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Executive summary

iCan project’s main objective is to create an inclusive online platform which will aid the end-
users in various ways in their everyday life. To better achieve this goal, end-users are involved
from the initial stages of development of the iCan platform to review the developmental
efforts and provide multifaceted feedback. End-users’ involvement commenced during the
user requirement phase (T2.1) (method and results of this phase can be found in deliverable
D2.1 User requirements).

After the successful completion of this phase, the technical team released a system mock-up
based on end-users’ collective feedback. According to the methodological plan, our goal was to
test this release first in controlled environments (lab testing) and then pilot it with actual end-
users.

In this context, the present deliverable contains both the methodology and the results of T4.3
Deployment of the pilots in a real environment. After a brief presentation of the lab test
results and implications in section 1, section 2 is dedicated to the description of the mock-up
field trials. As such, it includes the evaluation framework and the methodology used for each
participant category. The fourth section includes the results of the mock-up field trials and is
divided into three subsections detailing the results retrieved from primary, secondary and
tertiary users. This section also includes result analyses, conclusions, future implications and
suggestions for improvements. Section five describes the development and use of the
requirement traceability tool by the consortium. Finally, the deliverable concludes with the
behavioral analysis (T4.4) including the presentation of end-user results through a market
segmentation approach as well as the provision of the fine-tuned user personas.

Introduction

Mock-up field trials phase is one of the most important phases of the iCan system. Participants
and researchers have the opportunity to work together to evaluate information about the end-
user requirements collected in the previous stages of the project.

During the mock-up field trials, participants with different backgrounds were recruited based
on the inclusion and exclusion criteria set by the consortium in order to determine the optimal
system characteristics according to their needs, but also to determine the ideal methods,
channels and tools, so that the dissemination and exploitation WP can employ appropriate
strategies to effectively reach the future iCan app customers.

AAL-2019-6-182-CP 6 <D4.2>/<Final>
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1. Lab tests results

This section presents a summary of the main findings and conclusions of the lab testing to
assist the reader to both connect and understand the two testing phases of the iCan mock-up.
During the lab tests, the mock-up was tested by professionals and specialists. Participants
were asked to reflect on our system via a think-aloud protocol and express their opinions from
the perspective of the older adult and identify potential problems and challenges that older
adults may face during the testing phase. The results of the lab tests (found in D4.1) provided
guidance to the IT partners of the iCan consortium to improve the mock-up for the field-testing
phase in order to be administered to real end-users during the mock-up field trials.

More detailed information on the procedure as well as the methodology followed during the
lab test can be found in D4.1 Mock-up lab test: evaluation plan, design, and lab tests.

The feedback of the participants was overall satisfactory and mainly focused on 1) availability
of options (rating and review modules in taxi and escort service), 2) trustworthiness of the app
(background check of the taxi drivers and the escorts, protected personal data, not online
payments), 3) simplicity of application (different color health data collected by the wearable,
different languages) and 4) appearance (clear, simple, easy to access, and all the necessary
information is included on the first page).

The lab tests results enabled the technical partners to optimize the Mock-ups platform using
the comments made by professionals in the lab. Lab tests addressed major usability and
functional problems that the iCan platform had before it would be tested with real users.

AAL-2019-6-182-CP Copyright under the iCan Consortium 7/53
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2. Evaluation framework of mock-up field test

The evaluation framework presented in this deliverable is the outcome of T4.3 and T4.4 and
aims to guide the end-user organizations during the implementation of the first prototype
mock-up field trials. The following section provides the evaluation framework for all target
groups participating in the mock=up field test.

2.1 Research questions

The main objectives of the mock-up field test are to explore:

the functionality of the iCan application

the ease of use and learnability

the general user experience (desirability, acceptance, etc.)
benefits and risks purchase intentions and business models
service/features prioritization with regards to the target customers
suggestions for improvement

ethical requirements (as they arose from lab tests)

The answer to the main research question “How do end-users perceive the iCan application?”
will help the technical partners to make the necessary changes and improvements which will,
ultimately lead to the release of an end-user appropriate and desirable product. There are
several sub-questions that would also contribute to the improvement of the application and
thus, are considered as significant research questions.

Is the iCan application easy to use?

Did the users encounter any difficulties while using the app?

Are the users satisfied by the features of the iCan application?

Is the iCan application effective in supporting older adults in their everyday life?
What will be the benefits for the users of the application?

How does the user feel when using the iCan application?

Does the user consider the navigation to the iCan application pleasant?

What users’ information should be included in the iCan application?

Lo Nk WDN R

What would the iCan system need to include in terms of privacy?

[ERy
o

. What would the iCan system need to include in terms of safety?

[N
[N

. What is missing from the iCan application?

=
N

. How could the application be improved for older adults?

[ERY
w

. Would the functionalities or features increase the number of current customers or
help you expand the market of a business?

14. Would the users be willing to pay to own such an app?

15. What pricing model would be the optimal for this system (e.g., one-off payment, pay

per month, pay per product listed, pay commission of sales, other)?

AAL-2019-6-182-CP Copyright under the iCan Consortium 8/53
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2.2 Participants

Types of users

For the mock-up field trials three target groups will be involved: (a) PUs; older adults (b) SUs;
informal caregivers and TUs; business owners who would like to promote their
products/services through the iCan platform, taxi services providers and escorts.

According to our DoW, the planned user numbers and categories of users for this phase
included 15 PUs and 5 SUs from each end-user organization. However, when designing the
methodology of the mock-up field trials, we decided to involve 15 PUs, 4 SUs and 6 TUs as
feedback acquisition from all kinds of potential users of the application was deemed crucial.
Details on user numbers per category can be found in Table 1.

* 30 Primary Users e 30 Primary Users
e 8 Secondary Users
*  10Secondary Users e 12 Tertiary Users:

< 4 taxi service providers

% 4 escorts

< 4 commercial stakeholders

(product/service providers)

Table 1Mock-up field trials: planned and retrieved participant numbers per category

The inclusion / exclusion criteria used for each target group can be found in Table 2 and were
used to specify what will be considered in order for a participant to be included in the 1st field
testing phase and provide to the researchers his/her feedback on the application.

PUs e 65 yearsold and over e Vision impairment
e No cognitive e Cognitive impairment
impairment (assessed either by
e Might have physical previous records per
disability organization or via a
e Living independently previous doctor’s
e Preferable to have diagnosis)
some IT literacy (but
not having is not an
exclusion criteria)

AAL-2019-6-182-CP Copyright under the iCan Consortium 9/53
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e Willing to participate

voluntarily in  the
project.

SUs e Overthe age of 18 Not fulfilling inclusion criteria
Responsible for the)
care of a senior

e \Willing to participate
voluntarily in  the
project

TUs e Overthe age of 18 Not fulfilling inclusion criteria
Willing to participate)
voluntarily in  the
project

Table 2 Inclusion and exclusion criteria for participants during the Mock-up field trials

2.3 Recruitment

The researchers used face-to-face contact, phone calls and e-mails to recruit participants for
the mock-up field trials. In all cases, the researchers followed ethical guidelines in research and
respected the privacy of the participants as they made it clear that users were not required to
answer protocol questions that made them feel uncomfortable or were considered too
personal without providing a reason for choosing so. Participants were contacted from each
organization’s registries and records to their previous participation in organization’s research
or and/or social media. Participants received a brief introduction on the iCan project content,
objectives, current study’s goal and after having any query resolved, they signed an informed
consent. Their participation was voluntary, and no monetary incentives were offered. The
researchers conducted the mock-up field trials at user homes or each organization’s premises
depending on participants’ schedule and availability. All procedures were compliant with the
nationally imposed COVID-19 restrictions at the time.

2.4 Methodology

The testing methodology for the mock-up field trials was designed to accommodate our
research questions and objectives. Our main instrument was a structured questionnaire
developed for the project’s needs and specifically adapted to each target group. Both
gualitative and quantitative items were included in this questionnaire to ensure that we collect
both rich and quantifiable feedback.

