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Introduction

The International Organization for Migration (IOM) is the world’s leading agency on migration. 
With 165 member states and field offices in more than 130 countries, IOM focuses on 
issues such as labour migration and counter-trafficking, trying to promote humane and 
orderly migration. IOM is actively working to harness new technologies to identify, establish 
communication and create feedback loops with vulnerable workers in global supply chains 
at risk for human trafficking. At the forefront of these efforts is IOM and the United States 
Agency for International Development’s innovative media programme -- IOM X. 
IOM X leverages the power of media and technology to help in the prevention of labour 
exploitation and human trafficking. In an effort to create a technological innovation to assist 
migrant domestic workers abroad, IOM X worked hand-in-hand with IBM to lay the groundwork. 
This case study provides a step-by-step overview of the process of how IOM X took this 
partnership with IBM and the vision for a technological solution forward.  

Internet connectivity, particularly through mobile phone usage, is increasing rapidly in 
Southeast Asia. Hoping to capitalize on this high connectivity, IOM X wanted an innovative 
concept to create a mobile application that could aid in preventing the exploitation of 
domestic workers from Indonesia, Myanmar and the Philippines living in Hong Kong, Singapore 
and Thailand.

For the past 10 years the Corporate Service Corps (CSC) Program has grouped IBMers 
from all over the world into cross-functional, pro bono consulting teams that deploy for 
month long assignments to assist local host organizations. IOM X’s partnership with the 
CSC Program was highly beneficial because CSC projects have worked in a variety of 
sectors, including, but not limited to, economic development, education, and health, and 
the program has had a long standing commitment to improving the lives of women worldwide. 
A CSC team, supported by Australian Business Volunteers (ABV) deployed to Thailand and 
worked with IOM X representatives from July 22 to August 20, 2016.

Where it all began
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Welcoming the IBM CSC team to the IOM X office on 26 July 2016

With IBM CSC on board to support, IOM X took the below steps over the course of eight 
months (January-August 2016).

Independently, in preparation for the CSC team’s deployment (January – late July 2016):

In cooperation with the CSC team (late July – late August 2016):

1. Finalized concept 
2. Conducted formative research with migrant domestic workers in the form of an online 
    survey
3. Carried out qualitative research through in-depth interviews with migrant domestic  
    workers
4. Invited domestic worker and international organizations who could provide their 
    expertise on the topic to join the process

5. Hosted a five-day Design Sprint 
6. Tested the prototype and incorporated feedback  
7. Created a business plan to assist in realizing the application 
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More than half of the world’s 40.3 million people living in situations of modern slavery, 
including forced labour are from the Asia Pacific region.1
 
Being a migrant worker can increase one’s vulnerability to exploitation due to a variety of 
reasons such as language barriers, unfamiliarity of new places and culture, pervasive negative 
attitudes, and, sometimes, lack of regular documentation. Migrants working in domestic 
work are susceptible to exploitation as they work in physical isolation from others in the 
confines of people’s homes. Excessive working hours of 14-18 hours per day, little or no 
pay, no days off, and restrictions on movement are not uncommon.2 Domestic work is not 
recognized as a formal work sector in many countries, which means that basic labour laws 
such as minimum wage, working hours, paid annual leave, etc., are not stipulated. Working 
outside of the protection of national laws and out of sight of the general public leaves 
domestic workers particularly vulnerable.

Southeast Asia’s Internet connectivity is growing quickly; home to over 600 million people, 
190 million people are Internet users, of which many are accessing the Internet through 
mobile phones.3 Indonesia is the third largest smartphone market in Asia Pacific.4 In the 
Philippines, nearly 40 per cent of the population has a smartphone.5 Migrant workers usually 
own smartphones and like everyone around the world, use these to stay in touch with family 
and friends. These trends led IOM X to develop the idea of creating a smartphone application 
that could help prevent the exploitation of migrant domestic workers. 
IOM X initially decided to focus on migrant domestic workers from Indonesia and the Philippines 
as these two countries see particularly high outward migration of females, migrating for 
domestic work. Of the approximately 4.3 million Indonesians working abroad, around 75 per 
cent are female, most of which migrate for domestic work.7 In the Philippines, approximately 
60 per cent of all migrants who seek work abroad are women that primarily enter the 
domestic work sector.8  
Although women from these nations travel all over the world for domestic work, IOM X 
planned on targeting domestic workers from Indonesia and the Philippines travelling to 
Hong Kong and Singapore. These destinations were selected because they both legally 
recognize domestic work as a form of labour, and have more far reaching laws than other 
countries in the region.

For a mobile application that aims to prevent the exploitation of domestic workers, operating 
in a country where the laws are more clearly outlined can make it easier for migrant domestic 
workers to be informed about their rights and thereby empower them. Additionally, the 
extensive number of migrant (domestic) worker organizations that lend support in these 
countries could make the piloting an application of this nature easier.

STEP 1: Finalized Concept 
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Learnings

IOM X focused on Indonesian and Filipina domestic workers in Singapore and Hong 
Kong for the reasons discussed above. However, because IOM X and USAID’s     
partnership with IBM CSC was facilitated by IBM Thailand, IOM X wanted to accommodate 
IBM Thailand’s desire to assist and therefore integrate migrant domestic workers in 
Thailand. This highlighted the fact that there is a necessity to compromise with partners 
when entering into a pro-bono arrangement. Since Thailand is a major destination 
country for migrant workers in the region, the Design Sprint was being hosted in 
Bangkok, and around 80 per cent of migrant domestic workers that are registered in 
Thailand are from Myanmar9, IOM X included this demographic in its research during 
the Design Sprint. Additionally, findings from a survey with Myanmar migrant workers 
in Thailand found that around 89 per cent of these migrants have mobile phones.10 
These findings indicated that a mobile application could also be beneficial to Myanmar 
domestic workers in Thailand. 
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To better understand migrant domestic workers’ patterns of usage of mobile phones, IOM X 
conducted an online survey (see Annex I for questionnaire) using Survey Monkey. The survey 
targeted Indonesian and Filipina domestic workers who are currently or have previously 
worked in Hong Kong or Singapore. The purpose was to understand their mobile phone usage 
and to select the domain of the application, which would inform the direction of the next 
research stage: qualitative interviews. The survey was disseminated from January to March 
2016 through IOM X’s social media platforms, as well as through partner domestic worker 
organizations in Singapore, Hong Kong and Jakarta.  
Overall, 98 domestic workers (53 Indonesian and 45 Filipina) completed the online survey (see 
Annex II for a full report and analysis). The results showed that the vast majority of those 
surveyed have access to smartphones, which confirmed the initial idea that a mobile phone 
application has the potential to reach a number of domestic workers in target countries.

