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1. CURRENT SITUATION

What are people's needs? What are they missing? What is 
the current reality like without your idea/prototype? 

I interviewed 10 senior citizens (5 recorded formal interviews,  5 
informal over lunch) at the Hilton Silver Chain Community 
Centre on October 9th, 2016. 

One of the key standouts from every single person I interviewed 
was the loneliness they now faced. It wasn’t their arthritis, the 
new pacemaker, or any other illness or affliction that troubled 
them. It was the loneliness and isolation that they found was 
the hardest to deal with.
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“The hardest part of my day is going to bed. I’m very lonely. My 
husband died, it’s hard for me to go to sleep at night. I’m very 
lonely in the evenings.” Isabelle, 72 years. 

“My wife passed 2 years ago, I was so depressed and didn’t leave 
the house then. My daughter and son-in-law are staying with me 
now. I’m so busy. I’m worried about when they leave, I think I’ll be 
really lonely again.” Basil, 91 years.
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There are a number of events and services available to senior 
citizens, but it’s very hard for them to know what is available 
unless someone tells them. 

Many are already involved in services through companies like 
Silver Chain, however outside of these services, they still face 
loneliness. 

Many indicated that they didn’t really interact with other seniors 
who lived close to them, even in the same living complexes. 

Many had families who were lived both in Western Australia and 
over in eastern Australia. However, all the seniors had 
downsized to a more smaller living situation after their children 
had left as it made it more manageable to live and manage the 
household chores. 

How can we provide elderly Australian’s 
with meaningful connections and support 
through Silver Chain?
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About Silver Chain 

Silver Chain provides a number of community, clinical and 
health care services to more than 45, 000 people in their homes 
and communities each year. It assists the elderly, people with 
acute illness, disabilities and injuries through services such as 
palliative care, nursing, Home Hospital and allied health care. 

The key services that Silver Chain provide include health care, 
continence management and advisory services, home care, 
everyday wellness, household tasks, community connections, 
home hospital, support for families and carers, palliative care, 
country services, personal alarms and assessment services. 

For more information on Silver Chain, visit: 
www.silverchain.org.au
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http://www.silverchain.org.au
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2. FUTURE OPPORTUNITY

What do you want to create to improve the future? What 
questions are you trying to answer? Why is it valuable? 

I want to create something that will help fill the times when 
elderly people are at their most vulnerable and loneliest. 

The most difficult part to this is that it’s actually engagement 
with others that will fulfil this,  and it’s almost impossible to 
facilitate this throughout all times in the day (especially in the 
evenings, close to bedtime). 

I’ve proposed a personalised monthly subscription box that will 
help elderly users with activities that they can do when they are 
alone. The box will also contain a set of conversation cards, 
which will help them engage with friends and families. 

I think the most valuable part of the box comes from facilitating 
social interaction, which is crucial to the mental wellbeing of 
senior citizens. The box is also beneficial as it’s customised, 
meaning it will contain gifts that can be specific to certain 
illnesses and / or disabilities.
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What are we creating? 
• The Silver Chain monthly subscription box, called “The Silver 

Box”. 
• The box includes gifts that are specific to the preferences of 

the senior citizen. 
• A Member Services brochure will also be included in the box, 

which includes discounts to events and activities for seniors 
in Western Australia. 

• A promotion landing page on the Silver Chain website, 
allowing people to sign up online to the subscription box 
service. 

• An events page on the Silver Chain website, that allows users 
to easily access Silver Chain events and other events in the 
community. 

• Social media management for events, to help distribute 
events via family and friends. 

Who’s our audience? 
• Primary audience are senior citizens over the age of 70, 

located in metropolitan and rural areas in Australia. 
• Secondary audience are friends and families of the senior 

citizens, as well as their carers and Silver Chain employees.
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Where & when will people use this? 
• The Silver Chain monthly subscription box, called “The Silver 

Box” will be used at home. The registration process will be 
online and in-person at Silver Chain community centres. 

