sy�em in place for these 
people when they encounter wild animals.
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After our exchange in the United Kingdom, we returned and moved forward with our 
Acres proje�.

Together, we engaged in a comprehensive discussion to identify the mo� promising 
opportunities for our proje�.

After careful consideration, we decided to set aside the second opportunity. This 
was primarily due to concerns over �a�ng and co�-e�e�iveness, fa�ors that could 
potentially hinder Acres's progress.

At this point, we �arted killing o� ideas, such as Damien's Fir� aid kit idea, but this 
is due to potential co� issues; as Acres's finances are meagre, it is impra�ical for us to 
use his idea.

We latched onto the live chat idea, which is much more pra�ical due to advances in 
technology and accessibility. We prototyped it. Although Acres uses WhatsApp, 
we had to use Telegram for the prototyping as their software is publicly available. 
However, the concept is the same regardless.

We also decided to remix the drop-o� point idea, narrowing it in�ead towards vet 
clinics, which provide better shelter and prote�ion for these animals. We based it on 
the thread we heard during our interview that mentions that Acres asks callers to drop 
o� injured animals at vet clinics before Acres can pick them up.

Chapter VI: After London
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Mapping of Vet Clinics near potential injured animal hotspots
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An essential element that we need to figure out in building our Chatbot and case 
management process is segmenting the types of rescue cases and filtering them by importance 
and risk.

This also helps us build a new emotional journey and blueprint, seeing how our changes help 
build capacity and improve e�ciency within the sy�em.

Despite looking more complicated, it improves e�ciency by allowing Acres to filter cases 
according to the seriousness of the call and what kind of a�ion they need to take (A 
high-risk call involving dangerous animals such as a snake in a dwelling would be taken 
fir� over an injured small bird, etc.}

Segmenting Cases, building
a new rescue processs
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Some of my colleagues also condu�ed field research on these 
vet clinics, assessing for their suitablity towards our drop-o� 
concept.

They also interview �a� at some of the clinics, of which 
many expressed intere� in collaborating with Acres in such a 
format.
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Chapter VII: Towards our final presentation
Based on previous feedback on our presentation slides, we realized we needed to make our presentation 
concise and easy to dige�, especially for the other le�urers and comrades-in-arms who may not have seen 
our presentation and proje� before.

This would be a �ruggle as our presentation has been commented on as being too long, and we had 
to make it more engaging and concise. Also, it will be a challenge to explain the branching out of our 
rescue case, the communication sy�em, etc.

To that end, I, together with my colleagues, spearheaded e�orts to re�ru�ure and reorient our 
presentation towards our goals. I was mainly involved in ensuring �ru�ure and continuity within 
our slides, such as a �andard set of colours, balancing language between simplicity and imparting 
knowledge, etc.
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Chapter VI: Final Presentation

Our final presentation represent the peak of the our proje�’s development, both in 
terms of presentation and our solutions to Acres problems.

Using illu�rations and visuals to communicate our points more clearly to our audience.
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Our solution to the issue of presenting our new rescue process and how our 
communication help resolves the pain points Acres has.
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