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 CLIENT DESCRIPTION 

The Prince George’s County Department Parks and Recreation comprises eight senior centers 

and over 40 public facilities, including fitness rooms, swimming pools, game rooms, and more. 

Their M-NCPPC Senior ID program provides seniors—identified as 60 or older—with free access 

to all community and senior centers, as well as a weekly newsletter detailing upcoming programs 

and events offered by the Department of Parks and Recreation. Although there are between 

100,000 and 125,000 eligible residents in Prince George’s County, only 15,000 to 17,000 are 

Senior ID card holders. 

The M-NCPPC Senior ID serves as a swipe access card that tracks traffic in and out of buildings 

by time of day. However, the Senior ID card is not needed to gain access to the building or events. 

To obtain a M-NCPPC Senior ID, a person must be at least 60 years old and a resident of Prince 

George’s County or Montgomery County. Normally, they would visit one of the community 

centers with proof of age and residency to sign up for the program. 

Eligible participants can also apply online by scanning their documents but are defaulted to non-

resident status until they visit a community center with proof of residency. Applications for a M-

NCPPC Senior ID are now entirely online as a result of the closure of facilities due to COVID-

19. A member of the Department of Parks and Recreation reviews the scanned application 

documents to approve resident status. 

 

STUDY FOCUS 

The Department of Parks and Recreation is seeking to increase both the number of sign-ups and 

participation of seniors in the M-NCPPC Senior ID program. This project supports the 

Department’s mission of assisting the physical, mental and social needs of Prince George’s 

County’s diverse and aging population through the Senior ID card. 

The shift to an online environment has created some barriers for seniors to enroll and stay 

engaged with the activities and events offered through the M-NCPPC Senior ID program. For 

instance, seniors in Prince George’s County have different levels of access to and expertise with 

the technology required to participate in remote activities and events. 
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The Department of Parks and Recreation is also aiming to mitigate social isolation during these 

difficult times. Although Department staff periodically perform wellness check-ins with seniors, 

the number of activities and events has significantly reduced. In-person activities like walking 

groups, also have limited space due to social distancing measures or have been cancelled 

altogether. Nonetheless, some of the seniors interviewed expressed an interest in staying active 

by walking or participating in the Club 300 Walk Across America program offered by the 

Department. 

Therefore, the Department of Parks and Recreation is looking for ways to keep seniors engaged 

by facilitating online sign-up for the Senior ID program and to hear from users about their needs 

and desires for the program. 

The goal of this research is to understand how the Department can increase the number of 

Senior ID users by providing activities and services that meet the diverse needs of the Prince 

George’s County senior population. This research will identify barriers that prevent residents 

from signing up for a Senior ID and what opportunities exist to increase sign-ups. It will also 

highlight effective communication strategies to recruit new members and retain and increase 

participation in the Senior ID program. Finally, this research will explore how the Department can 

promote member socialization and connectivity in an online environment. 

 

RESEARCH QUESTIONS 

1. How can the Department of Parks and Recreation increase senior participation in the 

Senior ID program? 

2. Why don’t infrequent members use the Senior ID program more regularly? 

 
3. What is the registration process for the Senior ID program? How has this process been 

impacted by the pandemic? 

4. How can the Department increase use of the Senior ID cards for remote activities and 

programs (not just as a swipe card for building access)? 

5. What are the barriers to new enrollments in the Senior ID program? 

 
6. What is holding current users back from participating in remote activities and 

programs? 

7. How do users learn about the Senior ID program? 

 
8. How do users receive information about activities offered through the Senior ID program? 
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9. Does a user’s knowledge of technology impact their use of the Senior ID program? 

 
10. What are the effects of COVID-19 on users’ interaction and perception of the senior 

services? 

11. Is there a desire to feel more connected to others in the Senior ID program? How (or 

through what activities) would they like to socialize with others in the program? 

