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Executive summary 

MobileAge will develop mobile open government services that will allow for a substantial 
participation of senior citizens and other stakeholders (such as intermediaries). The focus of 
the project is on the production, use and joining up of open data/services for cities, towns or 
rural areas. Through the co-creation of open data-based services for and with senior citizens 
MobileAge aims to develop a technological and a methodological innovation. In two pilot field 
sites, Bremen (Germany) and South Lakeland (UK), an experimental approach to co-creation 
of open government services with and for senior citizens is going to be developed and 
deployed. This approach exceeds traditional ways of user participation. We will invite senior 
citizens and other relevant stakeholders (e.g. local government, intermediaries working with 
senior citizens) to generate, conceptualise, design and implement a functioning prototype of 
a mobile open government service dedicated to senior citizens. By making senior citizens 
aware of different kinds of services, allowing them to reveal their needs of services, inviting 
different groups of senior citizens and employing different methods of co-creation, it will be 
possible to achieve a differentiated picture of variations of co-creation and its contingencies. 
The approach developed in the two pilot field sites then is going to be repeated as well as 
deployed in to two further sites, Zaragoza (Spain) and Central Macedonia (Greece). 

This report describes the preparation activities for the co-creation process in the two pilot 
field sites, including activities to identify and invite co-creators, set up an organisational 
structure for the co-creation process, define the services to be co-created, discover data 
sources, define requirements for the services and design of prototypes. For each case at each 
site, we outline a co-creation recruitment and engagement plan for the development of open 
government services for and with senior citizens. 
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Introduction 

The aim of this report is to outline a strategy of recruiting and engaging different stakeholder 
groups in experimental co-creation processes and to give an overview of the planned co-
creation activities to be conducted in the two field sites Bremen and South Lakeland. For each 
field site, we will outline the activities for the user groups to be involved. For this purpose, we 
will set out our understanding of co-creation and thereby develop an approach that is going 
to be adopted throughout the fieldwork activities.  

Co-creation is highly contingent upon context. It has different meanings and takes different 
shapes in different contexts. Within the context of the MobileAge project, it is (1) a way to 
create public services based on open data and (2) a way to facilitate senior citizens to better 
utilise existing open (public) service facilities.  

Figure 1 gives an overview of the different elements that are important to consider for the co-
creation of open government services. In this framework public services are defined as 
“services offered to the general public and/or in the public interest with the main purpose of 
developing public value” (European Commission, 2013, p. 2). ICT-enabled collaborative 
service production (between government and citizens) may be based on government and/or 
citizen-generated data (European Commission, 2013, p. 6). 

 

 
Figure 1: Co-creation in the context of ICT-enabled open government services 

 

With regard to the creation and design of public online services, we understand co-creation 
on the one hand as an extension of traditional user participation and an enhanced concept of 
Participatory System Design (PSD) and on the other hand as an intensification of 
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comprehensive citizen participation. Overall there are three different types for citizen co-
creation in public services and collaborative open government (European Commission, 2013; 
Linders, 2012):  

1) Citizen to government (C2G) “Citizen sourcing” 
Citizens are designing, implementing and monitoring a public service that helps 
government to be more responsive and effective (e.g. FixMyStreet) 

2) Government to citizen (G2C) “Government as platform” 
Government provides a platform to citizens that enables them to act (e.g. crime 
mapping) 

3) Citizen to citizen (C2C) “Do it yourself government” 
Citizens provide a public service to citizens (e.g. WheelMap). 
 

In this framework “citizen” stands for individual citizens as well as civil society organisations 
and communities. In order to recognise the specifics and contingencies of a co-creation 
approach initiated by a research project a well-defined strategy for the recruitment and 
engagement of senior citizens and other relevant stakeholder groups is necessary. The 
challenge is to find a balance between the openness of the process as constitutive for co-
creation and the necessity of a rather loosely pre-defined purpose and goal of the process 
when engaging with stakeholders. For this objective, the following report initially reviews the 
development of participatory system design over the last 25 years on one side as well as the 
origin and application of co-creation approaches in other contexts in order to define and 
specify the approach employed in the MobileAge project.  

