
Adaptive Service Design
Supporting Aging in Place



90%
(nearly) OF AGING RESIDENTS 

WANT TO STAY IN 
THEIR OWN HOMES 
AS THEY AGE 



Hypothesis 

To design a service that enables seniors to 
age-in-place successfully, by adapting to  
their needs and achieved through barter.



 “I love being home. When I get into bed with 
   my books, back to reading, the iPhone… I 
   have plants out on my balcony and I spend 
   time out there, reading, sketching.”



   Freedom of Choice

“I like to be in charge of my choices and get them when 
  I want them. I don't want to lock myself into anything.”



     Social Engagement

 “Social connection is about being actively involved as 
   long as you can be in making changes in your life and 
   in the lives of others.”
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Social Engagement
“Social connection is about being 

actively involved in making changes in 
your life, and in the lives of others.”
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I’m not the same
Something’s off
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My new normal
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"It's my health that 
causes me problems, 
not my age." 



   Environmental

“I’m not able to do it all anymore. But I 
  still cut the lawn, plant the potted plants. 
  It makes me feel I’m a part of nature.”



     Social

 “Often I think, ‘I can't go. I can't do this.’ But we  
   encourage each other. We go to a place around here 
   and have soup… and we talk—interesting talks. We 
   do that every week, it's very important to us.”



     Intellectual – communication & informational

 “I haven't been able to print. So it’s frustrating. 
   I would love to be able to just sit down and 
   write, and print, and scan…”



    Emotional 

 “Stereotyping making older adults feel like they 
   are takers and not givers… it needs to even out 
   and understand how we can contribute to the 
   community in a more fundamental way.”



    Financial

 “The biggest change I made recently is when 
   I decided to retire from full time employment. 
   I needed to cut my housing costs from 
   one-third to one-half, which I was able to do 
   by moving from where I had lived to here.”



    Physical

 “I have a running thing with ADT. Not very often 
   do you hear about older people getting robbed. 
   What it is, is the fall—which is a major issue— 
   falling and breaking bones.”



     Spiritual

 “Our time on this planet is limited. You want to 
   know it’s been for something.”



    Occupational

 “There are a lot of people with skills. People 
   would keep their real estate license, for 
   instance, if they knew they could use it.”



+

Seniors are doing their best to 
age-in-place successfully… 

  

…but these are achieved through ad-hoc, 
formal, siloed channels, not customized to 

suit their individual needs.

ENGAGEMENTFREEDOM OF CHOICE





 “People forget that they can ask for help.” 



  “Connection comes first. Having the social contact 
    is part of it… but it’s not enough.”



From… 

A service that enables seniors to 

age-in-place successfully, by adapting 

to their dynamic needs and achieved 

through a system of exchange.



From… 

A service that enables seniors to 

age-in-place successfully, by 

adapting to their dynamic needs 

and achieved through a system 

of exchange.

To… 

A platform that is connected, 
trusted and localized — and 
enables seniors to 
age-in-community, adapting 
to their needs and achieved 
through volunteering.
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A better normal



Thomas Russo
88 years old

Retired Lawyer
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He needs to transfer all his data 

into his new laptop



She needs some help translating 
classic Italian texts for school

He needs to transfer all his data 
into his new laptop

Her knowledge on the latest 
devices and technologies

Italian language expertise
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Retired Lawyer



“I can help with that!”

She needs some help translating classic 

Italian texts for grad school

He needs to transfer all his data 

into his new laptop

Her knowledge on the latest 

devices and technologies

Italian language 

expertise
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Thomas Russo
88 years old

Retired Lawyer



“I can help with that!”

System exchange

Superpower gives
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A better normal

“I can help with that!”

System exchange



Next Steps

Build a working prototype: 

Talk to partners, and organizations to test this concept in 

the local geography.



 

“It’s like Karma.  

It doesn’t come back in the way 
you give it!”



Appendix



Find out about 
platform

Research. 
Think. Is it 
right for me?

Join Platform Connect, 
Offer, Receive

Comment/Show 
appreciation 

Recommend 
platform

Line of Interaction

Word of mouth, 
material at 
venues, 
participating orgs, 
Social media

Platform Website, 
Online reviews, 
Email, Phone

Website, Phone, 
In Person Website

Line of Visibility

Distribute info, 
encourage 
members to talk 
about platform.

Platform Website, 
Online reviews, 
Email, Phone

Verify identity, 
contact info, 
participating org 

Connect People 
per request. 
Suggest 
connections.

Connect to other 
social media 
platforms, easy 
email-share links

Process comment. 
Confirm if 
receiving member 
wants to display

Print pamphlets, 
provide short intro 
scripts, emails that 
can be forwarded.

Setup email and 
phone number and 
people to respond.

Implement 
participating org 
validation

Implement vetting 
process, interest 
matching

Implement social 
media connects, 
URL shortening.

Implement 
commenting and 
confirmation

 Aware                 Consider              Join                    Use                      Extend                    Advocate

Customer 
Actions

Touch 
Points/ 
Front 
Stage

Back
stage

Support 
Processes



Common Questions
Can I exchange with members from other organizations I trust?



Headline - Bree Serif

Paragraph - Calibri
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TO

By providing access to 
services that raises the bar 
-  enabling seniors to 
maintain better quality of 
care they need to age 
successfully in place.

Good quality of life

HOW IS THIS IS RAISING HIS QOL
SHOW EXCHANGES


