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How Open Up began...

In 2016, a series of student suicide tragedies in HK
had raised awareness and urged the community
for actions.

€ The proportion of youth seeking help through traditional
hotlines had been declining.
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Source: Samaritan Befrienders Hong Kong Press Conference, March 2016 as

reported by inmediahk.net

@ Privacy is the main reason: 54% of youth aged 12-30 (N=390
2015 - 2016 22 16 Hong Kong us Australia choose NOT to seek help as they “don’t want others to find )
out”; and 30% said there is no one they trust

2016 — 2017 17 15 Have you considered  Have you Have you - :
committing suicide in  considered considered € 29% of youth (N=389) preferred text-based conversation for
the past 6 months? committing suicide  committing emotional crisis issues as it is easier for them to express

in the past year? ;‘;:;‘:Z:;:"E feelings and allows them to have bigger control over the

conversation
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* survey by the Paediatric Society and Paediatric Foundation, Mar—Apr 2016
Source: HKICCT / IPSOS quantitative survey (total n = 727), 2016
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Jockey Club Online Youth Emotional Support - Open Up
LY
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Fill the Service Gap
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Engage a wider range of youth
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Jockey Club Online Youth Emotional Support - Open Up

24/7 online text-based emotional support service

For youth aged 11 — 35

Free & Anonymous
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Emotional Support Online Chat Platform

1. Multi-channel Crisis Intervention System (MCCIS)

2. 24/7 Round-the-clock

3. Synchronous - “Real Time” - being responsive and attentive)

4. Text Message
EABKZE

5. Anonymity (Safe environment & sense of security)

EABRE

6. Autonomy (User-centred and reduce the power discrepancy)
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Chat by risk level and by hour
Y

50% Crisis cases
occurred on —
20:00 - 01:00

< Back to report CHAT REPORT BY HOUR BY RISK LEVEL
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Help-seeker Demographics
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Successfully engaged the Youth

319,791

Incoming Chat accepted TOS

(Among 405,605

incoming calls)

Incoming Chat
accepted TOS

Phase |

4312 /month

(1 Oct 2018 — 31 Nov 2020) r-
Phase II

(1 Oct 2018 — 31 Nov 2020)

Phase Il

5934 /| month

(1 Dec 2020 — 31 Oct 2023)

\/
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Total 202,031
Valid Chats

Total Valid'Chats
Phase |

65,066

136,965

(1 Dec 2020 — 31 Oct 2023)

+37.6%
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Unique help-seekers

62,775

(1 Oct 2018 — 30 Sept 2023)

Daily Average
Phase |

Phase Il

82 ®» 129

Daily 200
incoming calls
Served over 120




Phenomenon of Youth Mental Health

Value Count
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Help-seeking behavior in digital generation
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Mental health help-seeking

4 )

FFRERBAERE . BE&EE
TABERKIER  HEZEEE
EEBHEE? .

/
"ARBENE - HERAARE

R  ERERFIVAARIMIL -
HEFRE

- /

Y.

(

MFE.EE.EE - HKE
BREHE IR .

N
"RERAPO.EHR—EHE

J

\_

N

"BEERZERELERE - &
JRERE - TERKIBESNFLUES

I - BFHRAREBISEINE - WINER
#MA AT E SR - FARIBARM - o

JE



@ nixcasas

EED&R0E

LI H
LR EaE

hezpevan (|55 A0 KEDEEEE
RA R =R

ETFE TN T e - DA
L

Publicity &
Gatekeeping

Capacity
Building

Thematic
Service

kR

IT Infra-structure

Volunteers
Development &

Management

Chat Service

|
O ——
O,

Help seeker

Seafl Trom rilennal
YOUuth sendices

Connected
Care

Data Analysis,
Evaluation &
Knowledge
Dissemination



Make Use of Technology
In Counselling



Innovative and Creative Applications of

Al and Machine Learning
LY

A

FIVE SMART Modules

(Y ®) ~ DG ¢
1. Identify the Topic of each Chat session ' Open Up Platform

. . . o SMS ] ( M P

2. Evaluate the Suicide Risk Dateuay LY LY,
3. Provide Guidelines and Reminders

LV SMART Modules E
4. Help-seeker Segmentation @ oo | e L | Dot

™ —
5. Facilitate the Data Analytics -
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Real-time topic classification and risk assessment

S
{IJ% o 1ok

7

ERIREEEE 20-7-2023 02:15

iz 0

IR -

5 1:02:27
Real-time topic classification )
EREEA

REEH: 20-07-2023 03:29, AR M ERT 7
B EE ol

N )

BB EH: 20-07-2023 03:29, FH F .

9

MED

Risk assessment

SFr AL

CERE

{ 1

1

=1 1
7% 0
NBE 2
HEEkdE 2
T35 2

2 A

FZ4:a]

LI EIMRERE -

MH 3 ZRSTAE HEE oM byebyeMl &

3:29 AM

[EESETE

N

)

BrciEE

NS )

BB ERT: 20-07-2023 03:29, FIZHAEMN

s

iy
n
3]

9

MED

'E‘Jj-t‘

[BHt ¥

bel13
_'_

==l
{IH

==

50%
25%

1
1
1
0
2
2

Smart Module

=5 H f+ = i 0
bk, Hith)



Topic Classification

* Predict the Topic of each chat conversation and their respective percentages.

* The prediction will be continuously updated based on new coming messages

Conversation - part-1

C: IFSRERAENY?

H: A TRIN R

H RN RIIAE X EBEREH
H: T ol LIRA 1

H: EGRE¥FE

CREINEEHHERSHIFEE.