 

STUDY DESIGN 
 
Research Method 

The overall research process was driven by interviews as a means to collect rich user data that 

could then be used to identify opportunities and inform our models and designs. We began by 

interviewing Lynn Butler, a member of the Prince George’s County Department of Parks and 

Recreation. Lynn’s interview consisted of the INST710 class asking questions about 

Department goals, details about the Senior ID program including the registration process, 

member demographics, the facilities, activities offered, etc. Based on Lynn’s knowledge, we 

were able to develop project goals and an overall research plan. 

We then focused on the user interviews. Originally, we had planned to use the contextual 

design approach—interviews and observations of seniors while they use the Department’s 

facilities and website. However, due to social distancing, we used interviews as our sole means 

of gathering user data. We developed interview questions that focused on participants’ 

knowledge about the Senior ID and their interactions with the Department of Parks and 

Recreation, activities they participate in, how they receive information about the Senior ID 

program, and their interest in virtual activities, among other things.  

We decided to focus on non-Senior ID cardholders because we saw this as an opportunity to 

gain a deep understanding of why members of this group have not signed up for the program, 

which aligned with one of our primary research objectives. As the only group to interview non-

Senior ID cardholders, we believed that we would be able to offer unique insights to help the 

Department of Parks and Recreation enhance their services and marketing directed at this target 

population. From the interviews, we discovered that two of the five participants already have the 

Senior ID but are not active users. Therefore, we categorized our participants as infrequent or 

non-Senior ID holders. 

The interviews allowed us to collect rich data that uncovered seniors’ attitudes, behaviors, needs, 

and frustrations about the Department of Parks and Recreation’s services and their 

extracurricular activities in general. 



6 

 

 

 

Participants 

Participants for this project were recruited by the Department of Parks and Recreation. The 

Department then passed along their contact information to the INST710 peer mentor for group 

distribution. Our team focused on seniors who were not enrolled in the Senior ID program, as 

well as seniors who were registered with the program but interacted infrequently with the 

services. 

We interviewed five seniors between November 2 and 13. Our participants were three eligible 

Senior ID cardholders and two infrequent Senior ID cardholders between the ages of 60 and 

91. Two of the participants are male and three are female. All participants reside in Prince 

George’s County. Two of our participants described feeling comfortable using technology, 

while three participants expressed difficulties using technology and video conferencing tools 

like Zoom. 

Our participants had varying levels of involvement with the Senior Services department. Three of 

the seniors who we interviewed were members of Club 300, while another was a member of the 

Senior Green Team. One senior volunteered with the Department of Parks and Recreation. Many 

participants had visited at least one of the Parks and Recreation facilities. 

 
Interview Structure 

For our data collection method, we interviewed five seniors, three over the phone and two 

through video conferencing software. Three were non-Senior ID cardholders and two were 

infrequent Senior ID cardholders. During each interview, we had one team member speaking 

with the seniors and asking questions while another team member took notes recording 

important information. These interviews lasted between 30 minutes to an hour and were 

completed over 12 days. 

 

ANALYSIS 

Our research team conducted four interpretation sessions to analyze the five interviews and to 

document the insights related to our study focus. 

During an interpretation session, an interviewer (with assistance from the person who took notes 

during the interview) told the rest of the research team in a narrative format what they learned 

from the interviewee. As the interviewer told the story of the interview, team members would ask 

questions to get more detail or clarify misunderstandings. 

We conducted four interpretation sessions as we conducted the interviews to document the 

insights we found while the memory of the interview was fresh, which 
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allowed more information to be shared with the rest of the research team during the 

interpretation sessions. We conducted one interpretation session after our first interview, one 

after our second and third interviews, and one session after each of our fourth and fifth 

interviews. 

During each session, one team member took notes, which were then used to create the affinity 

diagram described in the next section of the report. We also used the interpretation session 

notes to build the other experience models described below. 