Drawing on existing examples from different domains in the literature of participatory system 
design over the last 25 years, we will describe a range of methods that are going to be applied 
throughout our process. This review is necessary in order to avoid misconceptions of the 
assumed demand and readiness for citizen participation in information system development, 
because there are great differences between directly affected employees in a work process in 
comparison to senior citizens as occasional users in heterogeneous life situations. In addition, 
the review shows that participatory system design from the beginning was more than 
designing a technical system but rather a necessity to generate knowledge, which technical 
system designers did not have. It was about work design in the wider context of the quality of 
working life. In the same way co-creation of public online services has to be conceived as 
developing socio-technical systems embedded in a social context in order to provide 
additional value to people in certain life situations. 

Further to participatory systems design, there is a strand of activities around co-creation of 
(non-)technical products, brands and public services. We will review this literature and 
synthesise our finding for defining our MobileAge approach. 

Based on these reviews the strategy and the ongoing activities for Bremen’s and South 
Lakeland’s recruitment and engagement plans are described and further procedures outlined. 
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1 User Involvement between Participatory Design and Open 
Collaboration  

There is a long tradition of user involvement in Information System Development (ISD)1. The 
fundamental reason is the division of knowledge between software developers and users. 
Software developers have specialised IT knowledge and skills but in most cases know nothing 
about the tasks and processes in the user departments, which they have to translate into 
software. They may analyse and map the present state of tasks and task fulfilment by 
traditional means of systems analysis, i.e. observation, surveys and interviews, but it is not 
possible to develop software successfully without considering work processes. Otherwise, 
software developers may miss the opportunity for any improvements of task performance 
and process innovation and they cannot be certain that their specifications of the new 
computer supported processes meet the daily work requirements and users’ preferences. In 
addition, it cannot be ensured that the system will be accepted by the users. There is 
consensus in software development literature that the higher cost of a software project with 
user participation will pay off in better use and performance and vice versa, that lower costs 
of non-participatory development processes still are too high if the systems are not used at all 
or at least not fully exploited. If users are not involved this is not for economic reasons but 
because of autocratic management style and philosophy. 

As in other areas of participation there are different concepts of Participatory System Design 
(PSD) with regard to who shall participate in which phases of the development process, to 
what degree and with regard to which topic of participation (e.g. software and/or work 
processes). These different concepts are made for the intra-organisational development of 
intra-organisational individual systems. But software development and deployment within 
organisations changed over the decades in ways where the classical PSD model does not work 
anymore (Fig. 2):  

• There is less individual software and more standard software with less opportunity 
for end-user-participation.  

• There are extra-organisational systems, in particular online-information and 
transactions services with different kinds of users, which are hard to involve. 

• There is the Open Source Movement with new forms of collaboration but not 
necessarily with end user participation. 

• Recently the Open Data Community has emerged with civic hacking initiatives where 
we still have to see in which way co-creation with end users can be organised and 
conducted. 

                                                           
1 Since 1990 there is a bi-annual international conference on participatory design, started by Computer 
Professionals in Social Responsibility. The proceedings are available online at 
http://ojs.ruc.dk/index.php/pdc/issue/archive and show the great variety of thoughts and research 
findings on participatory design over 25 years, which cannot be summarized completely in this section. 

http://ojs.ruc.dk/index.php/pdc/issue/archive
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Figure 2: User participation within and beyond organisational boundaries 

1.1 Classical Participatory System Design (PSD) 

The classical model of PSD dates back to the late 1970s with at least three different origins 
and approaches. They can be compared by contributions of their proponents in a reader 
edited by Schuler and Namioka (1993):  

• Enid Mumford at Manchester Business School started with case studies of 
information systems, which did not meet their objectives because of a too narrow 
understanding of their tasks by system developers. She identified a knowledge gap in 
this emerging profession (Mumford & Banks, 1967). To achieve a knowledge 
symbiosis, she worked as consultant and organised co-operative system development 
processes, published best practice cases  (Mumford, 1981; Mumford & Henshall, 
1979) and developed the ETHICS-Method. “System” is conceived as a socio-technical 
work system which has to meet the needs of the organisation and of the employees. 
The way to achieve this is structured into seven steps from (1) needs assessment,  (2) 
identification of constraints and (3and 4) specification of technical and social 
objectives via (5) check of compatibility between different technical and social 
solutions to (6) the detailed technical and work design and (7) evaluation (Mumford 
& Weir, 1979, p. 37) We may classify this approach as instrumental from a 
management perspective. 