How will people interact with your idea? 
• There are 2 ways that senior citizens will receive their monthly 

box, via the postal system or in person at Silver Chain 
community centres. The in-person engagement will help 
elevate the enjoyment of opening the boxes. 

• Conversation cards and some gifts facilitate engagement with 
other people, so can be used at home or out of the home. 

• Other gifts will provide enjoyment for seniors in the comfort of 
their own home. 

What additional questions are we trying to answer? 
• How can we provide a better registration process for the 

subscription box? 
• Can we provide better online engagement for elderly 

Australian’s who are computer literate? 

Why is it valuable? 
Helping senior citizens with engagement, meaningful 
connections and social support is essential to their mental 
health and wellbeing.
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3. RESOURCES & NEEDS

What do you need to make this a reality? Who do you need 
to involve? What funds, time, or resources do you need? 
Based on this proposal, we require initial approval from Silver 
Chain to develop the prototyped concept and business model 
for The Silver Box. 

Phase 1 - developed prototype 

Time required: 
80 hours 

Cost & resources: 
Internal resources include lead designer, senior strategist and 
technical resource. (*note: costs have not been included in the 
Ideo presentation due to client-sensitive information). 

Deliverables: 
“Register your interest” website landing page, email campaign & 
Facebook posts to gather initial numbers. 
Production-ready prototype.
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Phase 2 - production ready prototype. 
On approval of the developed prototype, we’ll outline the 
resources and costs to take The Silver Box into a production-
ready environment.
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STEP 1: ITERATION

THE PROCESS
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SILVER CHAIN USER INTERVIEW 

ISABELLE, 84 YEARS

07.30AM 

WAKE UP 
I wake up and I turn on the TV to see what the weather is like. If 
it’s good weather, I’ll go out to Fremantle where I can eat and 
look around at things. If it’s not good weather, I’ll do things in my 
house and go an visit my neighbour,

08.00AM - 09.30AM 

SHOWER / BREAKFAST / 
CLEAN 
After the weather report, I’ll get out of bed and I’ll then shower. 
After that, I’ll eat my toasts and eggs, and then do a bit of 
cleaning.

09.30AM 

WATCH TV 
I’ll then watch some TV. My favourite show is Everybody Loves 
Raymond! I love that show.
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11.30AM 

MAKE LUNCH 
I’ll make myself some curry with rice, and add some vegetables, 
and then eat them.

12.30PM 

WATCH TV 
More TV for me, Everybody Loves Raymond!

04.00PM 

VISIT MY NEIGHBOUR 
My neighbour isn’t well, she’s got cancer and diabetes. I go and 
visit her to chat.
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SILVER CHAIN USER INTERVIEW 

ISABELLE, 84 YEARS
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06.00PM 

DINNER 
My neighbour will sometimes make me  dinner. Sometimes I’ll 
even sleep over her house!

07.00PM - 10.30PM 

TALKING & TV TIME 
After dinner we’ll chat and watch some TV.

10.30PM ONWARDS 

BEDTIME 
I’m lonely when it gets to bedtime. I miss my husband.  I’m 
lonely at night. Sometimes I think he comes to me, it’s a bit 

scary. I’m very lonely at bedtime.
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SILVER CHAIN USER INTERVIEW 

ISABELLE, 84 YEARS
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SILVER CHAIN USER INTERVIEW 

GLENIS, 79 YEARS

06.00AM 

WAKE UP 
I’ll wake up pretty early. I have a small dog, after I wake up I’ll let 
her outside where she’ll stay all day.

07.00AM - 10.00AM 

CIGARETTE / COFFEE / 
BREAKFAST 
Sometimes I have breakfast, it depends. I snack all day, so I don’t 
really have set meal times. I definitely have my cigarette though. 
I’ll potter around the house until the Silver Chain lady comes.

10.00AM - 12.00PM 

HOUSE CLEAN / 
CROCHET 
The Silver Chain lady comes to clean while I  crochet.
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12.00PM - 01.00PM 

LUNCHTIME / CROCHET 
Again, this really depends. I’m snacking throughout the day, if 
I’m hungry then I’ll have lunch. I’ll keep crocheting if I’m not 
eating. I’ll smoke during the day as well.