 

EXPERIENCE MODELS 
 
Affinity Diagram 

After our interviews and interpretation sessions, the research team used the interview notes to 

create an affinity diagram. An affinity diagram is a model that groups insights from interviews to 

find common themes, stories, and problems for users. We continued to group our notes until we 

created a hierarchical diagram that at the highest levels told a narrative of the seniors’ 

experiences with the Department of Parks and Recreation. The following two paragraphs 

describe some of the most interesting insights revealed by the affinity diagram. 

One of the strongest insights was how important being active is to seniors. Almost every senior 

interviewed specifically mentioned wanting to do activities that let them be active. The research 

team got the sense that being active is a part of their identity, a core sense of themselves. Being 

inactive or “stagnant,” as one interviewee described it, is to be avoided. 

Another interesting insight was that many seniors have a strong desire to participate in activities 

that let them learn new things. While no one topic or type of activity was more popular than 

another, seniors wanted to continue to learn through activity. This was another area that seemed 

to be part of their identity. They may no longer be working, but they want to continue learning 

about things that interest them. 

Our participants generally are experienced in using computer technologies, but a lot of them are 

not interested in attending virtual activities. They don’t want to spend time in front of the 

computer, because some of them had been doing that a lot before retirement. Some 

participants indicated that virtual activities are not the same as in-person ones. They don’t 

consider them as “real” socializing, which doesn’t help with the participants’ lack of interaction. 

Another insight was that the seniors we interviewed are confused whether they had a Senior ID 

or are unaware of the card’s benefits. As all of the interviewees  
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participated in at least one Senior Services program like Club 300, it was surprising that these 

seniors knew so little about the Senior ID. It appears there is an opportunity to promote and 

provide clearer messaging about the Senior ID within these programs. 

In addition to the activities, we received a large amount of feedback about the County’s website. 

Seniors have trouble finding information and get lost when trying to do a task such as sign up for 

activities. Some mentioned that the website’s information is very outdated, especially regarding 

time changes due to COVID-19. 

 
Identity Model 

We built the identity model to communicate the core attitudes, motives and emotions our 

participants expressed during the interview process. After creating the affinity diagram, we 

observed patterns in the data across several users related to preferences and characteristics 

central to their identity. 

 
As such, we chose the following three categories to represent in our model: “I am,” “I like,” and “I 

do.” Each identity element consisted of a brief description, a user quote, and “give me” 

statements that represented user needs and design opportunities. More specifically, the “give 

me” statements offered insights into how each identity might engage with the Senior ID 

program. 

 
The “I am” section explained the type of people we interviewed—that is, how our participants 

saw themselves not only in the context of performing activities, but also in a general sense. We 

found that many are eager learners. They are passionate about staying active and building new 

skills. From attending a film course at the public library to exploring a new hiking trail, these 

seniors were excited to find new challenges. In the context of this project, this senior would want 

to learn about the diverse activity opportunities with the Senior ID program. 

 
We also discovered that a few of our participants are proud analogs. They have been doing 

things a certain way for a long time and are not prepared to make changes. These seniors are not 

comfortable with technology and believe virtual activities take away from real social interaction. 

They don’t see the point of going virtual when they are perfectly content not spending time 

online. They would prefer to enjoy their retirement in other ways. This senior would appreciate 

safe and socially distanced in-person activities and perhaps even support using new technology. 

 
The final group of seniors in the “I am” section represented those who felt most confident when 

they were in the know about things and felt independent when they successfully and swiftly 

found information online. When these seniors were unable to confirm their Senior ID status or 
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find information on the Parks and Recreation website about signing up for the program, they felt 

confused and in the dark. The Senior ID program could easily reach this senior through email 

communication and updated website information. 

 
The “I like” section described how our participants prefer to approach life. The outdoor senior 

captured data from all of our participants. This group of seniors likes doing things outside, from 

taking walks to helping neighbors mow the lawn. The outdoor senior is closely related to the 

eager learner, both of whom pride themselves in staying active. The Senior ID program could 

offer this senior fun, outdoor activities and help them find new trails and historical sites to 

explore, especially during the pandemic. 

