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Problem Statement

Seniors who have the Senior ID access card do not utilize the services
available to them as much as the Prince George's County Parks and
Recreation Department would prefer.

This problem has been made worse by the necessary safety
precautions that have been implemented during the pandemic and the
movement to primarily online platforms that will likely continue even
after the pandemic is over.



Research Goals

0

To examine how online procedures affected the seniors’ experiences with
the access card and event signup processes, as well as event engagement

To determine seniors’ needs during the pandemic and beyond, seeing as

many programs are planning to continue incorporating online activities
moving forward (i.e., the “new normal”)

To align these needs with the senior center’s planned programs



Main Findings

0

Seniors want to have access to a wide variety of classes that are offered at times
that work with their schedules (evenings, weekends)

They want live instruction from teachers that care about their subject matter
Signup process involves too many steps and is not automated enough

Information about event schedule is hard to locate, outdated, and inaccurate in many
email communications

Seniors really enjoy events where they can socialize with their friends, such as Club
300 (walking club) and line dancing

They generally expressed satisfaction with the types of classes that were offered



Demographic Information

User Number Age Gender Location Cardholder
U1 81 F District Heights Yes
U2 67 F College Park Yes
U3 70 M Upper Marlboro Yes
U4 69 F Lanham Yes




Data Collection (Contextual Interviews)

o UT, U2, and U3 were interviewed over the phone, and U4 was interviewed
using Zoom

o Interviews were approximately 30-60 minutes and were conducted from
November 10-13

o Our goal was to discover insights about our users’ lived experiences with
the center and understand the context that surrounds their interactions
with it on a day-to-day basis

o To do this, we primarily inquired about their experiences with the access
card and event signup processes, online and in-person events, and the
center’s outreach and communication policies

D)



Data Collection (Interpretation Sessions)

o We spent 1-1.5 hours after each interview discussing the information we collected
and organizing our findings into notes

o We placed our affinity notes (key findings) on the left side and insights that we
discovered on the right side

7 Interview Affinity Notes Model Notes & Insights

o Signed up for the senior center because she wanted to
u11 have access to the resources there.

9 u1-2 She signed up for the access card online.

! : . Relationship (I talk about upcoming events with my friends)

0

1 U1-3 Liked to talk to her friends about upcoming events. Identity (I always think about my friends)

1 u1-4 Have to sign up for every single event.

12 uU1-5 Before COVID, she usually signed up for events in person.

13 uU1-6 She is able to independently sign up for events but it is difficult. Signup process is complicated.

14 She helped her friends sign up for the events because the signup Relationship (I help my friends with the signup process)
u1-7 system was difficult for them to use. Identity (I always think about my friends)

5 She used to attend events frequently but stopped recently because of
u1-8 her back pain. Physical condition kept her from attending events.

7 Frustrated when the time of the class was changed by the instructor ;;:)a:r:::::%wrxlj:isct;grﬁ: ::S;J:Ie afiectsimy/experience);~ Consistency/ievents;
u1-9 anciinstruction timeswers’cut stiort Identity (I value my time) - Time management component might be missing.

- She hasn't been checking schedule since pandemic because she
u1-10 didn't receive any hard copies of schedules. Identity (I'm a traditionalist)

T She likes the hard copy of newsletter she used to receive,
u1-11 because it was easy to look up information in the senior section. Identity (I'm a traditionalist)

‘D -+ She had a hard time finding an email about an event that her friend Relationship (My friends tells me event that they're interested in)
U112 sent her. Identity (I'm a traditionalist)
+ = Interview 1 ~ Interview 2 ~ Interview 3 ~ Interview 4 ~



Data Analysis

e Affinity Diagram
o Consolidates and organizes all the affinity notes by common
issues and themes
e Experience Models
o ldentity Model
m Captures the core values and self expressions relevant to
typical users of the senior center
o Relationship Model
m Displays the important relationships in seniors’ lives and
how these relationships influence their decisions on signing

o up for the Senior ID access card and particular events



Affinity Diagram
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Affinity Diagram (Key Findings)

o  Seniors would respond well to gamification
m Goal-based events with incentives such as different prizes upon completion were
very appealing to participants

o Some found the online signup processes and marketing to be decently manageable
while others preferred to completely avoid the online experience entirely

o Interviewees desired to learn technical skills so that they could be open to more
opportunities within their communities

o Users felt more inclined to attend activities with simplified class structures that were
customized to their age group, accommodations for various time schedules and
locations, and allowances for independency or socialization within their peer group

o Participants really gravitated towards events that implemented safe practices and
guidelines while still allowing them to engage with others



Experience Models
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1CARE ABOUT

| care about the health of myself and
others and avoid taking unnecessary
risks.

I care about having social interactions

I really care about my friends' throughout the day.

wellbeing. Glve me:

A - Strict safety guidelines
for events and proper
enforcement of those guidelines
- Accessible and diverse online
events

Give me:

- Classes that require teamwork
and collaboration

- In-person classes that allow me
to socialize with my friends

Give me:
- Ways to make sure my friends
are staying active
- Methods to help my friends
sign up for access cards and events




Give me:

- New and exciting road trips

- Unique day trips where | can
see and do things that | have
never done before

Give me:

- Insightful and
thought-provoking
classes or seminars

- Classes where | can learn
new things or gain skills
that | do not already have

Give me:

- Fun and motivating
ways to stay active

- Classes that are relevant
and challenging for the
senior population




1 am someone who prefers
not to use technology.

