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Acknowledgement of country

The Heart Foundation acknowledges the 
Traditional Owners and custodians of 
Country throughout Australia and their 
continuing connection to land, waters 
and community.

We pay our respects to them and their 
cultures, and Elders, past, present 
and emerging.
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Introduction

• Benefits of walking

• Walking groups established: 
1995

• Personal Walking Plans: 2021

Introduction



• Free 6-week walking plan

• 5 tailored walking plans

• Dashboard, emails, 11 
SMS messages

• SMS = most loved feature 
(86%)

• Barrier: resource intensive

Weekly 
SMS

Weekly 
emails

Weekly 
blogs

Digital 
plans

Video 
instruction

Weekly 
planners

Personal Walking Plans

Project and 
Monitoring Context



New SMS reply process

Automated text from 
PWP journey

Walker reply

AI ASSISTANT 
SUGGESTED REPLY

• Enhanced the process and 
integrated generative AI, 
conversational AI with a human 
touch.

• AI bot

• This allows us the retain the 
personalised human connection 
at scale.

It sounds like you're discovering 
beautiful moments of peace on 
your walks, Ange. 

Focusing on nature is a wonderful 
way to be present and reduce 
stress. 

Keep enjoying those details and 
the safety of your surroundings. 
You're doing fantastically. 

Awe, your message has touched my 

heart and bought tears to my eyes. 

Thanks for the encouragement Amy 

xx

Amy - Heart  Foundation

Amy

Ange

Amy - Heart  Foundation

I walked today and yesterday 
and tried to leave my everyday 
thoughts... Behind. I try to be in 
the moment, look at the trees, 
at the details of the tree, all the 
leaves. We are safe in Australia. 
Thanks Amy. Angie 

 

Today, plan to walk & leave all 
your distractions behind. Just 
you and your thoughts - taking 

positive steps towards your 
goal. 

Amy

Ange

Walker reply



Key findings 

✓ Engagement doubled

✓ Survey completion ↑ 15x

✓ Continuous feedback loops

Allows us to further scale the 
program with wider reach

Results
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Scaling & Evaluation Benefits



Key findings 

• Human review of all AI 
responses

• No medical advice
• Anonymous engagement 

encouraged openness

Results
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Ethics & Safeguards



Surprise findings and benefits
• Personalised replies deepened trust

• Stronger behavioural accountability

Thank you! I told myself I didn't have time today but your 
message made me put on my shoes and out I go 

Lynette

It is so very validating to feel heard, thank you, Wang 

Wang

Image by rawpixel.com on Freepik

These personalised texts are gold. It's a small thing, but the 
slightest encouragement really motivates pretty isolated 
people like myself

And once again your support and concern via text messages 
was sooooo very welcome and helpful. Even when I didn't do 
as much as I should have, never once did I sense 
condemnation or criticism. Your texts were a definite positive 
for me!

Millie

Kerry



Internal Evaluation

• 90% faster responses

• 95% staff approval

• Staff morale ↑

• More insights for program 
improvement

Heart Foundation Walking



Future directions

• Reaching disadvantaged 
groups

• Building ongoing feedback 
loops

• Strengthening 
accountability



Closure

• AI improved data & response 
rates

• Built real-time adaptive 
evaluation

• Deepened listening at scale



walking.heartfoundation.org.au

walking@heartfoundation.org.au

Sunet.Jordaan@heartfoundation.org.au

Contact Details

Heart Foundation Walking

mailto:walking@heartfoundation.org.au
mailto:walking@heartfoundation.org.au
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