 
Many of our participants spoke about how connected they are to their families. This led to the “I 

like family time” senior who, as the name suggests, loves doing things with their partners, 

children, or grandchildren. They value the time they spend with their families and would often 

join them in activities, like river clean ups or exercise classes. The Senior ID program could reach 

this senior by offering couples events and family-oriented activities. 

 
The last “I like” group exemplified seniors who crave social interaction. They are active within 

their inner circles and enjoy spending time with their friends, from going bowling to grabbing 

dinner. Conversations with their friends often led to new discoveries, like upcoming events in the 

area. They rely on a strong support network, especially during the pandemic. The Senior ID 

program could offer this senior a support group to talk with others in similar situations and other 

mental health resources. 

 
The “I do” category referred to how seniors go about doing things in their daily lives. Our data 

suggested two groups: seniors who perform activities in the morning and those who execute web 

searches frequently. Our participants had specific requirements for when they do an activity and 

the amount of control they have over scheduling. These seniors did activities in the morning 

because that is when they felt most mentally engaged. They had other commitments in the 

afternoon, like church group or grocery shopping, and liked to keep to a schedule. This senior 

would appreciate flexibility in the Senior ID programing schedule to allow them to participate in 

morning activities and reminders to keep track. 

 
Finally, our participants are particular about how they search for information online. They can 

immediately tell whether websites are user-friendly and easy to navigate. They identified sites 

like Amazon as being intuitive and simple to use, while sites like the Department of Parks and 

Recreation’s obscure important information. This senior would benefit from a website redesign 

that prioritizes the user and makes it easier for them to sign up for the program and find/pay for 

activities. 
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Relationship Model 

Interview data revealed that the people in our participants’ lives influence their interaction or lack 

thereof with the Department’s Senior Services. These are people who join in their activities or 

support and encourage them to engage in activities. Based on the data, we concluded that the 

people who influence participants’ activities and consequently, their engagement with Senior 

Services, can be categorized into three groups: Senior Program Activity Buddies, Senior 

Program Acquaintances, and External Activity Influencers. Interactions with the Department and 

between seniors and each of these groups varies, with the Senior Program Activity Buddies 

having the most interaction, and External Activity Influencers having the least. 

 

Senior Program Activity Buddies directly influence seniors to participate in the senior-specific 

activities offered by the Department of Parks and Recreation. They are the most influential 

because they participate in the activities with the seniors and coordinate to meet and do them 

together: 

 

● Spouse: seniors consult with their spouses regarding which activities to participate in. 

Spouses might even convince seniors to do activities that they wouldn’t do on their own. 

They also tend to visit Parks and Recreation facilities together. 

● Club members: the Senior Program Activities Buddies group also consists of the club 

members that seniors participate in, such as Club 300 and the Senior Green Team. 

These clubs were frequently mentioned by participants when describing their 

engagement with the senior program; both clubs are facilitated by the Department of 

Parks and Recreation. Club 300 and the Senior Green Team members share some of the 

same interests with the participants and they encourage them to remain active and do 

things outdoors. 

● Grandkids: the final members of the Senior Program Activity Buddies group are seniors’ 

grandkids. They visit the recreation centers with their grandkids and bring them to 

activities that serve the community like those performed by the Senior Green Team. This 

suggests that some seniors are likely to participate in activities where they can bring their 

grandkids along and help them make a difference in their communities. 

 

Senior Program Acquaintances are people who our participants met exclusively through the 

Department of Parks and Recreation. Their interaction with each other is limited to the 

Department’s activities and services. Unlike the Senior Program Activity Buddies, they don’t 

influence the type of activities seniors participate in. However, they keep them engaged with 

Senior Services by providing support or doing activities together: 
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● Department of Parks and Recreation Staff: some participants mentioned that 

Department staff is very helpful in answering their questions about activities or providing 

instructions for signing up. Therefore, staff members encourage seniors to remain 

engaged with Senior Services by being a resource for seniors seeking help. 