H: % - EIEELCAT

BIS=/k<ZE25%
EHEE25%
B RIEE50%

25%

25%

50%

First block input

BEBEE BXRE

AIS/RZ¥

17%

17%

17%

50%

Second block added
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Conversation - part-2
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Topic Classification by Al

N

Mental Health

Anxiety, Depression,
PBD, Early Psychosis,
Self harm

Negative Life

Experiences
Divorce, Debt,
Abandonment

Relationships

Family, Romantic,
Peer

. Addiction Wellbeing Others
reer Physical -
Work/Caree StUdY y Drug, Gambling, Social skill Social issues,
Work pressure, Public exam, Health Sex COoVID

deficient, Poverty,
Physical Disability

Further studies

Unemployment Medical issue
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Help-seeker Top 10 concerns
A4

Mental health / Emotional distress 30.60%
Family I 14.04%

Intimacy relationship NG 11.74%
Socdal relationship NG 11.03%
Academic pressure I 9.32%

Stress atwork | 6.66%
Others I 4.94%
Workplace relationship I 4.25%
Family/other relationship N 3.99%
Suicide W 3.44%

0.00% 5.00% 10.00%15.00%20.00%25.00%30.00%35.00% (1 Oct 2018 — 31 Nov 2020)
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Risk level assessment by Al
N

v' Users with self-harm behaviours, suicidal ideation, bullying experience, and
4 o . 7 6 discharged from psychiatric ward are more likely high risk groups.

v’ Users with developmental challenges are less likely in high risk and could be triaged

Crisis to H |gh : : I_OW R|S k to other social services. Currently Open UP provides 6-8 scheduled thematic care
chat sessions to follow up users’ needs.

Help-seeking reasons by risk level

(0] . . .. .
45 A) of users are first-time users for similar services

o Emotional and Self Harm n= 898
64A) did not receive any services from other Youth mental health needs Suicide n=1,169
e Services in the past 6 months Mental Health [ n=2,612
Specific needs Bullying I n=84
Discharge from psychiatric ward n=77
v’ Higher proportion of secondary & tertiary student users are in crisis Addiction n=81
or high risk, indicating the need for more targeted service delivery Abuse n=71
Legal MB% n=14
Status of youth help-seeker by risk level Social issue  1'3% n=59
Developmental Physical Health 6% n=92
: | | needs Family Relationship  Ills9% n= 261
i i Study Ms% n=593

Secondary students 12% 40% .
e ———— AL i !----------------------- --------- el N - Publicexam W 4% n=593

Tertiery students 4 42% 49% n=11,434 Peer relationship  W'4% n=528
Financial W4% -
i n=28,346 n=139
Working youth (3 39% 55% Unemployed I'3%

n=69
W Crisis & high risk Medium risk M Low risk Intimacy N '3% n= 398
Colleague relationship 1"2% n=122
Work Pressure  172% n= 189

M Crisis and High risk Medium and low




Practices Reminders
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Recommendation for service referrals and responses

r 3 o Smart Moduie

Recommendation for service T EE
4 E B FEZIEX (Cyber Youth Support Teams)
i E 0 referrals and responses
EERB FEFETER - B\
N h : b h.sjs.org.hk
EE?EZ - - ttps://cyberyouth.sjs.org.hk/
Qs ») % EEOE RAEEAR Teen it - 48 L B ES IR
https://it.caritas.org.hk/
7% Online 4 LB EZEXK
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ERYZERBEELE HE - RERLEERZEE Career Guidance
597 HEEH
25033399
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Data Analytics

VearManth e Date Gender Channel Highest Risk Level Word Trend Tracking

Smart Module

Help-seeker Main Concern Report (Top 10)
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Year-Month Invalid Case

E8 97857

Leave while waiting
Counsellor Response Time

Valid Case
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Total No. of Connections
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Daily Average
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6Leave
‘while
waiting

10-20 min.

min.

Over &0 min.

VIP @No

Role @ Counsellor @ Duty Officer @ Volunteer

Duty Officer 43335

Waited 1-5 min.

20699

No Waiting Time ~ Waited < 1 min.

72034 12913

Waited > 5 min.
35741

1491 224 385 678
| 1307 | 298 | ss6 | 1091
12203 4995 8399



Service Recommendation - Group Recommendation

N

* Provide guidance on how to reply the help-seeker

 School social workers will be recommended if school information is detected.

BRERS
o .
BEOE Dialog FHE « % R4 ERBEY Career Guidance
— C: BBAREE N EIT AR e Academic
- Tap—— H: B O Z 5= A http://www.hyc.org.hk/
IHAMIREE T IRRIS H: RE&FE - HEHER¥E
N4 5 Ayl - — ey
L REEE HABREEIES, LRAR - FBTH S
. Eﬁﬁ]j']_gli‘tf{\AE& — 27771112
- e C MR REERESW ? https://wmc.hkfyg.org.hk/mcc/
X8 CEEEIRE AR H: R School Social Workers
mhR? Social service of school
Topic PXAR
(REEEEIBLR B2 100% 3943 7208 / 3943 3493
url: www.cuhk.edu.hk/osa/wacc
email: waccldcuhk.edu.hk




Service Recommendation - Element consideration

N

* Service recommendation will be given according
to different characteristics of help seekers, such

as location, age, topic, risk etc...,

—+— M
By A

* In this case, after "=/&" appeared in the
conversation, ranking of “uTouch” becomes

higher.
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Benefit and Impact

N

* Provided a comprehensive onboarding journey for volunteers, relief workers and new staffs

* Provided better support and guidance to counselor by risk assessment module, recommending chat

responses and service referrals
* Increased capacity of service and maximized the efficiency
» Gained service insight from data analytics

« Developed data-driven good practices
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Contact Us

N

Contact Person : Winnie Ng Wal Man Project Manager
Telephone . 2507 2881

Emall . winnie.ng@openup.hk

Website . www.openup.hk
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