The items directed to each group aimed to serve as a data source to explore different aspects
of the iCan system. For example, the PUs provided the partners with feedback that would

AAL-2019-6-182-CP Copyright under the iCan Consortium 10/53
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improve the app for the older adults, the SUs (caregivers) suggested changes that would make

their job (assisting the older adult) easier or make the system more effective from the older
adults’ perspective while the Tus’ opinion had a different meaning, as the commercial
stakeholders, taxi services providers and escorts answered from the perspective of the
business environment and how could the iCan app get to the market.

The different protocols used for each category of participants will be described in detail in the
following sections.

A. Metrics and criteria of assessment

During the mock-up field trials, the metrics that were assessed for all categories of users are:

Demographics
Desirability
Acceptance

Ease of use
Functionality
User’s experience
Business aspects
Ethics

B. Methods

In general, researchers familiarized themselves with the mock-up before testing it with users.
The methodology followed is mentioned in the steps below:

1. The researchers introduced the iCan project and informed the participants with
regards to its aims, purpose and what was required by them in that testing phase.

2. Provided the informed consent to the end-users and resolved any questions before
commencing the testing. The paper format for the informed consent can be found in
Annex 4.

3. Collected participants’ demographic data (age, sex, IT literacy, etc) with the respective
questionnaire (Annex 5). For participants who did not wish to provide their
demographic information researchers inserted ‘n/a’.

4. Used the paper prototyping method (see Annex 2) and clickable mock-up material
(Annex 1) to demonstrate the platform’s interface and the functionalities of each
service. The wireframes (see Annex 3) were shown through virtual teleconferencing
platforms, e.g., Zoom, through PowerPoint or in hardcopy versions depending on the
resources and social distancing measures in place.

< Presented the functionalities for each of the six paper prototypes by showing the
paper prototypes in Annex 3 or alternatively the paper prototypes provided in PDF
or PPT format or the clickable mock-ups found in Annex 4 to the participants.

AAL-2019-6-182-CP Copyright under the iCan Consortium 11/53
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< After demonstrating each service, researchers asked the respective questions for
each one of them initiate discussion by encouraging the participants to comment
on them) and noted down their answers.”

C. Methods and instruments per user group

This section is divided in three parts, a) Methods and instruments for PUs, b) Methods and
instruments for SUs and c) Methods and instruments for TUs.

Part A: Methods and instrument for PUs

For the field test with older adults, the paper prototyping method and clickable paper were
used to demonstrate all the functions of the iCan application. While the user was introduced
to the functions the researcher asked specific questions and tried to make discussion and
identify difficulties to be encountered, gained an overview of how well the older adult
understood the features and how easy it would be for him/her to use the application. Based
on the comments of the user the researcher gathered the functions which were difficult for
older adults to understand, recognise and use as well as suggestions for improvement.

Instructions for researchers:

The mock-up was accessed in the following link:
https://projects.invisionapp.com/share/3810Q46LNSHF#/screens/449553949

For the primary user, the researcher used the questions of Annex 7 to receive feedback.

Part B: Methods for SUs

During the sessions with a secondary group (caregivers), the researcher explained all the
features of the application and asked the user how the services could work in a hypothetical
scenario. The researcher conducted an interview in the form of a discussion to identify
advantages and disadvantages of the application as well as proposed improvements. In
addition, the users expressed their opinion on how well the older adult understood and how
easy it would be for him/her to use the application.

® The testing of the iCan application with the older adults (PUs) was carried out using
and users’ feedback was collected through questionnaires at the end of the session.
The features of the application were presented by the researcher and discussed with
the users. Regarding the questionnaire, the appearance was evaluated with 3
questions, the usefulness with 2 questions, the business aspects with 2 questions, the
ethics with 3 questions and the usability of the iCan application with 9 questions.

e Regarding the caregiver sessions (SUs), they were asked about the features of the iCan

application that were presented. Usefulness was assessed with 2 questions, business
AAL-2019-6-182-CP Copyright under the iCan Consortium 12/53
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aspects with 2 questions, ethics with 3 questions and usability of the iCan application

with 7 questions.

e As far as the TUs are concerned there are 3 different categories. For the escorts
usability with the iCan application with 1 question, ethics with 2 questions and
usefulness with 5 questions. For the taxi service providers ethics with 3 questions,
business aspects with 2 questions, usability with the iCan application with 1 question
and usefulness with 9 questions. Finally, the Commercial stakeholder, ethics with 2
questions, business aspects with 2 questions, usability with the iCan application with 1
question and usefulness with 6 questions.

e Regarding TUs, there are 3 different categories. The usefulness of the iCan application
for escorts was assessed with 1 question, ethics with 2 questions and usefulness with
5 questions. For taxi service providers ethics were assessed with 3 questions, business
aspects with 2 questions, usability of the iCan application with 1 question and
usefulness with 9 questions. Finally, the commercial stakeholder, ethics were assessed
with 2 questions, business aspects with 2 questions, usability of the iCan application
with 1 question and usefulness with 6 questions.

Instructions for researchers:

The mock-up was accessed in the following link:
https://projects.invisionapp.com/share/3810Q46LNSHF#/screens/449553949

For the secondary user, the researcher used the questions of Annex 8 to receive feedback.

Part C: Methods for TUs

During the sessions with a TU (escorts, taxi services providers and commercial stakeholders),
the researcher introduced to the tertiary user all the features of the application and asked the
user how the services could work for them. The researcher conducted an interview in the form
of a discussion to identify the advantages and disadvantages of the application as well as the
suggested improvements.

Instructions for researchers:

The mock-up was accessed in the following link:
https://projects.invisionapp.com/share/3810Q46LNSHF#/screens/449553949

Escorts

For the escorts, the researcher used the questions of Annex 9 to receive feedback.

Taxi Service Providers

AAL-2019-6-182-CP Copyright under the iCan Consortium 13/53
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For the Taxi Service Providers, the researcher used the questions of Annex 10 to receive
feedback.

Commercial Stakeholders

For the CTs, the researcher used the questions of Annex 11 to receive feedback.

D. Material: Mock-up components

The mock-up which was tested during the mock-up field trial consisted of the following
components:

1. Friends: through this module, the user can meet like-minded people, find social
company, and improve social and conversational skills. A minimal and intuitive
networking environment will connect the senior users to their family and friends,
upload photos or videos, etc.

2. Photo Album: through this module, the user can include personal photos in the
application, use them through the game feature and play with secondary or TUs.

3. Find an Escort: this tool will be used by both senior adults and people who want to

offer their services as escorts. Thus, the standard interface of the escort feature will be
for asking for an escort, but there will be the option to offer to be one, completing the
respective resume for a new escort profile.

4. Book a Taxi: through this module, the users can either press a “call” button in the
online platform or smartphone/tablet application, stating the route they want to
follow, or use the platform’s tool to state the starting place and the destination
through a mapping service. The starting point can of course be identified by GPS.

5. Products and Services: through this module, the senior will be able to search for a

product or service. iCan tool will find the corresponding items, appearing first the ones
that have to do with seniors.

6. Games: those games will aim to help the user get more connected with his family,
network with close friends and practice their memory. The platform will show him/her
previously uploaded photos of their family with some faces hidden and will ask
questions like “who might that be”, or “where is this picture taken from”, “when was
that event” etc. When successful, the platform will contact the other persons tagged in
the photo to inform them that their father, mother, grandparent (etc.) played a game
and found them there, maybe you can make a phone call to say hi. That way the senior
will be happy to play if the “reward” is a phone call and a possible meeting with people

he loves.

It should be noted that the components were not functional during the mock-up release as
planned in project DoW. Some functionality was provided in taxi service and escorts service

AAL-2019-6-182-CP Copyright under the iCan Consortium 14/53
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(e.g., ability to book a taxi driver), but overall, a clickable wireframe was used to facilitate

understandability by end-users.