● Golfers: other members of the Senior Program Acquaintances group are the golfers. One 

of our participants mentioned that other than his wife, the only other Senior ID holders he 

knows are the people he plays golf with. He indicated that he doesn’t keep in touch with 

them regularly but he enjoys playing golf with them whenever he encounters them at the 

facilities. Therefore, we decided to include golfers as an example that is representative 

of people who seniors don’t know very well, but who motivate them to participate in 

activities by being present at the facilities when they visit. 

 

During the interviews, participants shared that they are involved in many activities outside of the 

Prince George’s County Department of Parks and Recreation. They indicated that they hear 

about these activities from other people or do the activities with them. This was especially the 

case for participants who do not have the Senior ID. As a result, we decided to depict how 

people in seniors’ lives inadvertently discourage them from being more engaged with the 

Department Senior Services by providing them with other options that allow them to be active and 

social. These people are part of the External Activity Influencers group: 

 

● Neighbors: these people support seniors’ desire to be active by giving them tasks to do 

around the yard. One participant mentioned that he remains active by helping his 

neighbors to clean their pools or cut their grass. As a result, he stated that he does not 

need to exercise at one of the Department’s recreation centers, which is the only service 

he is aware of associated with the Senior ID. 

● Local Friends: these people live near participants, so they meet up regularly to socialize 

and engage in activities. They often recommend new services and activities to seniors 

and many of them are unfamiliar with the Senior ID. Therefore, local friends influence 

seniors to participate in activities that fulfill the same needs that Parks and Recreation 

Senior Services aims to meet, consequently keeping them less engaged with the 

Department’s Senior Services. 

 
Journey Map 

The journey map is a model that describes the process someone goes through to complete a 

task or achieve a goal. Our journey map models the journey a senior would take to accomplish 

the goal of signing up for an activity with the Department of Parks and Recreation. The model 

describes a scenario, user expectations about the journey, the journey’s stages, steps t in each 

stage, the 
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user’s thoughts (represented by bubble quotes) and emotions (represented by a line), and the 

touch points the user has with the Department of Parks and Recreation. Finally, the model 

describes opportunities to improve the journey and metrics to track. 

For this model, we created a persona named “Active Agatha” who represents a prototypical 

senior based on our research. Agatha wants to find activities that help her remain active in 

retirement. Her expectations of what she needs to do to participate in these activities include 

finding information online about Senior Services programs, identifying what class and activities 

are offered, locating a schedule of when these activities take place, and then signing up for 

these activities. 

There are four stages to Agatha’s journey to sign up for activities: 

 
1. Consulting friends and family 

 
At this initial stage, Agatha begins to search what activities are available by asking friends 

and family how they spend their time and stay active. At this stage, her interest might 

also be piqued to look at senior activities offered by the Department of Parks and 

Recreation when she receives an activity booklet in the mail. There is a lot of 

information in the booklet though, so it is a little difficult to find relevant activities for 

seniors. 

2. Searching online 

 
Now that Agatha has discovered what the Department offers for seniors, she searches 

online for more information about the activities and when they are scheduled. She may 

also search activities she found in the activity booklet using their activity number. 

However, Agatha becomes discouraged and frustrated in trying to sign up for activities on 

the website; she can’t figure out why the site won’t let her sign up for the activities she’s 

interested in. 

3. Calling the Department of Parks and Recreation 

 
After being unable to sign up for activities online, Agatha is still determined to participate. 

She calls Senior Services and asks for help on where to find sign-up information. She also 

asks questions about how activities are operating during the pandemic. She speaks to a 

Senior Services staff member, who is very helpful and walks Agatha through the website 

to sign up for her activities. This is also an opportunity for Agatha to discover the Senior 

ID program and learn about its benefits. 