Respondents were given a list of potential application ideas and were asked to choose what 
they thought would be most helpful for migrant domestic workers. The following application 
domain areas were suggested: something to help manage finances; something to assist in 
creating a plan in case of an emergency; an application to help meet other domestic workers 
nearby; and an application to locate services. As the majority of those surveyed (87%) selected 
the final option of having an application that would help to locate support services nearby, IOM 
X conducted more research to identify which services were most desired and how an application 
could help in accessing these services. This additional research was conducted through 
in-depth interviews (see STEP 3: Qualitative Research). 

● 94% of domestic workers have smart phones; all of the respondents were allowed to  
   use their phones by their (current or previous) employer.

● Most regularly used applications were messaging/calling applications such as 
   WhatsApp, Viber and Line. 

● Most popular website: Facebook. (The most common online platforms used  
   by respondents were social media platforms.)

● When asked which type of application would be most helpful for a domestic worker, 87% 
   thought an application that would help locate services in the vicinity would be most useful. 

STEP 2: Formative Research

Key Findings
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After collecting and analysing the data of the online survey, an interview guide (see Annex III) 
was created. The aim was to create open ended and unprompted questions that could help 
the team gauge the desires and needs of migrant domestic workers. Due to time and cost 
limitations, the interviews were done online, primarily via Skype, and in English. 
The majority of interviewees were participants of the online survey who had provided their 
contact details. IOM X spent three weeks reaching out to these interviewees. Over the course 
of two months (May-July 2016), two IOM X staff conducted ten interviews with domestic 
workers (six from Indonesia and four from the Philippines). Additionally, IOM X carried out 
three expert interviews with staff from domestic worker organizations and a researcher 
specializing in migrant domestic worker rights and access to justice. All interviews were 
recorded and transcribed. 
When the results were collected, IOM X conducted a cluster analysis. This analysis entailed 
writing out every key idea (data point) that was conveyed in the interviews on Post-it notes. 
All of these ideas (over 600 Post-its) were mounted on a wall and clustered around similarities 
in order for patterns to be observed. This clustering activity involved participation from four 
IOM X staff and took two full days. Some of the main themes that emerged were:

● Need for earlier intervention, before the relationship between domestic worker and 
   employer is irreparable
● Lack of pre-departure training and information by agencies
● Willingness of domestic workers to volunteer and take courses in their free time
● Tensions between domestic workers and employers 
● Domestic workers’ limited knowledge of rights and their lack of ability to enforce these 

STEP 3: Qualitative Research
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Learnings

Overall, the survey was successful as it reached close to one hundred domestic workers. 
It was particularly useful to be able to have the survey translated into Bahasa Indonesian 
and Tagalog, as this allowed the survey to also be representative of those who do not 
speak English.
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In the process of clustering the data points in July 2016

The themes that emerged from the cluster analysis were mounted on the wall and remained 
there during the entire Design Sprint. The participants of the Design Sprint were asked on the 
first day to familiarize themselves with this research and were encouraged to consult the 
findings throughout the Design Sprint.

Ideally, if schedules and budget would have allowed for a trip to Singapore and Hong 
Kong, interviews could have been done in person. This way more domestic workers 
could have been reached. Additionally, having the budget for an interpreter would 
have made it possible to conduct interviews with a larger population. 

Learnings
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The Design Sprint was a five-day workshop (see Annex IV for the complete agenda) where 
experts came together to develop ideas for an application and create a prototype over the 
course of four days. On the fifth day, the prototype was tested by intended users. This workshop 
was based on an agile Design Sprint methodology. At this stage, the IOM X team was joined 
by IBM’s CSC employees, which were able to provide IOM X with pro-bono consulting on 
cloud hosting, rapid prototyping and business information analysis.  The Sprint team consisted 
of the following 11 participants:

Role

The Decider

The Logistics

The Researcher

The Groundworkers

The Tech Gurus

The Acrobat

The Big Picture 
Experience

The Facilitator

Responsibility

The team leader of IOM X acted as the ultimate decision maker 
that made all the tough calls. 

Two IBM CSC employees whose role was to pay attention to all 
the details that involve coordination from all the different actors 
and make sure things run smoothly. 

As IOM X’s head of research, this person was responsible for 
sharing research and learning expertise. 

Two female staff from the Bangkok-based NGO HomeNet 
that supports migrant and Thai domestic workers provided 
deep insight to the rest of the Design Sprint team as to what 
things are like on the ground thanks to their frequent direct 
involvement with the intended target audience.

These two IBM CSC employees were in charge of answering 
all the technical questions and making sure all the ideas that 
pop up in the Design Sprint can actually be implemented.

As IOM X’s digital content producer this person has a versatile 
skill set and was able to help and lend support to anyone who 
needed it.

With experience working in different communities with 
domestic workers, this IOM Hong Kong staff member was 
responsible for reminding participants of the bigger picture. 

IOM X’s digital engagement manager brought together the 
team and smoothly lead them through all the stages thanks 
to his experience in previous Design Sprints.

STEP 4: Design Sprint
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Before the Design Sprint began, IOM X held an introductory session for IBM to introduce them 
to the programme, the issue of domestic workers being exploited in the Asia Pacific region, 
and the research that IOM X had conducted to inform the Design Sprint (online survey and 
in-depth interviews). This way, the IBM workers could be introduced to the issue and consider 
the challenges and opportunities for the mobile app that would be developed in subsequent days. 

On Day One, participants identified the goal of the workshop. The process of selecting this 
goal began with a discussion on who the target audience and what the focus of the project 
should be. The Decider made the decision to target current migrant domestic workers who are 
in their destination country. While there were several options regarding the focus of the application 
(creating something for emergency use, to spread awareness, etc.) the participants of the 
workshop decided that it would be most useful and easiest to build something preventative. 
As building an emergency support tool would require intense coordination with different support 
services in different countries, participants decided that this application may not be best 
suited to house such a service. The consensus was that the team was best suited to help 
address the root causes of exploitation of domestic workers, which is why the participants set 
the goal of creating an application that would help prevent exploitation. 