3. Results from mock-up field testing

This section presents the feedback gathered from the mock-up field test with real end-users
(older adults, informal carers, escorts, taxi service providers and commercial stakeholders).
The results from each user category are presented separately in order to identify possible
similarities and differences between both the user categories and also, the two end-user
countries (Cyprus and Romania). At the end of the section, the suggestions and the
improvements suggested by the users are presented.

For the collection and analysis of the users’ feedback the responsible end-user organization
(AGE) provided an excel template to gather the feedback of all users from all countries and
proceed to the analysis. Thematic analysis was conducted for the qualitative data and
descriptive statistics/frequencies were used for the quantitative data.

Feedback from end-users in Cyprus and Romania

The feedback sessions for the mock-up field test in Cyprus and Romania took place in July
2021. The sessions took place in individual sessions. During the mock-up field trials, 30 older
adults, 8 informal caregivers, 4 escorts, 4 taxi service providers and 4 commercial stakeholders
participated.

Mock-up: Field tests cYy RO cYy RO cYy RO
Male 4 4 0 2 3 4
Gender
Female 11 11 4 2 3 2

AAL-2019-6-182-CP Copyright under the iCan Consortium 15/53
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54- 0 0 4 4 5 5
55+ 1 2 0 0 0 0
65+ 3 12 0 0 1 1
Age
75+ 11 1 0 0 0 0
Urban 13 11 4 4 5 6
Habitati Semi-urban 2 1 0 0 0 0
on zone
Rural 0 3 0 0 1 0

Table 3 Demographic characteristics of Mock-up: Field trials participants

Primary Users (Older adults)

A total of 30 people participated, 22 women and 8 men, aged 65-87. Among the participants,
10% resided in semi-rural areas, 8% in rural areas and 82%in urban areas. The percentage of
participants who were married was 77%, unmarried was 13% and widowhood represented
10%. Out of all the participants, 51% had graduated from university, 21% had graduated from
Professional school / Apprenticeship, 18% had stopped education after elementary school and
10% had General qualification for university entrance. Regarding the participant's occupation,
75% were unemployed, including retirees and housework, 10% work full time and 15% part
time.

To begin with the Friends feature, older adults said they would like it if it was possible to find
people with common interests or receive notifications of upcoming events that would interest
them. They would also like to find people they knew in the past and keep in touch with them
and be able to communicate with them or play games as it was mentioned by 37% of
participants. This feeling has been reinforced by the loneliness they felt during the COVID-19
guarantine and associated social distancing. This indicates that the iCan system may be a
valuable app during the pandemic to enhance socialization among older adults. On the other

AAL-2019-6-182-CP Copyright under the iCan Consortium 16/53
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hand, 10% claimed that they were afraid of strangers but a description / photo in the user
profile that would make them feel safer as they would feel as if they knew more about this

person.

In terms of the Product and Service feature, 10% stated that it should be split into two
different categories. In the first category of Products, the products included must be the ones
that are necessary for the older adults and perhaps not so commonly found in supermarkets as
mentioned by 10%. This way it would be easier for the users to find the product they need and
get it delivered to their home but also, offer a competitive advantage compared to available
apps. Furthermore, they stated that offering products on sales and exclusive discounts through
the iCan app would hold a significant advantage. Products for the health and safety of the
older adults could be included, such as a hand shower head and a bathtub / shower.

In addition, the second category entitled Services could include healthcare service providers
including physiotherapists, psychologists, etc according to the other 10% . This would help
older adults find the professional they need quickly and according to their needs during that
period. Was also suggested that these two categories would need a cancellation policy for
orders or bookings of health professionals, especially in case of incorrect order, as well as
purchase instructions to make the use of these categories easier for the customer.

Regarding the appearance of the application, users suggested darker themes mainly due to the
reduced sensitivity to contrast. Decreased contrast sensitivity causes the eyes of older adults
to have a slower transition between dark and light areas. In addition, they would like to have a
colorful application so that they could distinguish similar icons, buttons, and other shapes of
user interface elements. Replacing some of the words with pictures would also help older
adults to use the application as it would be easier for them to find and distinguish the service
they would need. The main colors that were mentioned were red (36%), blue (26%) and green
(23%).

Users continued with suggestions on escort service, 27% saying potential escorts should be
trained or have previous experience with older adults in order to be trustworthy and provide
quality services. Escorts should also be rated and reviewed by older adults to ensure the
quality of the application. The background of the escort should be checked so that the escorts
would be reliable and make the older adults feel safe while having them as companions at
home or at their outdoor obligations, as people who transport them to their appointments
and/or provide help in their daily chores, such as shopping. Before booking an escort, older
adults would like to choose the right one, sorting the available escorts by cost, price and
having a way of contacting (phone number) them to clarify further details according to 14% of
participants. In the case of cancellation, the other party should know if they could claim a
refund or not according to the cancellation policy in place (e.g., if cancellation is performed
within a reasonable amount of time, then parties should be eligible for a refund). It should be
mentioned that especially in Cyprus primary users would prefer students as companions as
such a scheme would prevent the older adults from feeling socially isolated and alone and
would promote intergenerational activities.

AAL-2019-6-182-CP Copyright under the iCan Consortium 17/53
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As for the photo album, 10% of the participants mentioned that older adults would like to
upload their favorite photos to the app so they can use them through the game feature and
play with their relatives or even caregivers. This, as they stated, would also help them avoid
isolation, enhance their socialization and fill their free time recreationally. 47% were not sure
or would not use this feature of the application as they didn’t find it innovative considering
they can store and manage their photos from their smartphones.

In addition, privacy and security were issues extensively discussed as 53% of participants
mentioned that since they provided some personal data (name, phone number, photos) to the
app, and explicitly would like such data to be protected and not shared by any means to
advertising companies. Password- or fingerprint-protected accounts were among the features
requested by end-users to promote their safety and privacy. Finally, older adults expressed
their concerns about privacy of the data they share online, since many among them are not
familiar with ICT products and thus, requested an explanatory video to be incorporated in the

app.

In terms of commercialization models, 33.3 % mentioned that they would pay for the app and
suggested having a free trial for 2 or 3 months to have the chance to try out the app and make
sure they were happy with the features before purchasing. After the free trial they would like
to have a monthly subscription. In addition, associations should be contacted as commercial
stakeholders so that they can provide the application for free or cheaper to their customers in
the future.

In general, older adults provided suggestions for the inclusion of further features such as a) a
nutrition module, as they wanted to learn more about the nutritional foods that will help their
human body, as well as b) a news module, because they wanted to be informed about recent
events. Voice commands were reported to facilitate the use of the app for visually impaired
older adults. They would also like to receive reminders for dates, birthdays, and daily chores so
that they could easily keep track of their tasks.

Secondary Users (Informal Caregivers)

A total of 8 people (6 women) participated in the secondary users’ sessions, aged 28-47. All the
participants resided in urban areas. The percentage of participants who were married is 88%
and unmarried is 12%. Of the total number of participants, 100% have graduated from
university. Regarding participants’ occupation, 88% worked full time and 12% part time.

First of all, 63% would like to be informed about the health and mental condition of their
customers during the day, even if they were not there at that time, and they would especially
like to receive emergency alerts for their customers and updates about their physical
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condition. 37% of the Sus would like to know what the patient is using on the platform and

how many times she/he logs in.

In terms of safety, 25% mentioned that personal data should be protected and 25% that there
should be the option to use password or fingerprint in order to make the app safer. As far as
the appearance is concerned 50% of SUs stated that as many words needed to be replaced
with pictures, this would make it easier and less confusing for their customers to immediately
find the service they would need.

The financial issue was something that made them consider it a lot, 50% would pay for the app
and 25% was not very sure as they would like to know more about offers.

The caregivers said that on average 3 of the 5 older adults they had in mind would use the app
as it depended on their technological skills, and they believed that their relatives could be
better. One solution to the technological barrier was the education of older adults.