• In contrast the Scandinavian approach is political and philosophical at the same time 
and emerged from a trade union perspective (J. Greenbaum, 1993; H. Kubicek, 1980). 
Within the context of office automation on one side and Industrial Democracy on the 
other trade unions in Norway, Denmark and Sweden doubted whether the 
participation of employees under control of management and capital owners in the 
development of systems, which may take over their jobs, will meet the workers´ 
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interests (Bjerknes & Ehn, 1987; Ehn, 1988). Therefore, they wanted participation to 
be regulated by technology agreements, negotiated by trade unions and 
management, including job security, health and ergonomic issues of computer work 
stations and visual display units, qualification programs and more. In cooperation 
with a computer science department, trade unions set up projects to explore user 
participation in this contexts and developed new methods to overcome the 
knowledge gap and the mismatch in the ways systems analysis and specifications are 
formulated by computer experts and how employees perceive their tasks.  Most 
famous are the DEMOS and the UTOPIA Project (Ehn, 1988). Morton Kyng and 
colleagues from the Computer Science Department at Aarhus University in Denmark 
collected new methods for cooperative design between computer specialists and 
employees, which had been developed in these trade union projects such as Future 
Workshops, Organizational Games, Mock-up-Designs and Cooperative Prototyping in 
order to allow for a full understanding of the future system in the planning process by 
the participating employees and systems analysts at the same time (Bødker, 
Grønbæk, & Kyng, 2012). 

• In the US, elements of the British and the Scandinavian approach have been 
integrated in the Quality of Work movement. Because of the much lower degree of 
unionisation there was no chance of union involvement in systems and work design 
(Joan Greenbaum, 1991). Rather the transfer was limited to the idea of merging the 
different views of system analysts and users in particular for the development of 
(management) information systems where users have much more discretion in how 
they use the information and functions of these systems compared to more 
deterministic legacy system in accounting or for order processing. Greenbaum speaks 
of “Cooperative Design” (Greenbaum & Kyng, 1991).  

In Germany—as in Scandinavia—research and development in PSD started in Computer 
Science Departments at the Universities of Hamburg and Berlin and focused also on the tools 
and language in the communication between computer specialists and users. At the 
University of Hamburg computer scientists developed a description language BENORSY which 
they assumed to be more user friendly (Essig, Heibey, Kühn, & Rolf, 1981). At the Technical 
University of Berlin Christiane Floyd took a more comprehensive approach, questioned the 
traditional hierarchical phase model of software development and proposed a cyclic process 
model of prototyping because users cannot define in advance how their future work situation 
supported by the software system should look like. Rather requirements have to be defined 
and refined in several cycles of prototyping of the final system. She called this method STEPS 
(Software Technology for Evolutionary Participatory System Design) (Floyd, 1993).  In order to 
allow for multiperspectivity, several tools are provided for different phases in each cycle 
(Floyd, Reisin, & Schmidt, 1989). A PhD Student in this team developed a design language for 
modelling systems called KOSMOS, for describing the present work flow, the desired one and 
the requirements to reach the desired work situation (Keil-Slawik, 1985). 

Despite differences between the approaches, they all deal with the development of individual 
software for intra-organisational information systems within a company either by the internal 
IT Department or via an individual contract with a developer company. In this environment 
for each development project there is an identified user department from which users can be 
assigned to a participatory or cooperative design project.  
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But as this context became more seldom and as software for enterprises and governments is 
developed in other ways limitations to participation and cooperation between developers 
and end users have emerged.  