Participants then began to familiarize themselves with the cluster analysis before having an 
opportunity to ask experts a series of questions. This question and answer series incorporated 
the input of those who were not able to participate in the entire Design Sprint.

Getting inspiration from the cluster analysis on Day One of the Design Sprint 

9

IOM   OIM



By the end of the day the team set targets for the next six and twelve months. The six-month 
goal was to have a concrete tool in place that is valued by users and service providers. 
Participants envisioned that within twelve months of the Design Sprint, there would be many 
domestic workers using the end product and that this would be giving them increased support.  
Day Two of the sprint consisted of participants getting inspired by looking at 17 existing 
applications that aim to benefit migrant and refugee populations, trafficking victims and 
applications that showcase unique features (See Annex V for a complete list). Participants 
spent the rest of the day individually sketching out ideas for the prototype. The aim was not 
to do a group brainstorm, as this often ends up with everyone throwing in ideas that cannot 
be processed quickly enough. Sketching was done individually to give everyone the opportunity 
to examine and develop their own ideas. The goal was for participants to create competing 
solutions that would be voted on on the following day. 

Expert

International 
Migration Scholar 
from Yale-National 
University of 
Singapore

ILO Labour 
Migration Expert

Singaporean 
Employer of a 
Domestic Worker

Myanmar Migrant 
Domestic Worker 
in Bangkok

Issues Discussed 

● What triggers domestic workers to seek help 
● How recruitment agencies influence domestic workers
● Post-arrival training in Singapore by the Ministry of Manpower 

● Existing regulatory frameworks for migrant domestic workers
● Malaysian Code of Conduct for employers of domestic workers
● The power of organizing and connecting workers

● Relationship challenges and opportunities between employers 
   and their domestic workers
● A campaign employing check-lists of dos and don’ts for 
   employers 
● Unawareness of employers as to what happens to domestic 
   workers at agencies

● Personal experiences with recruitment agencies in Thailand
● Usual migration patterns of Myanmar domestic workers in 
   Thailand
● Process of becoming documented
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Ultimately, participants voted on a prototype that serves both domestic workers and their 
employers. The rationale behind creating an application for both employees and employers 
was to improve communication, as the cluster analysis showed that one of the main issues 
domestic workers face is tension between employers and employees. Therefore, by facilitating 
enhanced communication and thereby easing tensions, the application could help prevent 
exploitation that could result from poor communication. The secondary consideration was, if 
employers found utility in the application, they would then encourage their domestic workers 
to use it, ultimately supporting their smartphone use.

On Day Three, participants voted on anonymous sketches of each participant’s best idea for the 
application produced on the previous day. Each sketch was examined, critiqued and voted on.

Participants sketching their best ideas for an application on Day 2 of the Design Sprint

Silent deliberation and voting on sketches on Day 3 of the Design Sprint 
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Participants busy at work storyboarding and prototyping on Day Four of the Design Sprint

The Design Sprint would have benefited had a domestic worker been a full-time partic-
ipant, in order to have continuous input from a potential end user. It would be very 
difficult for a current domestic worker to participate in a five-day workshop, thus one 
domestic worker was invited to be an expert guest speaker on day one so they could 
share their efforts personal experiences of being a migrant domestic worker.

Additionally, while it could not have been predicted earlier in the process, employers 
also quickly became an important demographic as the application was intended for 
both employers and domestic workers. Fortunately, expert participants in the Design 
Sprint also had experience with being employers to inform the discussions.

Finding participants who were available to attend the Design Sprint for five full days 
was challenging. Luckily, IOM X was able to have the input of some very knowledgeable 
individuals; however, it would have been beneficial to have an interpreter for some of 
the participants in order for them to convey complex ideas with more ease.

The expertise of those working with migrant domestic workers in Hong Kong and 
Thailand was brought to the table by three participants. It would have been beneficial 
to have someone at the table who works with migrant domestic workers in Singapore.

A key lesson learned was that the goals set on day one for the following six and twelve 
months need to be flexible. With having all subject matter experts in the room, it became 
apparent that the execution timeline for the application would be based on a set of 
assumptions, which would likely need to be re-adjusted once additional budgetary 
support for programmers is confirmed. 

Learnings
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The rest of Day Three and half of Day Four were spent creating a storyboard of the prototype. 
By taking the most popular sketches of ideas and stringing them together into a coherent story 
of about 20 images, participants created a blueprint for the prototype. At the end of Day Four, 
participants began creating the prototype, which was then finalized by IOM X’s digital team 
on the following day while the rest of the participants were given a day off. 
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The Home Works prototype that was tested by current migrant domestic workers 
on Day Five of the Design Sprint

On Day Five, the prototype application Home Works was tested. It included the following 
features:

● A calendar to help employers and domestic workers schedule events 
● Information on domestic worker rights 
● An uploading feature to scan important documents
● A listing of local services to visit on days off
● Videos explaining “how to” on everything from “how to use household appliances” to 
   “how to communicate with your employers about accessing rights”

STEP 5: Testing the Prototype
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On Day Five of the Design Sprint, six Myanmar migrant domestic workers in Thailand came to 
the IOM X office in Bangkok. One by one, they were introduced to the prototype in an isolated 
room while the participants watched the reaction of the testers via a live video and sound 
feed*. Each interview took approximately 30 minutes. Simultaneously, the IOM office in Hong 
Kong facilitated testing of the application with six Indonesian migrant domestic workers in 
Hong Kong. This testing was recorded and watched by the participants in Bangkok later in 
the day. 

Testers had mixed reviews about the features included in the prototype. A popular feature was 
the section on domestic worker rights; most testers thought it was useful to have all this 
information in one place but noted that there should be more detail. The vast majority of 
Myanmar domestic workers did not find the shared-calendar function useful, primarily 
because many of them did not feel comfortable inviting their employer to share a calendar 
and they found it easier to communicate with their employer directly. Testers in Hong Kong 
were more keen on the calendar function and were more open to the idea of sharing a calendar 
with their employer. The how-to videos giving guidance on home appliances were popular 
with some testers. Surprisingly, many domestic workers did not find the uploading of important 
documents feature useful. Some Indonesian testers raised privacy concerns. A Myanmar 
domestic worker said this feature was not useful as they did not think there would be an 
occasion when they would need a digital version of documents given that officials would not 
trust soft copies as these are easy to forge. A number of testers liked the listing of services to 
inform them about activities and courses available on a day off.