Tertiary Users (Escorts)

A total of 4 people participated, 2 women and 8 men, aged 17-21. All the participants resided
in urban areas and were not married. Of the total number of participants, 75% has attended
university and 25% has General qualification for university entrance. Regarding the
participant's occupation, 50% were unemployed and 50% worked part time. All participants
contributed feedback to improve the application.

100% of escorts thought it was a good idea, with 50% saying it gives them a chance to work
and older adults a way to get help and companionship. They expressed some concerns
regarding older adults’ ability to use the app due to a lack of technological skills, with 50% of
the escorts suggesting that one solution to the technological barrier could be the training of
older adults.

The escorts (100%) also mentioned that they should be able to provide information such as
age, work experience, distance, and price, so that older adults could choose the right one for
them. It should be clear whether the attendant has a vehicle, and likewise, whether the older
adult would need transportation services. In any case, escorts stated that the app should
include relevant fields for the older adults to enter the exact services they would need from
the escorts. As far as the services that they should provide, transportation was mentioned by
100% of escorts and company was mentioned by 75%.

In addition, 100% escorts would like to have a way of communicating directly with customers
about their appointments. In terms of safety, 100% of the escorts

Tertiary Users (Taxi Service Providers)
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A total of 4 people participated, 2 women and 2 men, aged 35-73. All participants resided in

urban areas. The percentage of participants who are married is 50% and unmarried is 50%. Of
the total number of participants, 50% has graduated from university and 50% has General
qualification for university entrance. Regarding the participant's occupation 75% worked full
time and 25% part time.

In general, the taxi service providers mentioned how the application would be helpful for them
and what improvements were needed. Initially, they suggested that a section with all the
necessary information be included, such as the entire program, if clients should be
accompanied to the building or hospital, extra luggage, additional assistance. This way the taxi
driver would be prepared and would provide quality service with 50% of CSs mentioning that.

In addition, taxi providers would like to receive information and metrics on how often a
customer used their service. On the other hand, they believed that their companies would be
advertised through the application and would gain more customers as they would be more
accessible to people who have difficulty navigating the city or finding a service online using the
internet. For their part, 50% suggested that prices, 75% mentioned proximity to customers'
homes are features that should be more visible to the older adults.

Similarly, to escorts they believed that their services should be evaluated and rated. This way
the older adults could sort and choose the right one for them.

Regarding safety, 50% stated that the background of taxi companies and drivers who would
like to use the application should be checked and the personal data of drivers (previous
experience, image, etc.) should be visible to customers. Protection of personal data was
mentioned by 100% of taxi drivers. In terms of payment, 75% would be willing to pay for the
application with a monthly subscription or one-off payment (50%).

Tertiary Users (Commercial Stakeholders)

A total of 4 people participated, all men, aged 35-46. Among the participants, 25% resided in
rural areas and 75% resided in urban areas. The percentage of married participants was 75%,
while the percentage of unmarried participants was 25%. 75 percent of all participants had a
university diploma, with the remaining 25 percent stating the other. In terms of occupation, all
participants were employed.

Prices were mentioned by 75% of commercial stakeholders as something that should be more
visible to older adults, offers by 50%, and photos and videos with product descriptions by 50%
as something that should be provided as it would add value to the promotion and visibility of
their products. In Cyprus, payment methods and price comparison were stated as important
inclusions. Furthermore, CSs stated that the application should only include specific products
related to the needs of older adults and not general products found in supermarkets as the
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businesses. If the products included are necessary for the application's users, it will generate a

lot of sales because it will allow them to have the products they need at home and save time.

Furthermore, CSs stated that analytics from visits, clicks, purchases, and so on should be
provided to them in order for them to track their progress and value from the app. The
application would most likely be paid for on a month-to-month or per-product-sale basis by
50% of the CSs. The following provisions were recommended by 50% of CSs for privacy and
security: cookie policy, privacy policy, terms and services, FAQ, support center, online help
agents, and a registered and legitimate company.

In addition, the following features were rated by participants in the mock-up field trials:

Features PU SuU

Dashboard Clarity 1.1 4.3
The button size 4.1 41
The colours 4.3 4.5
Design of buttons 3.2 3.8
The font size 4 3.6
Number of elements on

screen (congestion) 3 3.7

Table 4 Scoring of iCan application’s features by the PUs and SUs
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The following application features were rated by the PUs.

Features PU

Communicating with family members and

friends 4.2
Improvement of cognitive functions through

the games 3.6
Fun due to games 3.6
Competition through the games 3.4
Finding special taxi services 4.2
Assistance by escorts 4.6
Reminders for appointments 4.5
Notifications for your GP or family member 4.2
Health tips 4.3
Feedback on game performance 33
Feedback on health data collected by

wearables 4

Table 5 Scoring of iCan application’s features by the Sus

The following features were rated by the SUs in terms of how frequently they would be used:
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Features SuU

Performance/trends/statistics 4.6
Photo Album 3.6
Friends 4.3

Table 6 Scoring of iCan application’s features by the SUs

Furthermore, when asked how frequently they would use the iCan application, 2 of the 8SUs
stated that they would use it daily, 4 stated that they would use it a few times a week, 1 stated
that they would use it once a week, and 1 stated that they did not know.

In terms of marketing, the CSs and taxi service providers were asked which features of their
products they would like to be more visible to older adults. The CSs mentioned the feature of
offers twice, as well as the feature of price. Nobody mentioned the last two features, "delivery
options" and "proximity to their home." The feature of the offers was mentioned once by taxi
service providers, while the features of "price" and "proximity to their home" were mentioned
twice. One taxi service provider mentioned another feature that should be shown to older
adults, which is what the taxi provides, such as a wheelchair.

Furthermore, on a scale of 1 to 5, the escorts were asked to rate how easy it would be for
seniors to use the app, with the average answer being 4.

4. Conclusions and improvements

The feedback gathered from the older adults, informal carers, escorts, taxi service providers
and commercial stakeholders was invaluable and provided guidance on the direction of the
consortium's efforts to provide a first prototype that could better meet their needs. This
chapter contains the conclusions from the comments of both countries and the main
improvements that need to be implemented before the first prototype field test.

1. Friends: According to 7 out of a total of 30 participants, PUs would like to find people
with common interests, find people they knew in the past and chat with them as it was
mentioned by 6 participants, or receive notifications for upcoming events that will
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interest them. According to 5 participants, PUs believe that they would be afraid of

strangers, and a description or photo in the user profile would make them feel safe.

2. Photo Album: Photos should be synced from other devices as it was mentioned by 2
participants, and caregivers or the GP could add photos for the PUs. The application
should be used to store photos and use them for games. Personal photos must be
protected in any case and not published was mentioned by almost all participants.
Generally, it was one of the least preferred features of the application.

3. Find an Escort: This service is one of the most preferred as the PUs would like to book
an escort for help and companionship. The PUs would like to be accompanied by an
escort during the day and to have them as a companion in visits, shopping, or events
as mentioned by 7 participants out of a total of 30. In addition, escorts must indicate
whether they could also provide transportation. Eight PUs mentioned that it should be
able to rate based on cost and distance and also review escorts and also escorts must
be trained or have previous experience. In addition, 8 participants mentioned that
escort backgrounds should be considered to ensure the safety of users. Escorts will
provide specific information as well as PUs to indicate the exact service they would
need. Especially in Cyprus the PUs would like to book students as escorts. Policies such
as cancellation should be included, and PUs should be trained or include video
information in the app so that they can use it easily. The payment procedure should be
also explained to the PUs. In addition, escorts would like to have a way of
communicating with customers and vice versa about their appointments, according to
5 participants.