1.2 Industrial Standard Software and Open Source 

Software development has moved from an individual craft to industrial production in the 
software industry. Instead of developing individual software organizations purchase standard 
software like enterprise suites, e.g. from SAP, or office suites, e.g. Microsoft Office). In these 
cases, there is not much discretion regarding the design of functions and interfaces on the 
organisation´s side and therefore only limited options for participative or cooperative systems 
design. But work processes often have to be adapted to the software system and this work 
re-design and process-re-engineering may become subject to participation. As the knowledge 
gap does not disappear by this change, software companies have to find other ways to meet 
the needs of their customers. Most often, this is done by establishing user groups to discuss 
deficits and propose improvements, which then may be implemented in the next release. 
Users in this case are IT specialists or managers of user departments and not end users. Their 
needs are mostly reduced to usability aspects, which are attended to in usability labs. 

As a counter movement to the software industry, software developers have founded the 
Open Source movement and among others collectively developed the operating system Linux 
and applications like OpenOffice. In this movement, new network-based forms of cooperative 
software development are practiced. But this cooperation is limited to developers and does 
not include end users. For developing and improving operating systems there is no need for 
end user participation, but for applications like OpenOffice it might well be. However, there is 
little research on end-user involvement in Open Source development. This might change with 
the Open Data Movement.  

1.3 Extra-organisational Information Systems and the Occasional User 

The mismatch between what system developers expect what users want and like to do and 
what users actually look for is even greater in the case of extra-organisational information 
sysems in E-Commerce and E-Government. Also the risk of failure is greater, because external 
users have always the option not to use such a system. In E-Commerce, there are always 
other vendors and for almost any service in E-Government, there is still the option of visiting 
an office. The mismatch becomes obvious in the low degree usage of E-Government Services 
for years. For the same time politicians and researchers announce a higher degree of user-
centred design. Yet the situation has not changed much, because there are still no successful 
ways to overcome the acceptance gap by user participation or co-creation. 

The main obstacle is that the PSD models relate to the intra-organisational development of 
intra-organisational IS in a rather closed context, and that the case for external systems is 
completely different, i.e. an open social context. The main difference is between the internal 
and the external users. Internal users can easily be identified, are assigned by their managers 
to a design project, which takes place at their work place and during paid working hours and 
they have a high motivation to participate because they learn first-hand about changes of 
their future job and have a chance to influence this change. In contrast external users may be 
called occasional users (Herbert Kubicek & Taube, 1994). They are difficult to identify and 
motivate. They use an online service only occasionally and have the option not to use it. 
Participation requires their time and efforts to go to other places and cooperate with people 
they do not know and computer specialists they may not understand. There is not much 
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research about cooperative systems design with external occasional users. Early case studies 
of a school information system and a one-stop government service centre in Germany 
however showed, that parents and citizens were quite reluctant in following the invitation to 
participate in the design of these systems (Breiling, Haunhorst, & Membrey, 1979). Stark 
(1998) reports on financial, schedule and information barriers and doubts the legitimacy and 
effectiveness of the participation of patients in the development of a patient health card. Our 
own survey of participation in the development of web services for citizens showed that 
some projects claim to have users involved, but in most cases this is only done by a needs 
survey at the beginning and usability tests at the end.2There are only a few examples of 
successful user involvement, when researchers take a dominating role in organising the 
process and providing support to users, which already are involved in communities (DiSalvo, 
Nourbakhsh, Holstius, Akin, & Louw, 2008; Merkel et al., 2004). There are research papers 
presenting appropriate tools and methods to involve occasional users like personas, cultural 
probes among others (Clement, McPhail, Smith, & Ferenbok, 2012). But there is no consensus 
about the appropriateness of these methods. For example, Bødker et al. (2012) doubt 
whether personas are helpful in designing public services because those defining the 
personas cannot really comprehend and represent the heterogeneity of the target population 
and future users. This is in line with reports that in the case of user participation in 
government services, government officials doubt the relation between user participation and 
later acceptance because nobody can tell to which extent the people who are ready to 
participate represent the target user group of a service (Gidlund, 2012). 