For the testing, it would have been beneficial to also have employers available to test 
the prototype, rather than only domestic workers. However, since it was not foreseeable 
that the application would also include employers, it was not possible to organize a 
group of employers on such short notice. Additionally because the time allotted to creating 
the prototype was so limited, the prototype only served migrant domestic workers. With 
extra finances, IOM X could have hired help to create a more comprehensive prototype 
that showcased features for both domestic workers and employers. 

Although it is likely the findings would have been similar, it would have been more 
representative to also have tested the prototype with Filipina domestic workers as well. 

The prototype was tested with migrant domestic workers that were organized by 
HomeNet in Thailand and IOM’s network in Hong Kong. This meant that the sample of 
testers were most probably aware of their rights and what exploitation looks like and how 
to access assistance when needed. Testing the prototype with domestic workers who 
are not already connected with support organizations would have been beneficial to get 
a fuller picture. However sourcing such domestic workers would have been difficult.

* Domestic workers from the HomeNet network were invited. They each signed an IOM letter of invitation, and were provided a transportation   
  stipend for their participation. IOM X did not seek to use their permission to use the video footage for public use, so that will remain confidential. 

Learnings
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As the target audience for the application is both domestic workers and their employers, the 
prototype has distinct features to appeal to both audiences. The application is highly customizable 
and the content varies based upon who is using it (employer or employee) and where the user 
lives (first three cities that will be featured are Bangkok, Hong Kong and Singapore). 

Based on the feedback and reactions of the testers, the Design Sprint participants implemented 
changes to the prototype design. Some of the following key ideas were taken forward:

Features for domestic workers Features for employers

Language assistance Language assistance

Employment coordination tool (ability to 
schedule tasks, reminds users of important 
upcoming dates and sends warnings if an 
event was scheduled on a domestic worker’s 
day off)

Employment coordination tool 
(ability to schedule tasks and 
reminds users of important 
upcoming dates)

Discounts and rewards (premium 
version only)

Information on laws and rights

Information on how to access 
emergency support

Ability to connect with domestic 
worker networks

“How to” videos and information

Locally relevant information (such 
as explanations of local customs)

Aggregated business news (premium version 
only)

Entertainment feed (premium version only)

Some of the employer’s options are only available if the premium version of the application 
has been purchased. 

The team took the feedback from the domestic workers and tweaked features to alleviate 
the concerns that had been raised by the testers. Many domestic workers felt uneasy about 
inviting their employer to share a calendar so the Design Sprint team changed the format to 
be incorporated in a chat. This way no direct invitation needs to be sent and the calendar is 
much easier to use, as it is seamlessly built into a messaging window.

STEP 6: Implementing Changes to the Application Concept
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After making changes to the application concept, IBM CSC worked closely with IOM X to 
create a business plan for the application. With this business plan, IOM X can proceed to 
find funding and appropriate partners to create, distribute and maintain the application.

The first step in realizing a fully functioning application based on the prototype will require 
identifying a developer to build the application. IOM X will have to outsource this to a company 
that provides such services. 

Next, IOM X will need to find a company or organization that will be able to sustain and maintain 
the application, add or remove features based upon feedback and regularly update the content. 

To push out the application, a team of staff, headed by a product manager will need to be 
hired to raise awareness and generate interest in the application. The marketing resource 
should stay informed as to what new content features might be interesting to users and 
remove features that are not generating interest. Distribution of the application should be 
supported by key partners including local migrant domestic workers organizations, NGOs, 
retailers, informal peer networks and media. 

STEP 7: Creating a Business Plan

Next Steps

Conclusion: Lessons Learned & Recommendations
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In the end, the process up until the creation of the business plan and pitch deck took eight 
months (January-August 2016). This process included building partnerships (with IBM 
Corporate Service Corps and domestic worker organizations), formative research (online 
survey), qualitative research (individual interviews and cluster analysis), a five-day participatory 
workshop, testing and revising, and finally creating a business plan. It is important to allow 
for sufficient time to allow for thorough and comprehensive research, partnership building, 
and actual conceptualization and production of a mobile application to ensure it will be 
relevant and useful for the targeted audience. 

IOM X uses a Communication for Development (C4D) approach to ensure communication 
tools and activities effectively support people and help to create positive behaviour change 
in a meaningful and sustained way. Thus a participatory workshop, such as the Design 
Sprint, ensured the relevant voices were involved to inform the development of this prototype. 
Nevertheless, since it was the first time IOM X specifically followed the Design Sprint 
methodology there were quite a few lessons learned in the process. Some of the key 
lessons learned and recommendations include:
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In conclusion, the Design Sprint was a very useful tool to develop an innovative, creative and 
relevant business plan for a mobile application to help in the prevention of the exploitation of 
migrant domestic workers. Hopefully this case study will be a useful resource to other organizations 
hoping to design their own mobile applications.

Ensure enough time (at least 6-9 months) is allocated for research and conceptualization 
of the application.
It is important to include all potential beneficiaries from the beginning of the process of 
creating a technological intervention tool. In the experience of IOM X, it is not always 
clear from the beginning who beneficiaries are; in the development of this domestic 
worker application, Myanmar domestic workers ended up being important stakehold-
ers. It would have been ideal to include them in the online survey and the interviews to 
give a more complete picture of the behaviours, problems and desires of the domestic 
workers from Myanmar that this prototype aims to target. 

Additionally, it would have been beneficial to have at least one or two domestic workers 
and employers participating in the Design Sprint. Due to the time commitment of a 
five-day workshop and limited funding to provide incentives for participating in the 
workshop, this was not possible. 