4. Book a Taxi: PUs would like Taxi service as transportation especially if they have
special needs (e.g., wheelchair) and they should provide all the information related to
their transportation, for example if the customers need to be escorted into the
building or to the hospital, extra luggage, additional help, according to 7 participants.
PUs should be able to rate based on cost and distance and also review taxi drivers, as it
was mentioned by 4 participants. Taxi drivers must be trained or have previous
experience in handling older adults as customers. Taxi drivers’ backgrounds should be
considered to ensure the safety of users as 4 participants stated. Taxi service providers
said prices, offers, proximity to the customers’ home and the possibility of carrying a
wheelchair are features that should be more visible to older adults. Policies such as
cancellation should be included, and PUs should be trained or include video
information in the app so that they can use it easily. The payment procedure should be
also explained to the PUs according to 3 participants. In addition, taxi drivers would
like to have a way of communicating with customers and vice versa about their
appointments as it was mentioned by almost all participants.

5. Products and Services: The categories should be separated according to 4 participants.

The category of products should include products that are necessary for the PUs and
cannot be found easily in local markets, as it was mentioned by 4 participants. In the
category services 3 participants mentioned that healthcare professionals such as
physiotherapists should be included. Policies such as cancellation should be included,
and PUs should be trained or include video information in the app so that they can use
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it easily. As mentioned by three participants, the payment procedure should also be
explained to the PUs.
6. Games: PUs could use this service in their spare time and smart games should be

included to help users improve memory. Users could include photos and also play
games with informal caregivers and friends, especially when they are unable to visit
the PUs.

General improvements

In addition, participants stated that the overall appearance of the application could be
improved. Words could be replaced with pictures, voice commands included, and the
application more colorful (red, blue, green). Users should receive reminders for date, birthday
and daily tasks, these reminders could also be sent to the caregiver. In addition, there should
be a new section that includes clear instructions on application features, services and
payments. The new section could include new categories such as nutrition, news, sports, etc.
In terms of application ethics, it should include cookie policy, privacy policy, terms and
services, frequently asked questions, support center and online help agents. Passwords or
fingerprints must be considered to unlock the application. On the other hand, users could pay
for a monthly subscription and special offers could be applied to people in need or they could
contact associations that would later provide it to their customers for free or cheaper. Free
trial (2 or 3 months) was mentioned by most participants.

5. Requirements Traceability tool

Requirements Traceability Matrix (RTM) is a document used to ensure that the requirements
defined for a system are linked at every point during the verification process. It also ensures
that they are duly tested with respect to test parameters and protocols.

The Consortium has developed a Requirement Traceability Matrix (Annex 6), in order to have

an overview of all user requirements, internal requirements and link them to test cases. The
requirements traceability matrix was designed using a spreadsheet. The user requirements
were 51 in total, and the internal requirements decided from the beginning of the project are
13. Most of the user requirements were linked to the internal requirements. User
requirements relate to WP2, WP3, WP5 and are divided into five categories Design,
Technology, Dissemination, Exploitation and Ethics. After analyzing the user's requirements,
finding ways to address them, setting deadlines and ways to evaluate them, the consortium
finally had the requirements that would be implemented during project progress, before
commercialization, the requirements that were out of project scope and the requirements that
have been already implemented Of the requirements of 51 users, 12% have already been
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implemented, 78% will be implemented as the project progresses, 6% will be implemented

before commercialization and 4% are outside the scope of the project, but will be discussed
again .

6. Ethics
Ethics in Design

Participants in the Ethics workshop held in Cyprus contributed to the design of the iCan
system. To begin, participants stated that the application's usability is critical for users, and
that older adults would like to be able to adjust the button size. Having different types of icons
to explain the different sections will make it easier for them to use the application and find the
service that they require. The system must be simple to use and not overburdened with data
and figures that may confuse consumers. Furthermore, the application should be accessible to
all users, which means colorblind people should be considered and able to use the application.
Another thing that participants mentioned was that the application should be customized to
the user's needs, so the user should be able to have customized reminders, volume of
notifications, and so on. Furthermore, privacy is very important, and options such as muted
microphones or turning off cameras in communication should be available to them. In terms of
safety, they suggested adding disclaimers for the Friends service.

Ethics in Context

Participants in the same ethics workshop agreed that the application should be compatible
with other existing systems and include clear disclaimers informing users of the limitations,
risks, and so on of each service. Furthermore, there should be a data privacy policy to make
users feel safer, as well as a Terms & Conditions document to make everything clear to users,
according to the participants of the workshop. Furthermore, users would like to see a FAQ
section and a project complaint officer, as well as contact information or assistance in using
the application and overcoming potential problems.

Ethics in Use

Participants in the same workshop suggested including training for users on how to use the
application, as this would be beneficial for users who want to have the iCan system but lack ICT
skills. Through system demonstrations, users should be made aware of any ethical concerns.
The cost of the system, according to the participants, should be determined based on the
financial background of the target group and the features of the system that will be used by
potential users.

7. Behavioral Analysis
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This section aims to present a segmentation of end-user categories based on their
demographic characteristics according to the results obtained by the field testing.

Gender

Both in Cyprus and Romania, male PUs were 27% and female PUs 73%. In terms of their
attitudes toward the iCan system, we discovered a gender difference. Regarding escort
services, which were the app's most preferred feature (4.6 out of 5), male PUs in Cyprus would
like an easy way to book an escort, primarily for companionship and assistance with tasks. The
female PUs, on the other hand, were more detailed and mentioned that the escorts should
provide a variety of services according to the users' needs. The escorts should be trustworthy
and have their background checked in order to be included on the platform and contact older
adults. In Romania, female PUs were primarily concerned with establishing a channel of
communication between escorts and users in order to improve understanding and to include
escorts with prior experience in order to provide better assistance to the elderly. We can
understand why women in both countries were concerned about the quality and
trustworthiness of the escorts who would be included in the iCan platform.

In terms of secondary users, 100% of the participants in Cyprus were female, while 50% of the
participants in Romania were female and 50% were male. With a score of 4.5 out of 5, Cyprus
stated that they would like to get performance/trends/statistics for their patients from the
iCan app. Female participants in Romania had the same idea with a score of 3 out of 5 as they
did for the feature photo album, but males mentioned this feature as the least preferable,
scoring 2.5 for the photo album feature and 2.5 for the friends feature.

The taxi service providers were both female in Cyprus and both male in Romania. In Cyprus
participants voted 3 out of 5 on how easy it would be for older adults to use the app and in
Romania they stated 5. In Cyprus, they believed that in terms of safety, the background of the
drivers should be checked and evaluated, but in Romania, they mainly considered the personal
data of users. In Romania, proximity to their home was in terms of marketing the feature that
the taxi service provider would like to be more visible to older adults, and in Cyprus, it was
agreed that price should be more visible.

In both Cyprus and Romania, 50% of the escorts were female and the other 50% were
male. There was no distinction based on gender. The same situation applies to CSs, as they
were all male both in Cyprus and Romania.

Age

In Romania, 80% of participants are 65 or older, while 73% of those in Cyprus are 75 or older.
In Romania, PUs 65 and older were more interested in escort services and receiving health tips
from the iCan app. The same is true in Cyprus, where these two characteristics were the most
desirable among these ages. They preferred escort services because they believed that escorts
would not only provide companionship but would also assist them with daily tasks and
transportation to events or doctors' appointments. Health tips, on the other hand, are an
important feature for older adults because they will be reminded of what they should do to
stay healthy and independent.

AAL-2019-6-182-CP Copyright under the iCan Consortium 27/53



ks
7 AAL
T
LA
-
European PROGRAMME
Commission
/

The SUs in Cyprus ranged in age from 22 to 31, and their age did not make a difference in their
responses, with the exception of one SU who stated she would not use the app but provided
feedback and would be willing to pay for the app if it was simpler. The same situation was
observed in Romania; they had similar opinions and were between the ages of 43 and 50. The
most important thing for SUs in both cases was to be aware of their patients' health status, so
notifications and alerts of abnormal activity from the patients' wearables would make their
jobs easier, especially for those who would not be able to visit their patients on a daily basis.