15.00PM - 6.00PM 

WATCH TV 
Home & Away is my favourite show!

06.00PM 

DINNER 
Again, I’ll only eat if I’m hungry. I’m snacking a lot these days.
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SILVER CHAIN USER INTERVIEW 

GLENIS, 79 YEARS
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07.30PM 

BEDTIME 
I go to bed early these days, I’m up early in the mornings.

WHAT MAKES ME SAD 
I miss my kids. They lived with me, and then moved off with their 
own families. I’ve recently downsized to a smaller flat. I don’t 
like being on my own. I really miss seeing my kids.
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SILVER CHAIN USER INTERVIEW 

GLENIS, 79 YEARS
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SILVER CHAIN USER INTERVIEW 

BEA, 82 YEARS. KEN, 85 YEARS.

07.00AM 

WAKE UP 
Bea generally wakes up first, then Ken will wake up. Bea will wait 
til Ken’s awake to get out of bed.

08.00AM 

BREAKFAST 
We’ll have cereal, toast and tea together.

09.00AM 

HOUSEWORK 
Silver Chain will come over every day to help us out, as Bea is 
sick and not able to do things like gardening anymore. We’ll sit 
on the porch together, we love our porch.
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11.30AM 

OUTING 
We love going out for a drive in our car. Sometimes we’ll head 
into Fremantle if it’s nice weather. We’ll stay at home if the 
weather isn’t looking good.

12.00PM - 01.00PM 

LUNCHTIME 
If we’re out, we’ll have a nice lunch, otherwise we’ll usually be at 
home. We’ll eat lunch on our porch if it’s nice!

AFTERNOON - VARIABLE 

AFTERNOON 
If we’re at home, we’ll read, or have a nap. Crosswords are 
always good as well!
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SILVER CHAIN USER INTERVIEW 

BEA, 82 YEARS. KEN, 85 YEARS.
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05.30PM 

TV TIME 
We’ll turn on Channel & to watch some TV.

06.30PM - 8.30PM 

DINNER & BED 
PREPARATION 
We’ll switch our electric blankets on at 7pm! Dinner is around 
that time as well. We’ll watch a bit of TV after dinner as well. 
We’ll also have a wine on the porch which is nice!

8.30PM ONWARDS 

BEDTIME 
Bea’s sometimes up during the night.
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SILVER CHAIN USER INTERVIEW 

BEA, 82 YEARS. KEN, 85 YEARS.
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SILVER CHAIN USER INTERVIEW 

BEA, 82 YEARS. KEN, 85 YEARS.

WHAT MAKES US HAPPY 
We love getting out and about. We’re pretty active, we’ll try and 
go to events to get out and about.

20

WHAT MAKES US SAD 
We miss having visitors. Friends and family - we used to have lots 
over, now it’s a lot quieter. 

We used to be able to do more, like gardening, cooking, sewing. 
Beas’s not that well at the moment, which makes those things 
harder to do. 

*Note: Bea is slowly progressing with dementia and other 
illnesses, and Ken is her primary carer. Events provide Ken with a 
bit of relief, where Bea is able to socialise with other people and 
Ken can have a bit of time to himself.
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SILVER CHAIN USER INTERVIEW 

BASIL, 91 YEARS

07.30AM 

WAKE UP 
I usually wake up around 7.30am, but with my daughter and 
son-in-law being over, it’s a bit all over the shop! Sometimes 
we’ll sleep into all hours!

08.00AM - 09.30AM 

SHOWER / BREAKFAST 
I’ll usually have a spot of porridge or cereal for my breakfast.

09.30AM - 01.00PM 

TV / COMPUTER / READ 
I’m writing my life memoirs at the moment, so I’ll pop onto the 
computer to do those. Sometimes I’ll play cards on the 
computer as well! If I don’t want to be on the computer, I’ll read 
my Kindle.
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01.00PM 

LUNCH 
No set menu with the lunch!