Give me:

- Paper copies of class
schedules and newsletters

- In-person signup opportunities

1am someone who loves using
technology.

Give me:

- Updated email communications

- Website with more extensive
information about event
schedules and signup processes

Give me:

- Classes that | can attend at
night and on the weekends

- Asynchronous classes that |
can attend on my own time

I am someone who has a
very busy work schedule.




Identity Model (Key Findings)

o Seniors care a lot about the mental and physical health of themselves and
their friends

o Event engagement is an awesome way to stay active through learning new
skills and travel/exploration

o Many seniors have a strong desire to expand their horizons through more
diverse classes and traveling

o The center should adopt solutions to cater to seniors that prefer technology
and those that prefer more traditional methods of communication and
engagement

o Some seniors still have jobs and need classes that fit their work schedules

©



Relationship
Model

Inner Circle
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High ME

Influence

Inner Circle

| like to communicate with my
classmates and club friends while
participating in senior center events.
We have similar interests and like to

Club Friends & Classmates Close Friends: , encourage each other to pursue
We share similar interests, so we We share news of interesting events N ]
with each other and attend those scheduled activities. My close friends

often see each other in the same
classes or programs

| enjoy exercising and taking classes
with other seniors. A lot of my club
friends like the walking program (Club
300), so we usually see each other at
those events. We only speak during
our scheduled meeting times, but
when we do, it's always a blast!

events together. and | communicate outside of events

| like exercising and taking classes - -
with my friends. We always talk and will often plan to attend certain

about the upcoming events and plan events together.
to go together. | have helped some
of my friends sign up for events

because the online signup process
was too difficult for them.

Inner Circle

0




Medium
Influence

Other Social Groups & Communities
We compare their services with Prince
George's County's services

When my other community groups
(AARP, senior centers in other counties,
etc.) offer similar classes and events, |
choose to attend the classes that are
closest to me, have the best instruction,
work with my schedule, and are easy to
sign up for.

Class Instructors

We get to know them during our classes
My instructors inform me about any
changes that have been made to the class
schedule. The instructor's attitude shapes
my experiences at the center and affects
my decisions about which classes | will
take. | really appreciate if an instructor
values my time and keeps the class
schedule consistent.

Senior Center Staff

We talk to them about senior services and ask for
technical help

| call people who work at the senior center when | have
problems signing up, and they are always friendly and
willing to help. Sometimes | give them feedback on the
services they provide, and | appreciate when they listen
to my requests.

Support Groups

Support Groups

The senior center staff and class instructors
offer me assistance when I'm signing up for
events. They also provide me with
recommendations if I'm not sure which
classes | should attend. | regularly
participate in my favorite instructor's class.
The more | like a particular instructor, the
more often | will attend their classes. | also
attend some events at other senior centers
if | like how their classes are structured and
the times and locations are convenient for
me.




Low
Influence

Grandchildren
We take technology classes to learn how to
better communicate with them

| want to talk to my grandchildren, but we
don't get to see each other in person that
often. In order to make our communication
easier, | take technology classes at the center
to learn how to text them and view their
posts on social media.

Coworkers & Employees
We see each other at work and
sometimes talk about our social
lives

My coworkers and/or employees
have been going to the senior
center, so they invited me to sign
up as well.

Children
We ask them questions when we have problems using
technology

I ask my children for help when | have problems with the
event signup process or other technology-related questions,
but sometimes they are not available. If they are unavailable,
sometimes | am unable to sign up for events that | want to
attend.

Families & Coworkers

Families & Coworkers

| take technology classes to help me
communicate with my grandchildren. |
typically ask my children if | have any
technology-related questions. If they
are unavailable, it can be hard for me to
perform certain activities, such as
signing up for events and participating
in online classes. Furthermore, listening
to my coworkers talk about the classes
that they enjoy has encouraged me to
participate in events as well.




Relationship Model (Key Findings)

o Seniors are highly influenced by their close friends and club friends when
deciding when and how to engage with events

o Class instructors and staff members have slightly less influence, but they are

still very important in that they help seniors navigate parks and recreation
services and affect their enjoyment of classes and programs

o Children and grandchildren do help with their technology questions, but they
have less influence on their decisions to attend events at the center



Ideation



Ideation

o  Wall Walk
m We brainstormed ideas individually based on the results of our models
m We placed each idea on a sticky note next to the portion of the models that
inspired that idea
m We created a list of issues based on the Affinity Diagram
m We created a list of hot (design) ideas based on our sticky notes
o Visioning
m We consolidated several hot ideas and created detailed sketches that
portrayed stories/scenarios of what those ideas would look like if
implemented in a senior’s life

0
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Conceptual Designs



Product Design 1: Video Tutorials

Plans to sign up
for an event online
for the first time

The tutorial video is the
first thing that pops up
when the user logs in to
the main webpage.
They would have to
click on the cross sign
to skip the video.