1.4 Co-Creation of Citizen Centred Information Systems and the Open Data 
Movement 

Only recently the term co-creation is used with regard to IS development and online services. 
In some cases, it is just another term instead of PSD or collaborative development. However, 
Gomillon claims that co-creation differs in three aspects (Gomillion, 2013, p. 3): (1) 
Traditionally end-users only provided information on needs and requirements and gave 
feedback while the computer specialists do all the programming and design. In co-creation, 
end users may also be involved in programming and design themselves. (2) End-users can 
influence the architecture of the system and not only features and interfaces. (3) End-users 
also take over responsibility for the system developed. In a case study on co-creation of a 
health record system Gomillon identifies modularization of the system as one of the key 
success factors. The total system is divided into different modules, which are developed in 
different co-creation processes. The idea that people outside an organisation take over 
programming of information services, is prominent in the Open Data Movement and local 
governments provide data, which civic hackers may use for programming apps for new 
services. However, these hackers in most cases are computer specialists. They visualise data, 
for example public budgets and spending or build geo-referenced maps of different events 
and developments. But as in the whole Open Source movement there is little involvement of 
end users and therefore many of the apps developed by the community do not improve the 
service from an ordinary citizen´s point of view (Lee, Almirall, & Wareham, 2015). 

                                                           
2 This will be attended to in our deliverable D1.9 Participatory Open Data Study due on 30 September 
2016.  
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1.5 End User Involvment in the Games Industry 

Very different and extremely successful is the end user involvement in the computer game 
industry. Vartiainen & Tuunanen (2013) call the kind of user involvement in this industry also 
co-creation and analyse the case of geocaching. In this industry, end users are game players 
and they are involved mostly via virtual communities. Lead users get preferred access to early 
versions of a game and engage in testing and improving it. According to Vartiainen and 
Tuunanen, gamers show a high level of engagement because they are challenging themselves 
and others, experience the joy of success, are learning and enter new social relations by 
becoming members of a community. This is because of the hedonic character of computer 
games, which makes them quite different from online services in E-Government. There is the 
idea of using games in the development process. But this is quite different from co-creating a 
game.   

For the moment co-creation stands for a higher level of end-user contributions while the 
lower level of participatory design by occasional users has not been broadly achieved. So far, 
we find successful participation of citizens in the development of online service in cases 
where research teams play a moderating and supporting role, but still with a clear division of 
roles. We have to see whether end-user co-creation with civic hackers and governments in a 
triangular relation will emerge and become more successful. 
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2 Co-creation Approach – Origin and Application 
The concept of co-creation has its origin in the social constructivist tradition and the early 
concepts came from psychoanalysis and therapy, as co-creation of meaning (Degnegaard, 
2014, p. 100). Over the past few years, it has become a “buzzword” and is now widely used in 
a number of different domains, but most dominantly in marketing, where it represents a 
customer-centric approach to the (co-)creation of value. Due to its service- and 
customer/user-orientation the marketing approach to value-co-creation is applied to the 
public sector as well, where it is used synonymously to the concept of co-production of public 
services. Another stream of the co-creation development is within the domain of design, 
where it evolved from the participatory design approach and focusses on collective creativity. 
Information and communication technologies have played two important roles in the 
development of the co-creation approach: Firstly, they make new forms of collaboration 
between suppliers and users (or in-between users) possible and secondly, ICT innovation is 
the main (but not the only) object of co-creation activities across the different domains 
(Degnegaard, 2014).    

2.1 Co-creation of Value 

In the managerial literature, co-creation is described as a business model that becomes 
relevant in the context of changing markets and consumer profiles (as a result of 
individualization, active consumer, etc.). These changes are expressed by keywords such as 
“customer centricity” (Piller, Ihl, & Vossen, 2010, p. 4) and “service-dominant logic” (Roser, 
Samson, Humphreys, & Cruz-Valdivieso, 2009, p. 6). Innovation products are seen as services 
and costumers are (potential) users of these. Instead of creating or influencing a demand, the 
“customer centric firm” (Piller et al., 2010, p. 7) responds to existing demands and uses 
external knowledge for solutions. The objective is to enable innovation and co-create mutual 
value for both the firm and the consumer when engaging in service use. Hence, innovation 
processes rely on three kinds of information:  

(1) Information about the user’s preferences, needs, desires, satisfaction, motives, etc. 
(needs),  

(2) challenges in attaining the desire or needs, and  
(3) information on how best to meet these needs (solutions).  