AFTERNOON 

DIFFERENT ACTIVITIES 
I’ve been pretty busy with my daughter and son-in-law, we’ve 
been doing so many activities and visiting so many places! If I’m 
at home, I’ll sometimes watch TV or read my Kindle.

06.00PM 

DINNER TIME 
Dinner time changes at the moment, I might be out with my 
daughter and son-in-law for dinner.
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SILVER CHAIN USER INTERVIEW 

BASIL, 91 YEARS
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09.30PM 

BEDTIME 
I might read a bit before I go to bed, maybe some TV as well.

WHAT MAKES ME SAD 
I miss my wife, she died 2 years ago. I was so sad and depressed 
when she passed away, so it’s been good meeting people with 
Silver Chain. My daughter got me onto it, and got me out of the 
house.  I’m not sure how it will be once my daughter and son-in-
law go home, it’s been really good having them with me. I’m 
worried I’m going to be really lonely once they leave.
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SILVER CHAIN USER INTERVIEW 

BASIL, 91 YEARS
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BRAINSTORMING SESSION
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STEP 2: PROTOTYPING

THE PROCESS
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THE PROTOTYPE
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STEP 3: ITERATION

THE PROCESS
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Desirability, feasibility and viability 

1. Desirability 
• Can I make the gifts inside even more customised to the end 

user? 
• How can I make the process of opening the box and 

displaying the gifts even more enjoyable? (eg. Think of how 
the Apple products are packaged and opened) 

• How can I provide for the diversity of products needed, 
especially if they need to be disability / condition specific? 

• Is there a better way of sending the boxes to the end user? 
Can I leverage off the home visits via Silver Chain so it's an in-
person experience that can be shared? 

• How do I make the registration process within the community 
centres (ie. in-person) more enjoyable? 

2. Feasibility 
• How can I make sure that all the gifts meet the packaging & 

Australian legal requirements (especially for those that are 
disability / condition dependant) 

• Does using a website-only registration serve as well as 
website + in-person registration? 

• Does the subscription box method serve the end-user the 
best? Does it stand out enough from other subscription 
boxes? 
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Desirability, feasibility and viability (continued) 

3. Viability 
• How do I make sure that the package is cost-effective with the 

weight & postage costs? 
• What are the costs & implications of doing a website for 

registrations vs website + community centres (ie. in-person?). 
• How can I make the custom printing affordable? 
• How will I structure the payments for the boxes? Will it be a 

tiered model or a once-off cost?
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Prioritisation 

1. Can I make the gifts inside even more customised to the end 
user? 

2. How can I provide for the diversity of products needed, 
especially if they need to be disability / condition specific? 

3. How can I make the process of opening the box and 
displaying the gifts even more enjoyable? (eg. Think of how the 
Apple products are packaged and opened) 

4. Is there a better way of sending the boxes to the end user? 
Can I leverage off the home visits via Silver Chain so it's an in-
person experience that can be shared? 

5. Does the subscription box method serve the end-user the 
best? Does it stand out enough from other subscription boxes? 

6. How do I make the registration process within the community 
centres (ie. in-person) more enjoyable? 

7. How can I make the custom printing affordable? 
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Prioritisation (continued) 

8. Does using a website-only registration serve as well as 
website + in-person registration? 

9. How can I make sure that all the gifts meet the packaging & 
Australian legal requirements (especially for those that are 
disability / condition dependant) 

10. How do I make sure that the package is cost-effective with 
the weight & postage costs? 

11. What are the costs & implications of doing a website for 
registrations vs website + community centres (ie. in-person?). 

12. How will I structure the payments for the boxes? Will it be a 
tiered model or a once-off cost?
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DEVELOPED PROTOTYPE

The great takeaway I had with the iteration process was not just about refining the box, but thinking about the delivery of the box. Allowing the 
flexibility of having the boxes home delivered is great, but even better is if there’s a person delivering them. This is the reason that we’ll also have 

the boxes delivered to Silver Chain community centres, where seniors will be able to open them up together, and with the Silver Chain staff.
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DEVELOPED PROTOTYPE
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THANK YOU