Although the proposed outcome was to set in motion the development of an application, 
the actual outcome of the Design Sprint may prove to be more beneficial. With a 
detailed business plan, IOM X is able to explore further partnerships to help sustain the 
application.
The target audience of this project was domestic workers. While this may seem like a 
narrow target audience, implementing features that apply to different languages and 
legal systems requires a lot of different content for several groups of domestic workers 
(Filipinas, Indonesians and Myanmar people living in Singapore, Hong Kong and Thailand). 
A narrow target audience may allow for more static content that is specific to a 
language, certain rights, etc. However, a drawback to having a narrow target audience 
is that it is harder to grow a larger userbase. A wider target audience on the other hand 
means more potential users and also more options to market the product. At the same 
time, having a wider audience means that it may be more difficult to have a lot of 
tailored content. The IOM X IBM CSC business plan addresses this by proposing func-
tionalities that allow for the user to draw upon information already online in an easy and 
productive way.
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For further information, please contact iomx@iom.int. Learn more about IOM X 
at IOMX.ORG

IOM X would like to thank all the participants from the Design Sprint, including: Shivani Kathuria, 
Valentina Ramzi, Hélvio Homem, Ümit Bektas, Jantana Ekeurmanee, Pannee Towakulpanich, 
Nurul Qoiriah, Tara Dermott, Emily Cholette, Marshall Patsanza, Mike Nedelko. This project 
would not have been possible without the invaluable involvement from the experts, researchers, 
employers and domestic workers from around the Asia Pacific region who participated in 
surveys, interviews, prototype testing and acted as experts to help inform this project.
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There is an estimated 11.7 million people in the Asia Pacific living in exploitative working conditions. 
Out of these, about 1.9 million are domestic workers. Working as a domestic worker in another 
country can be difficult and lonely. IOM X is interested in learning more about how mobile 
phone technology could help migrant domestic workers and we need your help!

Following this survey, we will be doing interviews with individual domestic workers. If you are 
interested in participating in a 45-minute interview in English on the phone, please share your 
contact details at the end of the survey.

● Female
● 18 years old or older
● Filipina OR Indonesian (depending on the survey)
● Currently or Previously worked as a domestic worker in Singapore OR Hong Kong

ANNEXES

ANNEX I

IOM X APP QUESTIONNAIRE

Please fill out this survey if you are:

SURVEY

1. Age (select one):
a. 18 - 24
b. 25 - 30
c. 31 - 40

d. 40 - 50
e. 51 or older

4. Which operating system does your phone use? (select one)
a. Apple
b. Android
c. Windows

d. Blackberry
e. Other

2. Currently or previously worked as a domestic worker in (select one):
a. Hong Kong
b. Singapore

3. Which kind of phone do you use? (select one)
a. Smart phone with access to the internet and data
b. Standard mobile phone with call and text
c. Other:

5. Did your employer let you use your phone? (select one)
a. Yes, anytime          
b. Yes, but only when I am not working    
c. No, my phone was taken away 
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10. Would you be interested in participating in an interview conducted in English over 
the phone/Skype to help inform the design of this application?  If yes, please give your 
name and contact details below. (Optional)

a. Name:
b. Email:
c. Telephone number (with country code):
d. Skype ID:

6. Please choose 3 things from the list below that were most important to you when  
    you started working in Hong Kong or Singapore.

a. Knowing how to access safe banking
b. Having a plan of action in case of an emergency in your new city
c. Getting information about your rights as a domestic worker in you new country
d. Keeping track of your personal finances
e. Meeting other domestic workers of the same nationality who live nearby
f. Knowing how to contact domestic worker support organizations nearby
g. Budgeting for savings and daily expenses
h. Meeting other domestic workers of any nationality who live nearby
i. Having contact details for domestic worker recruitment agencies nearby
j. Setting up a bank account in your new country
k. Making friends in your new town/city (not necessarily other domestic workers)
l. Educational opportunities available to you nearby
m. Other                          (Enter text)

7. If you have a smartphone, what are the 6 apps you use most often?
a. App 1:                      
b. App 2:                      
c. App 3:                      
d. App 4:                      

8. Name up to 6 online platforms you use the most on a daily basis (e.g. search engines, 
    social media, web pages, etc).

a. Website 1:                      
b. Website 2:                      
c. Website 3:                      

d. Website 4:                      
e. Website 5:                      
f.  Website 6:                      

9. What kind of mobile application do you think would be helpful for migrant domestic 
    workers who are working in Hong Kong or Singapore? A mobile application to help me… :

a. Manages my finances and banking in    
    a new country
b. Have a plan of action in case of 
    emergency
c. Meet other domestic workers nearby

d. Find out about services (e.g. legal,  
    health care, recruitment agencies, 
    vocational trainings, etc.)
e. Other:                      

e. App 5:                      
f. App 6:                      
g. I do not have a smartphone.
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ANNEX II

IOM X Filipina and Indonesian Domestic Worker Survey Analysis

Summary

From February to May 2016 IOM X disseminated an online survey for Indonesian and Filipina 
migrant domestic workers who are currently or previously employed in Hong Kong or Singapore. 
The purpose of this research was to help understand how mobile technologies could help 
protect and empower domestic worker communities as IOM X aspires to create a mobile 
application to assist migrant domestic workers in Hong Kong and Singapore. This survey was 
a first step in understanding what kind of access to technology these domestic workers have 
and what kind of support is most necessary. Overall 98 domestic workers (53 Indonesian and 
45 Filipina) completed the online survey. The survey showed that the vast majority of domestic 
workers in Hong Kong and Singapore surveyed have access to smart phones, indicating that a 
mobile app would be able to reach a number of domestic workers. This research was conducted 
by IOM X  prior to the upcoming pro bono consulting on cloud hosting, rapid prototyping and 
business information analysis provided by IBM’s Corporate Service Corps (CSC) programme.

Key Findings

● 94% of domestic workers have smart phones; all of the respondents were allowed to use 
   their phones by their (previous) employer.
 

● The most regularly used apps were primarily messaging/calling apps such as WhatsApp,   
    Viber and Line. Viber and Skype were very popular with Filipina respondents; Indonesian 
    respondents preferred Line and Blackberry Messenger.
 

● Only 2 respondents (both Indonesian) listed an online banking app as one of the most 
   frequently used apps. No respondent listed a banking website as a most frequently used 
   website, but one Indonesian respondent listed an online payment website.
 

● The most popular website with respondents was Facebook. In general, the most common 
    online platforms used by respondents were social media.
 

● When asked which type of app would be most helpful for a domestic worker 87 per cent 
    of respondents thought an app that would help locate services in the vicinity would be 
    most useful.
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● The majority of the respondents (n=53) were between 31-40 years of age. Only three 
    domestic workers (all Filipina) were older than 50.
 