While co-creation can be seen as “any form of customer involvement” (Roser et al., 2009, p. 
7), it is recently discussed as a new mode of interaction between supplier and user, where the 
user plays an active role. Regarding the second understanding co-creation is distinguished to 
other forms of user-involvement such as the competitive “crowdsourcing” of a solution to a 
specific problem (Roser et al., 2009, p. 11) or the ‘lead-user-concept’ (Piller et al., 2010, p. 9) 
where firms look for existing solutions developed by users. Hence co-creation is defined as a 
longer process (frequency of interaction) and an intense and equal relationship (quality of 
interaction) initiated and facilitated by an organisation (Prahalad & Ramaswamy, 2004, pp. 9–
10). Different modes of co-creation processes can be described, regarding the following 
aspects: 

• Involved parties 
• Phases/stages in the development process  

(from needs to solutions)  
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• Degree of involvement/collaboration  
(structure of relationship, frequency of interaction) 

• Degree of freedom  
(Purpose, openness/predefinition of tasks, predictability of the solution)  

2.2 Co-Design 

In the design literature the term “co-design” refers to a specification of co-creation that 
ascribes “collective creativity across the whole span of a design process” with a focus on the 
collaboration between designers and (future) users (Sanders & Stappers, 2008, p. 6). Co-
design differs from the traditional approaches to user-centricity as it extends its intention and 
instead of designing for the user it aims to design for “future experiences” that meet actual 
needs of individuals, communities or societies. While traditional design focused on the 
designing of a product, co-design focusses on designing for a purpose (Sanders & Stappers, 
2008, p. 11). The new design practices change the roles of the partners involved in the design 
process. The user is seen as expert in the first phases of the process, the researcher supports 
the user with tools for expression and ideas, while the designer gives the ideas form. The role 
of the user differs within the process with regards to her or his will and abilities. Sanders and 
Stappers (2008, pp. 12–14) identify four different levels of creativity in people’s lives in 
general,  that can be applied to the design process and can be facilitated by researchers 
through different tasks:  

 

Level Type Purpose Tasks for researcher 

1 Creating Express my creativity Offer a clean slate 

2 Making Making with my own 
hands  

Provide scaffolds that support and serve 
peoples’ need for creative expression 

3 Adapting Make things my own Guide 

4 Doing Getting something 
done 

Lead 

Table 1 : Levels of creativity 

 

In different phases of the design process, one person can take different roles at different 
levels/degrees of creativity. The different phases of the design process are structured in: 

• Design criteria (exploration of visions and needs) 
• Ideas (generating ideas and decide what is going to be designed) 
• Concept (ideas are developed into concepts) 
• Prototype (building, testing and feedback) 
• Product (finalisation) 

The researchers’ and/or designers’ main task in the co-creation process is to provide tools 
and techniques to facilitate the design process and to invite and involve future users.  
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2.3 Co-production of Public Services 

The take-up of co-creation processes in the public sector is occurring against the background 
of financial cuttings, the complexity of problems and the availability of new technologies 
(European Commission, 2014). Ansell and Gash (2008) have called this approach collaborative 
governance.  Following “collaborative governance” public agencies directly engage non-state 
stakeholders in a collective decision-making process. As Aichholzer and Strauss (2015) note, 
this definition includes all stages of the policy life-cycle and includes citizens as individuals as 
well as organized groups. The involvement of citizens as service users and their communities 
in the design and delivery of public services is also often referred to as co-production. The 
concept of co-production is related to public services in the sense that since public services 
are characterised through a merger of production and consumption, they always depend to a 
minimum on the involvement of citizens. Co-creation is also employed to foster the inclusion 
of disadvantaged or marginalised people and groups of people. It refers to the collaboration 
of at least two partners, the public administration and the citizens. As such, co-creation has to 
be distinguished from other forms of civic self-empowerment such as volunteer work or self-
organisation, since in those activities the administration is not taking part (not co-creating).  