4. Assessing the Senior ID program 
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With the information provided by the Senior Services staff member, the final stage in 

Agatha’s journey is to sign up for the activities she’s interested in and then to review the 

information about the Senior ID on the Department’s website. She considers the benefits 

of the Senior ID and again calls the Department to sign up. 

We found the following opportunities to improve the user’s journey in signing up for activities: 

 
● Provide an online form that allows seniors to request more information about Senior 

Services if they are interested in activities. 

● Remove canceled and past activities from the online list of activities offered. 

● Create a feature to join a waitlist to sign up for an activity that is full. 

● Update the Senior Services website to describe the changes to activities and 

programming for seniors due to the pandemic. 

● Create a paper activity booklet specifically for seniors so they don’t have to sift through 

the larger activity book. 

● Program the website to provide better error feedback when a user fails to achieve their 

intended task. 

● Send out emails and physical mail to eligible seniors with instructions on how to sign up 

for the Senior ID program. 

Additionally, Senior Services can track the following metrics to improve the journey: 

 
● Survey prospective Senior ID members on what activities they are looking to sign up for. 

● Use a program like Google Analytics to determine how seniors use and access the 

website to identify areas of improvement. 

● If a form to capture seniors who are interested in Senior Services is implemented, the 

activities and programs that interest seniors should be documented. 

● Track how members learned about Senior Services when they sign up for an activity, 

event, or program to determine which marketing methods are effective. 

 

CORE FINDINGS 

The experience models described above informed the team’s design exercises in which we 

synthesized core findings and brainstormed design concepts. The first exercise was a “wall walk,” 

where each team member individually reviewed each experience model and took notes on 

anything that came to mind—questions, design ideas, issues, etc. Our notes were eventually 

synthesized into two lists, an issues list and a hot ideas list. With these two lists, our team then 

participated in a group 
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visioning exercise, where we explored the most interesting issues and ideas from our two lists 

to create the product concepts described later on in this report. 

 
Issues List 

After the wall walk, our team devised an issues list. We attempted to answer the following 

question: “If this is the world of the user what must we address, support, or solve to add value 

and improve their world?” (Holtzblatt 259). This list represented pain points and other 

observations we identified in the data. 

1. Seniors can’t find updated information on the Department of Parks and Recreation 

website. 

2. Seniors can’t easily navigate the Department’s website. 

3. Seniors can’t locate an activity list or schedule for the Senior ID program on the 

website. 

4. The website doesn’t provide error feedback. 

5. Seniors can’t find where to sign up for the Senior ID program online. 

6. Seniors are frustrated with virtual environments. 

7. Seniors aren’t receiving mail or email communications about the Senior ID program. 

8. Seniors are feeling socially isolated during the pandemic. 

9. Seniors are unsure whether or not they have the Senior ID. 

10. Facilities are sometimes crowded, which prevents seniors from participating in the 

activities that interest them. 

11. Some seniors are uncomfortable using video conferencing tools for virtual events. 

12. The activities offered across the different facilities are inconsistent. 

 
Hot Ideas 

We then compiled a list of “hot ideas,” which captured potential design solutions. Here, we 

recorded several possibilities that could then be explored in the visioning process. 

1. Establish a “senior ambassadors” program to foster community, coordinate outreach 

strategies, and promote interaction with the Senior ID program. 

2. Provide seniors with mental health resources and group sessions with a mental health 

professional to encourage seniors to stay active and healthy, especially those who are 

feeling isolated due to the pandemic. 

3. Record virtual activities offered by the Senior ID program and then post them on the 

Senior ID program webpage for seniors who don’t like group activities or are 

uncomfortable with technology to view on their own schedule. There could be a monthly 

fee to view all recordings, or each video could be priced according to the activity fee. 
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4. Develop a video guide for how to sign up for the program and embed it in the main page 

of the Senior ID program on the Department of Parks and Recreation website. 