● Overall, respondents from Indonesia were slightly older than Filipina respondents.
 

● Two respondents (one Filipina and one Indonesian) were aged between 18-24, indicating 
    that the majority of those surveyed are not very young.
 

● The majority (78% or n=76) of respondents were currently or previously working in 
    Singapore. The other 22 per cent of respondents were currently or previously 
    employed in Hong Kong.
 

● The percentage of Indonesian respondents working in Singapore was higher than 
    average, as 85 per cent (n=45) of these respondents were (previously) employed in  
    Singapore.

● When asked what type of phone these domestic workers used, 94 per cent responded 
   that they use smart phones that have access to Internet and data. Six respondents  
   (four Filipina and two Indonesian) used other types of phones.
 

● The vast majority (82%) of both Filipina and Indonesian respondents use an Android  
   operating system. Nine per cent use an Apple phone and one per cent use a Blackberry.
 

● None of the respondents said that an employer had taken their phone away. Just 
   over half of the respondents (52%) were allowed to use their phones at any time. The 
   other 48 per cent were allowed to use their phone when they were not working.

Most used Applications

● Most used apps: Facebook (n=86) and WhatsApp (n=83).

Application

Facebook 40 46 86

34 49 83

19 13 32

19 13 26

9 13 22

5 10 15

6 8 14

WhatsApp

Facebook Messenger

YouTube

Google

Instagram

IMO

Filipina 
Respondents

Indonesian 
Respondents

Total 
Respondents

Demographics

Mobile Phone Types and Usage
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Most used Websites

● The 3 most frequently used online platforms were: Google (56), Facebook (55) and 
   YouTube (25).

● Some of the apps that were commonly used by respondents from one country were 
    not listed in the most common apps of domestic workers from the other country. 

● The third most common app was different for Filipina and Indonesian respondents; 
    Indonesian respondents’ third most used app was Line (n=26) whereas for Filipinas 
    it was Viber (n=30).
 

● A translator app was listed as one of the six most commonly used apps by ten 
   Indonesian respondents, but not by any Filipinas. This may suggest that Indonesians    
   face language barriers more commonly than Filipina domestic workers.
 

● 7 out of the 15 most frequently used apps are messaging or calling applications. This 
   indicates that domestic workers primarily use their smartphones to stay in touch with 
   friends and family.
 

● Only 2 respondents (both Indonesian) listed an app for Internet banking as one of their 
   six most frequently used applications. This may indicate that not many domestic 
   workers use Internet banking, or if they do then they do not do so regularly.

Application

Viber 30 9 39

29 0 29

0 26 26

0 14 14

0 10 10

Skype

Line

Blackberry Messenger

Translator

Filipina 
Respondents

Indonesian 
Respondents

Total 
Respondents

Type of Website

Social media 
(including YouTube)

51 59 110

23 33 56

12 22 34

4 14 18

Google

News

Cooking

Filipina 
Respondents

Indonesian 
Respondents

Total 
Respondents

The table below shows the most drastic examples:
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● The most common type of websites regularly visited was social media.
 

● No online banking page was listed; one Filipina respondent names one financial 
   resource page and one Indonesian respondent listed an online payment site, which 
   facilitates transfers via mobile phones. It is unclear for what type of payments this site 
   is being used.
 

● Some differences along national lines in most commonly visited websites were 
   evident. For example, Filipinas listed several government websites as the most commonly 
   visited website; all in all 11 different Philippines government websites were named, 
   whereas no Indonesian government website was listed. This may indicate that Philippines  
   government websites are more useful to migrant domestic workers than Indonesian 
   government websites are for their migrant domestic workers.
 

● A surprising number of respondents (11 all of which are Indonesian) listed business 
   websites (including how to start businesses or entrepreneur.com as their most 
   frequently used website.
 

● Three respondents (all Indonesian) listed a university website (two different universities); 
   it is unclear if these respondents are currently studying, or if they use the website for 
   resources.
 

● Language and education websites were also listed by five Indonesian respondents 
   but not by any Filipina respondents. This may indicate a higher need for language 
   classes for Indonesian migrant domestic workers than for Filipina migrant domestic 
   workers.
 

● An Indonesian respondent listed a labour law resource site (hokum ketenaga kerjaan). 
   One migrant worker organization (SBMI.or.id) was listed by one Indonesian respondent; 
   the same respondent listed a resource center for migrant workers (buruhmigran.or.id) 
   as a top visited website.

Previous Needs While Working Abroad

● When asked to select from a given list the three most important things needed when 
   they started working in Hong Kong and Singapore, the top answer was ‘getting information 
   about your rights as a domestic worker in your new country’ (87%).
 

● Filipina domestic workers thought ‘knowing how to contact domestic worker support 
   organizations nearby’ (47% of Filipina respondents) was the second most important 
   thing when beginning work in a new country. Among Indonesian respondents this 
   was voted the sixth most important thing (25% of Indonesian respondents).
 

● Indonesian respondents selected ‘knowing about educational opportunities in the 
   vicinity’ (72% of Indonesian respondents) as the second more important thing. In 
   comparison, only 22 per cent of Filipina respondents selected this.
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Most important thing when 
beginning work abroad

Information on domestic worker rights 37 48 85

10 38 48

21 13 34

21 17 38

Educational opportunities in the 
vicinity

Information on domestic worker 
support organizations nearby

Budgeting for saving and daily 
expenses

7 18 25Having an emergency action plan in 
place

18 10 28Keeping track of personal finances

4 9 13Making friends (not necessarily other 
domestic workers)

3 9 12Information on domestic worker 
recruitment agencies nearby

5 6 11Information on accessing safe banking

7 6 13Setting up a bank account

2 4 6

2

Meeting other domestic workers of 
the same nationality

2 0Other: safety in the work place and 
secure income; learning how to 
communicate with family back home.

00 0Meeting other domestic workers of 
different nationalities

Filipina 
Respondents

Indonesian 
Respondents

Total 
Respondents
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● The most popular idea for a mobile app was to find out about local services (73% of 
   respondents). Included in a list of potential services were legal, healthcare, recruitment 
   agencies and vocational training. As this is a broad list, it is unclear what services 
   exactly are desired. Hence, more research is needed.
 