Escorts in Cyprus were all the same age, 21 years old, and all shared the same opinions. In
Romania, the escorts were also very young, 17 and 18, so their opinions were similar. The
same things were mentioned in both countries: escorts wanted to be a part of the iCan
platform because it would provide them with extra income and intergenerational connections.
They would like to communicate with older adults, perhaps through chat or phone calls, to
clarify details about their appointments, and they believe that their services should be rated to
improve service quality.

The age of the CTs did not play a significant role because their opinions were similar, and the
only difference between the countries was that in Cyprus they were primarily interested in
gathering statistics and trends about the products that would have been included in the iCan
platform.

Habitation zone

In Romania, 20% of PUs are located in rural areas, 6% in semi-rural areas, and 74% in urban
areas. It should be noted that people living in rural areas stated that emergency calls and
notifications are the most useful features for them. This could be explained by the distance
between them and other relatives, as well as the distance between them and urban facilities,
such as health care providers. Furthermore, the ability to record health data and send it to SUs
makes them feel safer because someone will always be aware of their health status.

In Cyprus, 87% of the PUs lives in cities, while 13% lives in semi-rural areas. The PUs from semi-
rural areas stated that games and the recording of their health data would be more useful for
them considering that they would not have easy access to urban facilities and having someone
aware of their health status from their wearable data would make them feel safe. The games,
on the other hand, would make them pass their free time with quality.

All SUs in Cyprus are located in urban areas, so there is no difference in their opinions due to
the habitat zone. The same situation applies in Romania as well. There was no difference
observed in escorts and taxi drivers in both countries either.

Regarding the CSs in Romania, they were both located in urban areas, so there wasn't much of
a difference in their opinions, given their location. The same thing happened with the CSs from
Cyprus, despite the fact that one was in an urban area and the other in a rural area.

Living status

In Cyprus, PUs who were married or living with someone else made up 60% of the participants,
with the remaining 40% being widowed, single, or living alone. The latter were more
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interested in finding a reliable escort or taxi driver because they required assistance with daily

tasks, transportation, or even companionship. They also wanted to be able to have their
products delivered to their home. In Romania, 80 % of people was living with someone else,
while % lived alone. The Romanian PUs were primarily concerned with engaging trustworthy
people in the iCan app's services and having their backgrounds checked.

As far as SUs and CSs are concerned, their lining status did not affect their responses in both
countries.

Fine-tuning customer personas based on the behavioral analysis

A persona is a fictional character that represents the average end user who will use a system.
Personas contain user characteristics such as demographics, motivations, inspirations,
behaviors, fears, and annoyances, as well as their goals. The goal of personas is to help anyone
unfamiliar with the iCan system understand how it meets the needs of each category user.
(Dam & Siang, 2018)

Personas were originally used to assist consortium partners in user segmentation and
technology development using the User Centered Design (UCD) methodology, decision-
making, business models and dissemination plans according to specific user characteristics, in
order to be as effective as possible. The Personas are a dynamic tool fine-tuned by the
consortium based on the iterative testing results, in order to outline our target customers
characteristics, intentions and needs. In this deliverable as well as the upcoming 4.4 and 4.6,
the personas will be redefined from a market and business perspective including messages and
channels for our target groups.

The iCan field trials have a twofold goal a) to test the iCan system in terms of usability,
acceptance, reliability and other functional and non-functional parameters and b) to define the
route to market, customer personas and business models. The iterative evaluation processes
of WP4, go hand by hand with exploitation strategies in WP5.

Subsequently, and following the feedback received through the mock-up field trials, we
reevaluated the iCan user personas created in the user requirements stage. In accordance with
our results, some personas have been replaced in order to meet the requirements specified by
the mock-up field trial participants, while others have been modified as seen below. It should
be noted that for this and upcoming testing phases the term “user” persona has been replaced
by the term “customer” persona. Also, for each persona we added a marketing message and
appropriate channels. The reason is that as trials progress, our efforts are increasingly focused
on the definition of our product, customers and business plans and thus, even though all
personas of WP2 can be users of our system, in reality, only some of them can serve as our
end-customers and we want the developmental efforts to focus on them (Requirements
Traceability Sheet) Those personas will also be cross tested in the upcoming testing phases.

The older adult customer persona
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Regarding the first persona, Yannis, is an old older adult who is residing in a rural area. After
the mock-up field trials, there is a better picture of his needs as they were added more of his
requirements and his opinion of the iCan app is clearer. He would like to use it in order to keep
being independent and to get as much support as needed for him to remain in his own home
for as long as possible, have direct access to products and services he cannot find in his
habitation zone and be socially integrated as well.

It should be noted that although Yannis is one of the main target groups of the iCan system,
Yannis himself is not our target customer, since our trials showed that people in mid-old old
age with low ICT literacy, rarely engage in technology purchases. Our main customers in
relation to Yannis are rather his family members (mostly daughter or son) who want to ensure
Yannis’s wellbeing (see the family member persona in following sections).

Yannis: The older adult user

Age: between 75 and 84

Gender: masculine

Life course: widower, retired, living alone
Education: medium

Area of residence: rural

Technology literacy: poor
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Marketing Message:

“iCan: aging independently with
technology.”

Marketing Channels:
® Healthcare providers
e Word of mouth
e ATVspot

In contrast to Yannis, younger older adults with familiarity with ICT devices can be our main
older customers. For example, in the following customer persona, Daniela is a young older
adult. She recently retired and she has ICT literacy. She wishes to remain socially active. The
iCan app will assist her in finding events that interest her and meeting new people who share
her interests. The escort service allows her to interact with young people, share her
experiences, and exchange ideas. Even if she cannot drive, she will be able to visit places and
arrive on time for appointments by booking a taxi or hiring an escort through the iCan app.
This persona was created to represent all of the different types and ages of older adults.

Daniela: The young adult user

Age: between 65 and 74
Gender: feminine
Life course: married, retired, living with spouse
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Education: high
Area of residence: urban
Technology literacy: medium or advance

Marketing Message:

” iCan system: The tool you need
to find all the special offers and
interesting people in your
community”

Marketing Channels:

Healthcare providers
Associations of older adults
Word of mouth

ATV spot

Social Media

Relatives

The family member customer persona

Mary is an informal caregiver because she is responsible for her mother but is unable to visit
her on a daily basis. The iCan app will allow her to be aware of her mother's health status,
spend quality time with her through games, and locate the services or products she requires
even when she is away. As a result, the iCan app enables Daniela to carry on with her daily
activities while also providing assistance to her mother, even from a distance. Mary is a
persona that has been modified and was based to a previous one.
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Mary: The informal carer user / The family member

Age: between 25-50

Gender: feminine

Life course: married, leaving with her family far from her
mother

Education: high or medium education

Area of residence: urban

Technology literacy: medium or advance

Marketing Message:

“iCan: being with you even when |
am away.”

Marketing Channels:

Word of mouth
ATV spot
Social Media
Relatives
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The escort customer persona

Andreas is a student who wants to supplement his income. He can use the iCan app to plan his
own schedule and receive requests for escort services. His services will be rated, allowing him
to become known for his quality and gain more customers over time. Escorts can be of any
age. They can provide transportation, companionship, and even assistance with the older
adult's chores.

Andreas is a modified persona because in the mock-up field trials, all escorts were younger,
and the iCan app strongly promotes intergenerational ties.

Andreas: Escort on iCan Platform

Age: between 18 and 34
Gender: masculine

Life course: single
Education: student

Area of residence: urban
Technology literacy: advance

Marketing Message:

“iCan: Help older adults in your
community for extra pocket

money? Meet now the iCan
system”

Marketing Channels:

e Word of mouth
e Social Media
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The taxi driver customer persona

Mr. Challen is a new persona who represents taxi drivers and what they would like to see
included in the iCan app to make it more appealing to them. He is a very important persona
because one of the iCan app's main services is Book a taxi.