5. Create an “seniors only” app for the more tech-savvy seniors to find and sign-up 

for activities in the Senior ID program. 

6. Create one place on the website where seniors can sign up and register for all Parks and 

Recreation programming. 

7. Create a senior services Facebook page that announces important information and 

provides another avenue for them to sign up for activities in a way that may be more 

straightforward than navigating the Department’s website. 

8. Sponsor friendly exercise competitions for seniors when they are using the exercise 

facilities on Monday, Wednesdays, and Fridays. 

9. Provide guest passes for seniors to use with family and friends. 

10. Market the Senior ID at children’s sports activities hosted by the Department of Parks and 

Recreation that seniors may attend to support their grandchildren. 

11. Provide more senior programming that includes families. 

12. Create a website feature that allows seniors to easily share activities with the people 

they do activities with. 

13. Conduct outreach to organizations and institutions like churches that seniors heavily 

participate in. 

14. Create a prospect form on the website where seniors interested in the Senior ID can 

indicate their interests, ask questions, and express their interest before singing up. The 

metrics from the responses could be used by Department of Parks and Recreation staff 

to measure engagement in the Senior ID program. 

15. Create an activity booklet that is specific to seniors. 

 
Visioning Exercise 

After compiling the lists of issues and hot ideas, we began a visioning exercise. For this exercise 

we visually fleshed out the insights and concepts from the two lists. One team member acted as 

an illustrator, drawing in a story-like fashion the team members’ ideas. Each concept was 

illustrated in multiple frame/drawing boards. After creating visual representations of our 

concepts, we agreed on which ones to move into the next phase of the process to become 

product concepts. 
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PRODUCT CONCEPTS 
 
Senior Ambassadors Program 

During the research process, we recognized that some seniors are very active and would like to 

spread that spirit to other seniors. Considering the current limited amount of advertising for the 

Department of Parks and Recreation, we propose setting up a Senior Ambassadors Program. 

This will be a volunteer opportunity but will offer some incentives. Seniors are encouraged to 

apply and go through a quick training session before they start. Their duties could include 

participating in outreach activities on their own schedules that share information about the 

Senior ID program with area seniors. This program could help more seniors become aware of 

and get more involved with Senior Services. 

 
Mental Health Support 

From our research and data collection we learned that some seniors remain social and active 

with people outside of their families. However, others have not. For those who have not, we 

learned that they’ve felt isolated and expressed the desire for social interaction. These insights 

suggest that mental health services and activities for seniors would help address these issues 

and unmet desires. Seniors who either discover on their own or are made aware of the 

Department’s website can find mental health services and activities based on how they're feeling 

(stressed, depressed, anxious, isolated, etc.). 

The service will provide access to a licensed therapist who will facilitate group recreational 

therapy sessions. Seniors are able to schedule appointments with the therapist and can receive 

the session from either phone call or video call. We hope this Mental Health Support Service will 

help more seniors during the pandemic and also help them get basic mental health support 

during normal times. 

 
Website Redesign 

Our research team chose to focus on redesigning the Department of Parks and Recreation 

website because we received significant unsolicited feedback from research participants on 

their frustration with using the site to sign-up for the Department’s activities, events, and 

programs. 
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Before creating our product concept, we reviewed the website to understand its architecture and 

design, then used our experience models and research notes to better understand the 

experience of seniors when using the website. 

Based on this review and our interviews, we focused on three website elements for our 

conceptual design: 

1. The Senior ID page 

2. The Activities listing page 

3. Sign-up pages 

 
Our research team discovered that interviewees were unaware of the Senior ID or confused 

whether they had one. A redesigned Senior ID page adds more engaging content to help 

seniors understand the benefits of the Senior ID and help them decide whether to sign up for 

one. This new content includes a calendar of events and activities, and a promotional video that 

explains the Senior ID program. Quick links to other related information, like frequently asked 

questions, provide easy access to more detailed information. The page redesign also includes 

buttons to sign up for the Senior ID. Currently, the page does not include any way for seniors to 

immediately sign up. Our research team believes that an immediate call to action on the page, 

like a sign-up button, will increase the number of seniors who sign up for the Senior ID. 

