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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.

Problem Statement

http://drive.google.com/file/d/1ngyJqhuNSPfI4865Cb1LtV2cKp5Azq1T/view


○ 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

Research Goals

http://drive.google.com/file/d/1l7cJElIbVM0i6rtssXcOwbWKa71d7TwU/view


Main Findings
○ 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○ Information about event schedule is hard to locate, outdated, and inaccurate in many 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

http://drive.google.com/file/d/1-l8MKG0t_Gw-Nh6NavSoWRfRFXWUli-b/view


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

http://drive.google.com/file/d/1uicAh8Li9NmWB_qiaXaEcyhojIP0kuHF/view


○ U1, U2, and U3 were interviewed over the phone, and U4 was interviewed 
using Zoom

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

○ 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

○ 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

Data Collection (Contextual Interviews)

http://drive.google.com/file/d/1E8Pxeodcx2z3dz32xux6IbIYip1WsGXL/view


Data Collection (Interpretation Sessions)
○ We spent 1-1.5 hours after each interview discussing the information we collected 

and organizing our findings into notes 
○ We placed our affinity notes (key findings) on the left side and insights that we 

discovered on the right side

http://drive.google.com/file/d/10TcGtmgVjmAnWkocbW-oR3Dq3udOsP6F/view


● Affinity Diagram
○ Consolidates and organizes all the affinity notes by common 

issues and themes
● Experience Models

○ Identity Model
■ Captures the core values and self expressions relevant to 

typical users of the senior center
○ Relationship Model

■ Displays the important relationships in seniors’ lives and 
how these relationships influence their decisions on signing 
up for the Senior ID access card and particular events

Data Analysis

http://drive.google.com/file/d/1h0KCCQWsC0bM5fVlbWE1tuY2ARp6s7Gy/view


Affinity Diagram



http://drive.google.com/file/d/16JEGwz1LSl44swpVWhOdKM81cUq-vuXu/view


http://drive.google.com/file/d/1Mb9n3gyLn3X3KM28czoUBLpojfM3XJNP/view


http://drive.google.com/file/d/1ahmfzl9TzK0tL9AIDgN0T2vSo5KIybBc/view


Affinity Diagram (Key Findings)
○ Seniors would respond well to gamification 

■ Goal-based events with incentives such as different prizes upon completion were 
very appealing to participants

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

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

○ 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

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



Experience Models



Identity
Model

http://drive.google.com/file/d/1A_aoxfojx6CmumKxEdgiOJ5tmVIN1SeQ/view


http://drive.google.com/file/d/17kDJOVEpHvHJ-9lwHTKq8KmNQhXUeLWp/view


http://drive.google.com/file/d/1CP74Oqou9SsyW2FMBqg6yUTcRFtci2T3/view


http://drive.google.com/file/d/1AdyA7OydYf-8sEJijf_nIPKks6VNA6Ff/view


Identity Model (Key Findings)

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

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

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

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

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

http://drive.google.com/file/d/1YoZHnc3kv0AxqM9vepGeGXM2ri-QfZlX/view


Relationship
Model

http://drive.google.com/file/d/1Ovn-6J5A8N1veGMcN15v0hiAGMQtr8Os/view


High
Influence

http://drive.google.com/file/d/1CLUNUgeyi0fi1jXtB0JGuDGpcH0DJkdb/view


Medium
Influence

http://drive.google.com/file/d/18VU_LucLZ91fhr8-Uq1cBDyCAj6uy93Q/view


Low
Influence

http://drive.google.com/file/d/1Bo1UCqHV3fMRg1hIiMlXD5lDBUVVMBjZ/view


Relationship Model (Key Findings)

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

○ 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
 

○ 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
○ Wall Walk

■ We brainstormed ideas individually based on the results of our models
■ We placed each idea on a sticky note next to the portion of the models that 

inspired that idea
■ We created a list of issues based on the Affinity Diagram
■ We created a list of hot (design) ideas based on our sticky notes

○ Visioning
■ 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

http://drive.google.com/file/d/1H3TLYUJp4XRi21qgGMcNmgDMwgPy8t95/view








Conceptual Designs

http://drive.google.com/file/d/1FlEL2-xolmj4YhtrWvdgGO9G7GNgxzX_/view


Product Design 1: Video Tutorials

http://drive.google.com/file/d/1sNx82N9ac96cEbhhhUkgv2VmLcbvXbyQ/view


http://drive.google.com/file/d/1Ftl6jZmW4iGlyhrxKsgzlQ_91tTiYuem/view


http://drive.google.com/file/d/1MPe0ujnMaEPLIHHFSe2QNDg02Xgo9SjU/view


Product Design 2: The QR Code System

http://drive.google.com/file/d/1ldKeaF_gxaosWeQHT0hQYUU5S-yf14et/view


http://drive.google.com/file/d/1CxHSOkjG5imK3kbaW1qn4mkt7KxUjAWd/view


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

• Scan senior 
  access ID card

Activity 
Schedule

• See upcoming  
  Activities

• See registered 
  Activities

• Save favorite 
  activities

• Share event with
  friends easily and
  quickly

Activity 
Details

• See detailed
   information about  
   the activity

• Sign up for the
  event on the app

• Save favorite 
  activities

• See people who  
  already signed up 
  for this activity

http://drive.google.com/file/d/13YwblfyRoLubg0N0od7zgQFY7ckgEWqw/view


Notifications

• Check out an events shared by a friend
• Receive reminders of upcoming 
  events
• See suggestions on events that you
  might be interested in

Feedback

• Get quick feedback on each event
• Users can give feedback in    
  different ways

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
• Volunteer to help with
  a class or program at
  the senior center
  …...

http://drive.google.com/file/d/1wW14muQcta5X8PhD70dJMO9CjGF40xcz/view


Further Suggestions

○ Create buddy system that pairs seniors that are experienced with using 

technology with seniors that need help improving their skills

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

○ Live stream in-person events for those who can’t attend due to the pandemic but 

still want to participate

○ Record classes and allow people who can’t attend to view later

○ Deliver Covid care kits/packages 

○ Conduct health screenings and enforce more strict mask rules 

http://drive.google.com/file/d/1RvjZC_3IakQYs83FwsbYXXUBrHfZHCQq/view


Thank you for watching!

http://drive.google.com/file/d/1jVrVqURv8PblsEfu5cc794iCf1TD5vqd/view