● Indonesian respondents listed a number of educational websites as most commonly 
   used websites. Potentially finding out about vocational training is the service that a 
   portion of the Indonesian respondents would find most desirable.

● Twelve respondents indicated a preference for an app to help figure out a plan of 
   emergency.
 

● Eleven respondents selected an app that helps manage finances and banking in a 
   new country. However, based on the fact that only 13 per cent of respondents said 
   that setting up a bank account when beginning work abroad was one of the most 
   important things to know, respondents may be more interested in an application that 
   manages finances, not banking.
 

● Two respondents (Filipina) selected ‘other’ from the list of preferences for an app. One 
   of these respondents wrote that an app that helps inform on domestic worker rights in 
   their new country would be useful.
 

● Only one respondent (Filipina) was interested in an application that assists in meeting 
   other domestic workers.

Almost all of the respondents (94%) have access to smart phones and are allowed to 
use their phones during or after work. If this statistic is a reflection of the migrant 
domestic worker population in Singapore and Hong Kong then an app for domestic 
workers could reach a wide audience.

Communication applications are widely used by respondents. This suggests that 
domestic workers have few problems communicating with their network of friends and 
family. Although the survey did not ask about communicating with other domestic 
workers in their country of employment, it seems that respondents have few problems 
meeting other domestic workers via their channels as the idea of an app to help meet 
other domestic workers was not popular. Alternatively, the respondents have no desire 
to befriend other domestic workers.

Learnings

Potential Mobile Application Preference
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A translator app was one of the six most commonly used applications by Indonesian 
respondents. Additionally, five Indonesian respondents listed language and education 
websites as their most commonly visited sites. Potentially, Indonesians face more 
language barriers in their country of employment. The most popular idea for an app was 
an app that helps find out about services; Indonesian respondents may be particularly 
interested in language courses based on the survey.
 
Another suggestion for a possible application was one that helps manage finances 
and banking in a new country. In a list of ‘most important things when beginning work 
abroad’ several of the listed concerns were over financial aspects (budgeting for 
saving and daily expenses, keeping track of personal finances, setting up a bank 
account, information on accessing safe banking).  Of these concerns, budgeting and 
keeping track of finances were the most listed. However, the idea of an app that helps 
manage finances and banking was not very popular as only seven respondents 
selected this. As it was only possible to select one preference for a possible app, 
respondents may have felt that finding services was more important, however, clearly 
financial issues are of concern to the respondents so more research is needed to see 
how this could be addressed.
 
Eleven respondents (all Indonesian) listed business websites (including how to set up 
businesses) as their most visited websites. The idea of an app that helps find services 
included vocational training as one of the services. A number of migrant domestic 
workers may be interested in vocational training.
 
Respondents were asked to provide their contact information if they were willing to 
participate in an interview with IOM X for further research. Forty-nine respondents (21 
Filipina and 28 Indonesians) filled out their contact details. The next step is to contact 
these migrant domestic workers and to carry out qualitative semi-structured interviews 
to get a better understanding of what kind of a mobile application would be most 
useful for migrant domestic workers in Hong Kong and Singapore. 
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ANNEX III

Demographics:

Name:
Age:
Province/country of origin:
Currently living in (city, country):

Getting to Know You

1. Can you tell us a little bit about you and when you started working as a domestic worker 
    in Singapore/ Hong Kong.
2. Why did you become a domestic worker? 
3. How did you feel when you first moved abroad? (e.g. Excited? Happy? Nervous? Confident?)  
    Why? What concerns did you have before moving abroad? Why? 
4. What do you do when you are not working?
5. After having been in Singapore/Hong Kong for 6 months, what did you worry about the most? 
6. What did you do to help yourself? (enquire about where she got the info, orgs, etc.) 
7. How long did it take for you to obtain this information and feel really clear and confident  
    about the answers? (hours, days, months)
a. Did you find the information you were given was correct? 
8. Do you plan to continue to work as a domestic worker or do you have other plans for the 
    future? If so, what are they?
9. What advice would you give to someone who just moved to Singapore/Hong Kong?

Information about Services for Domestic Workers

10. What kind of information is important for migrant domestic workers to know about? 
      (If they mention domestic workers organizations, classes, workshops, trainings, enquire 
      more about it.)
11. Do you think accessing this type of information is easy, stressful, frustrating? If so why?

Connecting with other Domestic Workers

12. When was the last time you contacted/ met with another migrant domestic worker(s)?  
      How did you get in contact with them? Are there any challenges for staying in touch?
13. When was the last time you asked another domestic worker for advice? If you are 
      comfortable sharing, what was it about?
14. When you are feeling stressed who do you contact and how do you contact them?
15. Did you ever need urgent help in the country you work in? If so who did you contact 
      and how?
16. Do you use any mobile apps specifically designed for domestic workers? If so, which 
      ones? What do you think of the app?
17. What kind of app do you think would be the most helpful for migrant domestic workers 
      in Singapore/Hong Kong?

Domestic Worker (DW) App - Interview Guide
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2. Contextual Inquiry - ThinkAloud Exercise (Verbalising what they are thinking while 
    they are completing a task they tend to perform regularly)

Depending on their responses above one of two ThinkAloud exercises can be chosen:

Information for Domestic Workers How do you use your phones

Please imagine that you are at work. It is 
9.00am. You realize that you need urgent 
information about your employment 
status.  Please tell us how what you do, 
in which order you do it and what is 
going through your mind while you are 
finding the information.

It’s a typical morning, and as you wake 
up you reach for your phone. Please let 
us know what you do with your phone. 
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ANNEX IV

Monday, 25 July – ORIENTATION WITH IBM ONLY 

IOM X Domestic Worker Mobile Application Design Workshop Agenda

25-29 July & 31 July 2016
IOM X Office – 2nd floor, Ascott, 7 South Sathorn Road (BTS Chong Nonsi)

09:45-11:00 Morning at IBM Thailand office

11:00-12:00 Travel to IOM X

12:00-12:30 Welcome, introductions and logistics

12:30-14:00 GROUP LUNCH

14:00-15:00 About IOM X

15:00-15:45 Domestic workers in Asia Pacific - why focus on this sector?