We also found that it is difficult to find senior activities because there are too many cancelled or 

outdated activities listed and because the information on the activities list page is poorly 

organized. Our research team imagined a new activities list page that uses a more conventional 

and familiar page layout: a column of filters down the left side of the page and a search bar 

above the list of activities. When seniors are redirected to the activities list page from the senior 

services section, the page would default filter for senior activities, so seniors would immediately 

see activities related to them. 

Our research team also redesigned how a senior would sign up for Department events, 

activities, or programs. The conceptual design gives special attention to making it easier to 

sign up for the Senior ID, as this was the main focus of our study. 

We noticed during our website review that there are different ways for seniors to sign up for 

activities or programs. Seniors can sign up for most activities through the Parks DIRECT! 

interface, but also had to fill out a separate form to sign up for Club 300, and yet another form for 

the Green Team. 
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We propose a new process that allows seniors to sign up for everything offered by the 

Department. By creating one account on the website, seniors could then sign up for activities, 

get tickets for events, join Club 300 or the Green Team, and receive a Senior ID card, all in one 

place.  

For a senior signing up for the first time, this process would require five steps: 

1. Enter demographic information 

 
This step would eliminate some current inefficiencies in signing up for Club 300, the 

Green Team, and activities in Parks DIRECT!, as currently seniors must enter the 

same demographic information in three different places to sign up for something 

through each of these on different forms. 

2. Sign up for events and activities 

 
Based on the demographic information entered in the first step, if the user is eligible for 

senior services programming, they would have the opportunity to sign up for the Senior 

ID, Club 300, the Green Team, and other activities. 

3. Provide communication preferences 

 
There was some diversity among the seniors we interviewed in how they prefer to 

communicate with the Department—mail or email. A form that captures the preferred 

format for news and marketing material as well as the information they’re interested in 

will help Senior Services tailor communication with each senior. 

4. Review information 

 
Seniors can verify their demographic information, the events and activities they signed up 

for, and their communication preferences before creating their account. 

5. Create a password for account 

 
Seniors finalize their enrollment by creating an account password, which allows them  

to manage their sign-ups and sign up for more events and activities. 

We believe that this single, consolidated workflow to sign up for all activities would both 

increase the number of people signing up for the Senior ID and create a more pleasurable 

sign-up experience. 
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APPENDIX 
 
Appendix 1: Affinity Diagram 

Link to Miro board: https://miro.com/app/board/o9J_ki_J-ww=/ 

 

 
 
 
 

https://miro.com/app/board/o9J_ki_J-ww%3D/
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Appendix 2: Identity Model 
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“I AM” 
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“I LIKE” 
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“I DO” 
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Appendix 3: Relationship Model 
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Appendix 4: Journey Map 
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Appendix 5: Visioning Exercise 
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Appendix 6: Conceptual Designs 

SENIOR AMBASSADORS 
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MENTAL HEALTH SUPPORT 
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ACTIVITY LIST PAGE REDESIGN 
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SIGN UP FOR SENIOR ID 

 
STEP 1: SENIOR ID PAGE 

 



53 

 

 

 

STEP 2: LOGIN/SIGN UP PAGE 

 

 
STEP 3: DEMOGRAPHIC INFO 
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STEP 4: EVENTS AND ACTIVITIES SIGN UP 
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STEP 5: COMMUNICATION PREFERENCES 

 

 
STEP 6: REVIEW INFO 
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STEP 7: CREATE ACCOUNT PASSWORD 

 

 
STEP 8: CONFIRMATION 
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