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Your residents are more than a data point.
With this study, we wanted to more deeply understand the ‘why’ to the ‘what’.

It’s easy to get lost in data.

That’s why human-centered design is important, it 
allows organizations to make sense of demographic 
information and informs better decision making by 
understanding not only what works, but why it works.

This process is useful to better understand the needs 
of Fredericton’s residents across different segments.
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Out of a total population of 58,220 people, 
there are 17,800 individuals aged 55 and up1.
1 Statistics Canada (2018, Dec 18). Census Profile, 2016 Census Fredericton, City [Census subdivision], New Brunswick and Canada [Country]. 

purpose for this study 
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Life has its ebbs and flows and the process of aging is 
no different. It’s not a steady decline, but a variable 
process where mental and physical health play 
a very important role.

There is a perception that older people are lonely 
and feeble. But in reality, many live active and 
independent lives. The term ‘senior’ carries subtle 
ageism as many people just see themselves as 
adults – hence the reason for using the term 
older adults.

Aging is not a steady 
decline, it’s variable.

“I don’t like the term senior. 
I’m an adult, I don’t think 
of myself as anything else…

ADDRESSING STIGMA
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Age alone is not a good identifier of challenges.
Personas help us contextualize the unique nuances that exist within our target segment.

WHO WE SPOKE WITH

We interviewed a range of individuals between the 
ages of 59 to 84, from different living situations, and 
with different socioeconomic backgrounds.

The individuals ranged from living downtown, to 
several kilometers outside the core, to Saint Mary’s 
First Nation, and to Douglas. 

GENDER

AGE

DWELLING

TRANSPORTATION

FEMALE MALE

PERSONAL VEHICLE PUBLIC TRANSIT AND/OR TAXI

59-64 75+65-74

OTHER ALONEPARTNER



Harrold, 68
Harrold has a close circle of friends and family
to support him. Although retired, he continues
to work and volunteer in his community. It’s
important for him to stay active, both socially
and physically. He has some health limitations
but doesn’t let that slow him down.

Nancy, 76
Nancy does not have family close by and has
created her own support network of friends. As
she has gotten older, her participation in social
activities has gone down. Without access to a
car she typically only leaves the house out of
necessity, especially in the winter.

Dorothy, 62
Dorothy is part of a grassroot support network
within the city’s most vulnerable residents. To
avoid loneliness she actively volunteers her
time to meet people and socialize. With
limited income and no access to a car, she has
to entirely rely on public transit to get around.

Stable IncomeLives with Partner Access to a Car Fixed incomeLives Alone Taxi + Public Transit Limited IncomeLives Alone Public Transit

comfort with technology

LOW HIGH

comfort with technology

LOW HIGH

comfort with technology

LOW HIGH

knowledge of city services

LOW HIGH

knowledge of city services

LOW HIGH

knowledge of city services

LOW HIGH
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insights
Despite the differences between the individuals we 
spoke with, there are strong threads that connect 
them to their identities as older adults, residents of 
Fredericton, and the intersection of the two.
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insight independence

The freedom 
to move is the 
freedom to live.

Many people feel as though their independence 
rests on their ability to move around the city and 
are rightfully fearful of losing it. Although a 15 minute 
drive from one end to the other, Fredericton is not 
easy to get around in without a car. 

After developing a visual impairment and no longer 
being able to drive herself, one woman chose to 
move into an assisted living facility downtown in 
order to maintain her independence. She feels 
freedom in being close enough to walk to 
wherever she wants to go.

insight #1 
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insight support network

Fredericton is a place where people seek out 
connection and this doesn’t stop later in life. Those 
who live alone, don’t have family close by, or are more 
vulnerable have created their own support networks 
through friends and neighbours. They call to check-in 
on one another, have dinner together, or simply give 
each other whatever they can give. 

A group of women, all living on their own, use a 
crossword app on their phones as a way to check-in 
with each other every morning. If someone hasn’t 
played a word by 9AM then it’s cause for a visit to 
their house. In one case, it saved one of them who 
had fallen into a diabetic coma.

insight #2 

Without a 
network, they 
build their own.
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insight volunteering

Older adults are actively looking for ways to give back 
their time and energy in Fredericton. Whether it is at 
church, soup kitchens, community organizations –
you name a cause and there is a group willing to 
participate. Despite this exuberant amount of energy, 
older adults are prohibited by limitations in their 
mobility. When they are unable to drive and are 
forced to take public transit, their participation in 
volunteering decreases.

One woman we spoke to used to go to the theatre 
and music shows downtown. Recently, she lost her 
ability to drive and has been relying on public 
transit. After finding it extremely difficult to get to 
practices, she gave up her singing group and 
volunteering activities.

insight #3 

Volunteering 
is limited by 
mobility.
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next steps this is how you start

learn create test
Talk to your customers openly. Be 
more interested in what they care 
about than what you do. Look for 
patterns, identify what matters to 
them and connect the dots.

Use what you learned to ideate
concepts centered on your customer’s
most latent needs. Play with them, 
and eventually prioritize the ones you 
think will resonate the most. Visualize 
it in whatever way works for you.

Go back to your customers and show
them your concepts. Again, let them 
do the talking. They will show you 
what elements resonate and which 
don’t. Iterate your concepts based on 
their feedback and keep testing!