15:45-16:30 Overview of sprint workshop and project schedule

16:30-17:00 Wrap-up and review affinity analysis

Tuesday, 26 July – Day 1 Design Sprint

10:00-10:15 Welcome, introductions and an overview of the workshop

10:15-11:30 Set goals and identify possible barriers to success

11:30-13:00 Map the connections between goals and stakeholders

13:00-14:00 GROUP LUNCH

14:00-16:00 Hear from experts and researchers

16:00-16:30 Revisit the map to identify priority focus

Wednesday, 27 July – Day 2 Design Sprint

10:00-12:30 Review existing relevant mobile applications

12:30-13:00 Revisit the map from Day 1 to decide who will work on 
different sections

13:00-14:00 LUNCH

14:00-16:30 Introduction to the 4-Step Process to sketch/design the 
functionality of the application
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Thursday, 28 July – Day 3 Design Sprint

10:00-11:30 Review the functionalities created during Day 2 to identify 
strongest solutions

11:30-13:00 Focus the functionalities of the application to those that 
make sense in one prototype

13:00-14:00 LUNCH

14:00-16:30 Create storyboards to design the prototype

Friday, 29 July – Day 4 Design Sprint

10:00-13:00 Design the prototype using PowerPoint or Apple KeyNote

13:00-14:00 LUNCH

14:00-15:00 Review the prototype design to ensure coherence

15:00-16:00 Carry out a trial run of the prototype

Sunday, 31 July – Day 5 Design Sprint

10:00-13:00 Interviews with domestic workers in Bangkok

13:00-14:00 LUNCH

14:00-16:00 View videos of user interviews in Indonesia

16:00-17:30 Discussion of next steps based on interviews
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ANNEX V

Lightning Demo Apps

Name Type Link Reasons for 
demeo

Users

Kricket

Ankommen

ICOON for 
refugees

Red Cross 
Refugee 
Buddy

Refugee assistance 
(Aid mapping)

Refugee arrival 
guide (Germany)

Helps refugees to 
communicate with 
the people helping 
them through a 
non-verbal, 
universal language 
guide with 1,200 
symbols and 
photos overcomes 
language barriers.

Provides up to 
date and relevant 
information to 
refugees and 
asylum seekers in 
The Netherlands 
and Canada. ‘A 
must have’ when 
you just arrived in 
one of these 
countries.

https://play.goo-
gle.com/-
store/apps/de-
tails?id=eu.am-
ber-
press.icoon.refuge
es

https://play.goo-
gle.com/-
store/apps/de-
tails?id=com.afro
gleap.refugeebud
dy

Interesting
concept - Nonverbal 
language support 
could aide 
communication in 
household?

https://www.an-
kommenapp.de/ 

Arrival guide 
for newcomers

https://ww-
w.kricket.co/

Beneficiary 
community and 
orgs provide 
information that 
helps their peers 
through tags

100

100 000

1000

1000

Refugee 
Phrasebook 
interactive

Provide useful 
language phrases 
to help with daily 
needs.

https://play.goo-
gle.com/-
store/apps/de-
tails?id=org.phras
e.book

1000
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Refugee 
Buddy

Indonesian 
Domestic 
Workers

Fair Hong 
Kong 

Helps people to 
stay visible for 
their family 
members and 
friends, as well 
as be informed 
about ongoings 
in the middle 
east and Europe.

Provides informa-
tion and tips for 
Indonesian 
Domestic Workers.
All content is in 
Bahasa Indonesia 
and aimed for 
Domestic Workers 
and their Employers. 
(ILO initiative)

An information 
resource for both 
domestic workers 
and their employers 
in Hong Kong. 
Developed in 
collaboration with 
a range of stake-
holders working 
with domestic 
workers and their 
employers.

https://play.goo-
gle.com/-
store/apps/de-
tails?id=io.ap-
pery.proj-
ect181765&hl=en

https://play.goo-
gle.com/-
store/apps/de-
tails?id=com.vo
mtom.ref-
ugeebuddy

100

100

https://play.goo-
gle.com/-
store/apps/de-
tails?id=com.-
fairagency.mobile

500Contains info for 
both employers 
and domestic 
workers

Reasons for 
demeo

Users

Migración y 
trabajo 
doméstico

App on getting 
domestic workers 
ready for migration 
by giving them tips 
and tools.

https://play.goo-
gle.com/-
store/apps/de-
tails?id=com.pas-
aporte.informativo

Information for 
domestic 
worker and 
legislation

Name Type Link
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Hollaback!

The STOP 
APP - End 
Trafficking

Anti 
Trafficking 
App

Aims to end street 
harassment 
around the world. 
It does this through 
sharing stories and 
locations where 
the harassment 
happened.

Report Human 
Trafficking by 
uploading images 
and videos of 
situations you 
want to report.

The Anti Trafficking 
App allows you to 
report any incident 
of trafficking or 
slavery you may 
suspect in your 
town or city.

https://play.goo-
gle.com/-
store/apps/de-
tails?id=com.five-
stones.-
fivestones&hl=en

https://play.goo-
gle.com/-
store/apps/de-
tails?id=org.ihol-
la-
back.android&hl=
en

5000

100

https://play.goo-
gle.com/-
store/apps/de-
tails?id=com.Just-
EnoughUK&hl=en

100Reporting 
mechanism

Video and image 
uploading

Self reporting 
facility based on 
I witnessed / I 
experienced

Traffick Stop Obtain all the 
phone numbers 
and websites of 
organizations 
against human 
trafficking. Take 
quizzes to boost 
your knowledge of 
trafficking and the 
potential risk factors.

https://play.goo-
gle.com/-
store/apps/de-
tails?id=com.app.
ap-
pb9b731665694&
hl=en

Register of 
phone numbers

Reasons for 
demeo

Users

Migración y 
trabajo 
doméstico

App on getting 
domestic workers 
ready for migration 
by giving them 
tips and tools.

https://play.goo-
gle.com/-
store/apps/de-
tails?id=com.pas-
aporte.informativo

Information for 
domestic 
worker and 
legislation

Name Type Link
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Givvr

Ushahidi

Dwolla

Givvr allows you to 
donate by watching 
corporate Ads.

Allows Kenyans to 
track post-election 
violence.

Allows people to 
send money 
digitally.

https://www.usha-
hidi.com/features

https://vim-
eo.com/116626312

10 000

https://ww-
w.dwolla.com/

Secure digital 
payment solution

Innovative 
approach and 
win/win partner-
ships

Name Type Link Reasons for 
demeo

Users
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