Mr. Challen: Taxi driver

Age: between 35 and 64

Gender: masculine

Life course: Married

Education: General qualification for university entrance
Area of residence: urban

Technology literacy: medium

Marketing Message:

“iCan: Help older adults in your
community for extra pocket
money? Meet now the iCan
system”

Marketing Channels:
e Word of mouth
® Social Media
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The commercial stakeholder customer persona

Mr. Meletiou is also a new persona, representing the commercial stakeholders' point of view.
His requirements are also very important, given that the iCan app could be rolled out
throughout his company and used by his existing customers.

Mr. Meletiou: Business owner

Age: between 35 and 64
Gender: masculine

Life course: Married
Education: Higher Education
Area of residence: urban
Technology literacy: advance

Marketing Message:

“iCan: Join now the iCan
community and promote your
products to the over older adults
around Europe”

Marketing Channels:

Word of mouth
Social Media
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The migrant customer personas (reevaluated)

Mr. Charles decided to have his retirement in a different country, so he will use the iCan
system in order to adapt to the new country as the app will help him find the appropriate
health care providers, necessary products, and inform him about events and happenings
according to his interests and find people with the same interests as well. This persona is still
under evaluation and will be finalized during the first prototype pilot trials.

Charles: a retirement migrant

Age: between 75 and 80

Gender: masculine

Life course: retired, living in a foreign country
Education: average or high

Area of residence: rural

Technology literacy: Fair

Marketing Message:

“iCan: aging independently with
technology wherever you are.”

Marketing Channels:

e Healthcare providers
e Word of mouth
e ATVspot
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8. Conclusion

Generally, all target groups reacted positively regarding the iCan system but some of them
would like to see the final product to be completely persuaded that the application will be
completed. A very high percentage of all potential users consider affordability of the iCan
system as extremely important. The prices should be different for SUs, and it should be
considered if the application could be a social service.

During the first mock-up field trials there was a limitation. In this study is the unequal
representation of gender between the different target groups. There was a very high
percentage of PUs women participating in this phase compared to men. The plan is to aim at
uniform representation in the next phase of testing of the iCan system. This is very important
because if men are underestimated, there is a risk of losing the opinion and opinion of men
about the system and this will affect our business strategy and commercialization.

The most unpopular feature of the iCan system was the photo album. Nevertheless, there
have been some positive reactions from PUs if the photos are to be used in games with SUs to
prevent loneliness. The most popular services were escorts and taxi services. Regarding escorts
and taxi drivers, they suggested including information about the services that they provide
transportation or/and companionship. Both services should be reviewed to ensure application
quality.

None of the CUs were negative regarding buying the iCan system. All of them also mentioned
that they believe the application would increase their existing customers. The most popular
way of payment was monthly subscription or payment per sale/booking.

As far as the promotion of the application CUs suggested to create videos and take photos
with descriptions of the application and to design info/demonstration days.

All participants suggested some improvements that would make the iCan application more
useful to them, but generally agreed that the application is attractive and would like to use it.
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10.Annexes

ANNEX 1. Clickable paper

The clickable mock-ups will help to demonstrate the platform’s interface and functionalities.
The mock-ups will be accessed thru the following link:
https://projects.invisionapp.com/share/3810Q46LNSHF#/screens/449553949

Using the above tool the users will have the possibility to navigate thru the different modules

available:
iCAN MASTER SEARCH.. Q NOTIFICATIONS A USER1 &
& HOME FRIENDS REQUESTS
L
X g 2 GIORGOS PAPADOPOULOS
2% FRIENDS (1] " SO
\ =10 E=a
&) PHOTO ALBUM FIND AN ESCORT BOOK A TAXI MV BGOKED ESCHTS

P 12/10/2021 - 10:30 - ACCEPTED

ﬁi FIND AN ESCORT o P 15/10/2021 - 12:00 - PENDING
@ BOOK ATAXI e @ MY BOOKED TAXI RIDES
" & TUESDAY 12/10/2021 - 10:30
PRODUCTS & SERVICES PRODUCTS & SERVICES GAMES

& SUNDAY 15/10/2021 - 12:00

& SUNDAY 15/10/2021 - 12:00
B cames
in Mace in invision

EoreQurhime 83

HEAITH NATA S
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ANNEX 2. Paper prototype

Paper prototyping will help to demonstrate the platform’s interface and the functionalities of
each service. The paper prototyping will have the following form:

iCAN MASTER SEARCH... Q ‘ NOTIFICATIONS A USER1 (&
# HOME FRIENDS LIST ADD FRIENDS WY:BOOKEDIESCORTS
P TUESDAY 12/10/2021 - 10:30
2 FRIENDS INFORMAL CARERS
& FRIENDS o I P SUNDAY 15/10/2021 - 12:00
JOHN SMITH ‘ \ JOHN SMITH ‘
() PHOTO ALBUM
< = = MY BOOKED TAXI RIDES
JOHN SMITH | JOHN SMITH
& TUESDAY 12/10/2021 - 10:30
m- FIND AN ESCORT o & SUNDAY 15/10/2021 - 12:00
JOHN SMITH JOHN SMITH
) & SUNDAY 15/10/2021 - 12:00
& BOOK A TAXI o
JOHN SMITH JOHN SMITI
JOHN SN ‘ - JOHN SMITH ‘ HEALTH DATA
&% PRODUCTS & SERVICES Physical Activity
JOHN SMITH ‘ | JOHN SMITH ‘ I
Sleep Quality
B GAMES
Medications
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ANNEX 3 Wireframes

The wireframes can be divided into three main components: information design, navigation
design and interface design. The layout of the page is where these components come together,
while wireframing is what describes the relationship between these components. The

wireframes that will be presented will have the following layout:

iCAN

€ HOME

lad) PHOTO ALBUM

&2 FRIENDS (1]

&% PRODUCTS & SERVICES

4 FIND AN ESCORT (4]

& BOOKATAXI (2]

&,
© GAMES

“6

| MASTER SEARCH...

Q|

FIND PRODUCTS OR SERVICES

SEARCH FOR PRODUCT...

PRODUCTS SUGGESTIONS

‘ SUPER MARKET PHARMACY

SERVICES SUGGESTIONS

DANCE LESSONS FOREIGN LANGUAGES|

>

GROCERY }

COOKING LESSONS

NOTIFICATIONS A USER 1

MY BOOKED ESCORTS

P TUESDAY 12/10/2021 - 10:30

P SUNDAY 15/10/2021 - 12:00

MY BOOKED TAXI RIDES

& TUESDAY 12/10/2021 - 10:30
& SUNDAY 15/10/2021 - 12:00

& SUNDAY 15/10/2021 - 12:00

HEALTH DATA

Physical Activity
—
Sleep Quality

Heart Rate

Medications

AAL-2019-6-182-CP

Copyright under the iCan Consortium

45/53



"
7 AAL
T
LA
-
European PROGRAMME
Commission
/

ANNEX 4 Informed consent

End-user organizations had to use the following consent form, but the time in Cyprus was
required to use the one approved by Cyprus National Bioethics Committee.

iCan project - Informed consent

You, as a volunteer, have been invited to take part in a research study of the iCan
project. iCan project objective is to develop a holistic system that incorporates features
and functionalities that are not absolutely necessary to the senior adult, but they would
very much like to make them part of their everyday life, giving solutions to small or
bigger problems, opening doors to activities and habits that seniors thought were gone
forever. The core of iCan system will be a platform with an adaptable user interface. A
set of sensors (e.g. touchscreen, webcam, microphone and others) will serve to gather
information about the way the end user interacts with the system while using the
platform.

The platform will be accompanied by a smart watch or smart wristband that will be
wirelessly connected to the platform, measuring various biometrics and dynamically
informing the wearer, as well as the platform and connected people such as family and
(maybe) doctors, for certain conditions and anomalies that may occur to the user. This
smartwatch or wristband will have a panic button that, when pushed, the emergency
contact(s) will be called in speaker mode, activating the GPS signal to locate the place
of the emergency.