The user receives a
welcome email
containing all the
tutorial links.

X

Welcome to Prince George's Parks
& Recs! Please watch the tutorial
video below. The event sign-up
process will be a breeze!

M

Welcome! Please
check out the
tutorial via the

following links:
www.parksandrecs.
outube.com

O



Overview of the
Interface

V Search for a
particular
event
How to sign-up

Search For A Particular Event

“«<« » »

0



2331

Checkout

Fitness

Yoga in
the Parks @

0O

This class has already reached
full capacity. Please sign up for

another time slot.

Category

ftem 2

$42 por itam @

° o Q

This class has a time conflict
0 with another item in the cart.
Please remove the other item.

Total: $0.00 @




Product Design 2: The QR Code System

PRINCE GEORGE'S P&R '
SENIOR SERVICES HOW TO USE:

JOHN HANCOCK
DOB: **/k*[xkkk

4




4 Invite friends to
events through phone

D)

3 Add notification

no sign in required
" mowog

.
*SWIPES TO ENTER EVENT*

\

Users scan the QR code on the card
without requiring sign in process A
o= ammm == A=
OO E W OEmEEmmm _ Users attend -
+ 2 Sel desired event 4
elect an event s
- L 4
Prize L4
L4
L4

more
< l . participation

l-----L----l
] 1 (]
- L] -
¢ more prizes
Mopgm 1 =
8" .-

+

Participation tracker shows
progress toward rewards

U
|
%@Z

Users can also allow friends to scan qr codes for individual
events to share for easy sign up process




Product Design 3: Senior Activity App

- A mobile app for Prince George’s County Department of Parks and Recreation, Senior Services

Two Sign-up

Options

* Sign in with
username and
Password

e Scan senior
access ID card

0

App Name

Username

Password

°)

Forgot password

Or

{ Scan Senior Access Card J

|I
B
©

Activity
Schedule

e See upcoming
Activities

* See registered
Activities

¢ Save favorite
activities

* Share event with
friends easily and
quickly

Activities A
[Q Search event name or keywords ]
Upcoming Registered Favorite
~
Painting and Sip: Seniors Q

Dates: Tue, Dec 8,2020 2:30 - 5:30pm
Location: Online

Ages: 60-150

Cost: $10.00

Line Dance: Seniors, Beginner Q)

Dates: Tue, Dec 8,2020 2:30 - 5:30pm
Location: Online

Ages: 60-150
Cost: $10.00
[ Chairs Exercise Q 1
% $ o
Activities Rewards Payment Settings

Activity
Details

* See detailed
information about
the activity

* Sign up for the
event on the app

e Save favorite
activities

* See people who
already signed up
for this activity

< Paint and Sip A

Image(s)

Description
Lorem ipsum dolor sit amet, consectetur
adipiscing elit. Quisque id ex et ante
non a odio. Class patent taciti sociosqu
ad litora torquent per conubia.
Activity #: 31536-139A
Date & Time: Tue, Dec 8, 2020 2:30 - 5:30pm
Location: Online (event link will be provided
after registration)
Ages: 60-150
Cost: $10.00
Read more v

Other Participants (15)

David B. Jean C. Mike E. Emma A.
&% $ @
Activities Rewards Payment Settings




)

Notifications

* Check out an events shared by a friend

* Receive reminders of upcoming
events

* See suggestions on events that you
might be interested in

Notifications

David B. shared an event with
you View

Line Dance: Seniors, Beginner

is happening in 2 hours! plew

' ' »

180

Suggested event: Fitness in the
Park: Power Walking View

h ago

] $ oy

Activities Rewards Payment Settings

Feedback
* Get quick feedback on each event

* Users can give feedback in
different ways

Feedback Aa

Thanks for your participation! ©

Please rate your overall satisfaction
with this event

e e e ok

Comments

Or call (xxx) xxx - xxxx to provide your
feedback

] $ iy

Activities Rewards Payment Settings

The Rewards System

* See current points and level

* See how many points user
still needs in order to go to
the next level

* View rewards

How to get points?

* Participate in events
& classes

 Refer a friend

* Share an event

* Provide feedback

* \olunteer to help with
a class or program at
the senior center

Rewards A

30

Points

20 points to next level

Levels
Silver ‘ Gold ‘ Platinum
0 50 150 300 500
Rewards See rewards guide
Bronze
Free masks A ticket
(3) ($15 max)

20 points 50 points
Silver

A water

bottle $35 Coupon A T-shirt
60 points 100 points 150 points

&8 $ &

Activities Rewards Payment Settings




Further Suggestions

o Create buddy system that pairs seniors that are experienced with using
technology with seniors that need help improving their skills

o More classes need to be offered on the weekends and in the evenings

o Live stream in-person events for those who can't attend due to the pandemic but
still want to participate

o Record classes and allow people who can't attend to view later

o Deliver Covid care kits/packages

o Conduct health screenings and enforce more strict mask rules

0



Thank you for watching! ;ﬁ/ ﬁ{/{