Before making a decision on whether you want to participate or not, please read this
document carefully. Please, ask all the questions you may have so you can be
completely sure that you understand the scope and procedure of the study. You will
receive your personal copy of this consent to keep. At all times, we assure compliance
to the current legislation.

Your involvement in this activity is very important for the success of this project
because will enable the consortium on one hand to gather valuable user based
feedback, and on the other hand to the technical partners to focus their efforts on the
optimization of the whole iCan system.

Your involvement will consist in:

e participating during the presentation of the project - its description, objectives
e completing an anonymous questionnaire
e expressing your opinion and active involvement in a focus group interview

Approximate duration of this session will be 2 hours.

The working group will be led by [name of the facilitator], assisted by [in case there is
any], representatives of [end-user organization]. Your participation is voluntary, and
you are entirely free to withdraw at any time. The entire session will be recorded on
audio. Also, we shall be taking pictures for the purpose of disseminating the information
about this project and your participation in it on our iCan consortium media channels
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(Facebook, Twitter, project’s website, etc.). If you disagree to be photographed, please
mention this below.

The information you share with us during the focus group interview and the completion
of the questionnaires will be kept anonymous and confidential, in accordance with the
legislation in force. The collected data will be processed and analyzed in confidentiality
and the identity of the participants will not be disclosed under any circumstances. You
have the right to withdraw at any time from this study and all your personal data can be
deleted at your specific request.

For any information regarding this working group or the iCan project, please contact
our representatives at any time.

I, the undersigned, hereby declare that at the time of signing this Declaration of
Consent, | am of full age and legal capacity.

Signature:

Date and Place:
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ANNEX 5 Demographic Questionnaire

Demographic data questionnaire:

Please answer the following questions about yourself. We would like to point out that all the
data collected within the scope of these session are treated anonymously and confidentially.

Age Month of birth / year of birth: /)
Gender Female Male No answer
Area of Rural Semi-rural Urban
residence
Education

Elementary school

Professional school / Apprenticeship

General qualification for university entrance

University

Others:

Family Status

Single

Married

Living in a partnership

widowed

divorced

Occupation

full-time employed

part-time employed

on maternity leave / leave of absence

in-service training

unemployed (including students, who are not working, people, who are
retired or early retired)
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ANNEX 6 Requirements Traceability tool

B Requirements traceability tool TrTm e
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ANNEX 7 Questionnaire for PUs

Please rate how much you like each of the following app features (1-not at all 5-very much)

¢ Dashboard Clarity

¢ The button size

¢ The colours

¢ Design of buttons

* The font size

e Number of elements on screen (congestion)

¢ Other

What colours do you think you would like for this application? (Free text)

What would be the benefits for you of using the app? (More than one answer is possible) -
Toratelto5

e Communicating with family members and friends

¢ Improvement of cognitive functions through the games

¢ Fun due to games

e Competition through the games

e Assistance by escorts
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¢ Finding special taxi services

What functionality would be useful to you? (More than one answer is possible) (1 = not at
all important, 5 = very important)

¢ Reminders for appointments

* Notifications for your GP or family member

¢ Health tips

¢ Feedback on game performance

¢ Feedback on health data collected by wearables

How do you think that we can make the “Escort Service” work at its best? (How one
imagines that can use it, like in a scenario)

How do you think that the “Book a Taxi” can work at its best? (How one imagines that can
use it, like in a scenario)

How do you think that “Friends” can work at its best? (How one imagines that can use it,
like in a scenario)

How do you think that the “Product and Services” can work at its best? (How one imagines
that can use it, like in a scenario)

How do you think that the “Photo Album” can work at its best? (How one imagines that can
use it, like in a scenario)

How can we improve it for you?

What do you think is missing from the iCan application?

What would the iCan system need to include in terms of privacy in order to be trustworthy?

What do we need to take care of in terms of safety?

What options do you need to have in the system?

Would you be willing to pay to have this application?

If yes how? (e.g., one-off payment, pay per month, other)

What policies should be included in escort service? (e.g., cancellation procedure)

How should the list of available escorts be sorted? (e.g., by cost, by distance)

What services should an escort provide? (e.g., company, transportation)

ANNEX 8 Questionnaire for SUs

Do you think the iCan platform can be a useful tool for you? Please explain your choice
(free text)

Please rate how much you like each of the following app features (1-not at all 5-very much)

¢ Dashboard Clarity
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¢ The button size

¢ The colours

¢ Design of buttons

¢ The font size

¢ Number of elements on screen (congestion)

¢ Other

How often do you think you would use the following features (1-not at all 5-very much)

¢ Performance/trends/statistics

® Photo Album

* Friends

What features do you think are needed, but are missing in the iCan system? Please
describe.

How often do you think you would use the iCan platform?

e Daily

¢ Few times a week

¢ Once a week

¢ Once a month

e Never

¢ | do not know

How easy do you think it would be for older adults to navigate to the menu items? Rate 1
to5

What kind of data would you like to be able to view related to your protege?

What kind of notifications would you like to receive?

Please explain how you think we can improve the app for you and the older adults.

Are you willing to pay for this app?

What would the iCan system need to include in terms of privacy in order to be trustworthy?

What do we need to take care of in terms of safety?

What options do you need to have in the system?

Imagine 5 very different older people you know. Could all of them obtain and use the iCan
system? If no, why?
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ANNEX 9 Questionnaire for Escorts

What is your opinion regarding the “Escort Service”?

Please, rate how easy it would be for seniors to use the app (rate to 1 to 5)

Regarding Escort's profile, what information would be relevant for seniors from your
perspective

Regarding Request for Escort, what information would be relevant for seniors from your
perspective

What would the iCan system need to include in terms of privacy in order to be trustworthy?

What do we need to take care of in terms of safety?

What options do you need to have in the system?

What services should an escort provide? (e.g., company, transportation,)

ANNEX 10 Questionnaire for Taxi Service Providers

In terms of marketing, what features of your services would you like to be more visible to
older adults?

o Offers

® Price

¢ Proximity to their home

¢ Other

What additional features do you think your customers need but are missing in the iCan
application? Describe.

Please, rate how easy it would be for you to use the app (1 to 5)

What do you think is missing from the interface intended for businesses?

What kind of notifications would you like to receive from the app?

Are there any other functionalities or features related to your business?

Do you think that functionalities or features would increase the number of your current
customers or help you expand your market? Please explain

Would you be willing to pay to own such an app?

If yes, what pricing model would be the optimal for this system (e.g., one-off payment, pay
per month, pay per product listed, pay commission of sales, other)?

What would the iCan system need to include in terms of privacy in order to be trustworthy?
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What do we need to take care of in terms of safety?

What options do you need to have in the system?

What policies should be included in Taxi service? (e.g., cancellation procedure)

Regarding Taxi service providers’ profile, what information would be relevant for seniors
from your perspective.

Regarding Requests for Taxi service providers, what information would be relevant for
seniors from your perspective.

ANNEX 11 Questionnaire for Commercial Stakeholders

In terms of marketing, what features of your product would you like to be more visible to
older adults?

o Offers

® Price

e Delivery options

* Proximity to their home

¢ Other

What additional features do you think your customers need but are missing in the iCan
application? Describe.

Please, rate how easy it would be for you to use the app (1 to 5)

What do you think is missing from the interface intended for businesses?

Are there any other functionalities or features related to your business?

Do you think that functionalities or features would increase the number of your current
customers or help you expand your market? Please explain

Would you be willing to pay to own such an app?

If yes, what pricing model would be the optimal for this system (e.g., one-off payment, pay
per month, pay per product listed, pay commission of sales, other)?

What would the iCan system need to include in terms of privacy in order to be trustworthy?

What do we need to take care of in terms of safety?

What options do you need to have in the system?
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