Further, two types of co-production are identified; substitutive co-production as the 
outsourcing of work (and costs) and additive co-production as activities of the administration 
to enhance the impact of civic engagement. In this view co-creation in the public sector is 
understood as an impact-oriented form of collaboration between public administration and 
citizens, that aims to unfold the capacities, potentials and strengths of all parties concerned 
with the objective of enhancing the quality of life in neighbourhoods, cities or regions, and to 
achieve efficiency gains jointly (Löffler, 2015, p. 319). Focusing more on the relationship of 
the co-production activities another definition refers to co-production as ‘the provision of 
services through regular, long-term relationships between professionalized service providers 
(in any sector) and service users or other members of the community, where all parties make 
substantial resource contributions’ (Bovaird, 2007, p. 847). Thereby the rapid development of 
ICTs can support these attempts to co-produce public services as it facilitates access to public 
data, enhances transparency and enables closer relationships and new forms of engagement 
between government and citizens. Hence, co-creation of public services refers to the long-
term involvement of citizens in problem definition and solving. In their analysis of co-
creation examples and case-studies Nambisan and Nambisan identify four different roles for 
citizens in co-creation (Nambisan & Nambisan, 2013): 

• Explorer (identifying, discovering, or defining a problem)  
• Ideator (conceptualising solutions)  
• Designer (designing and developing implementable solutions)  
• Diffuser (implementing the solution)  

The role of public administrations may differ as well. Many administrations or governments 
are not merely co-creating with citizens but rather provide their data and let technology-
savvy citizens use and re-use it. While the role of public administration is somewhat reduced 
in this scenario, so-called civic hackers are “deploying information technology tools to enrich 
civic life, or to solve particular problems of a civic nature” as Hogge (2010, p. 10) noted in a 
study commissioned by the Open Society Foundation. As such these civic hackers are political 
activists that aim to support their communities through digital means; they are—in a way—an 
“elite” that is capable of apprehending the meaning and possible uses of open data, and 
subsequently act on it (Schrock, 2016). 
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3  Co-creating ICT-enabled Open Government: MobileAge Process 
The review on participatory system design (chapter 1) and co-creation in different domains 
(chapter 2) proposes several possibilites for the design of co-creation processes regarding  

(1) the stages of co-creation processes,  
(2) the roles for stakeholders,  
(3) the parties involved, and  
(4) the degree of involvement.  

Because of the experimental and exploratory character of our co-creation processes and in 
order to draw conclusions and generate input for a co-creation guidebook the design of the 
co-creation activities in the different field sites has to consider two further aspects that are 
especially relevant to our approach: (1) Our approach is not initiated with the purpose of co-
creating a clear-cut product but is experimental. Although MobileAge aims for a technical 
innovation, part of the project’s focus in on process innovation. Hence, unlike co-creation 
processes that are initiated by firms, public administrations or civic organizations the 
outcome and the relevant stakeholders of the MobileAge co-creation are not clear in the 
initial phase of the process but rather have to be identified and/or recruited step by step. But 
identification and recruitment of relevant stakeholders is not possible without reference to 
what kind of service shall be co-created. Therefore, some pre-definitions of the service 
domain have to be made in consultation with potential providers of the service, in particular 
government units in our cases. For each of the pilot field sites we have given this defition (see 
chapters 5 and 6). (2) Since our objective is a technical innovation as well as a process 
innovation (that is replicable), it is crucial to document the process, to evaluate it and to 
ensure the sustainability of the outcome and impact of the process. 

3.1 Phases of Co-creation 

The following figure gives an overview of the different phases of the MobileAge co-creation 
processes and a high-level summary of what each of the phases aims for. 

 
Figure 3: Phases of co-creation processes3 

                                                           
3 For system design processes the phases may be project establishing, user recruitment, definition of 
user needs and requirements, specification, design, test, organizational embedding, maintenance. 
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3.2 Stakeholders and Roles  

Co-creation processes have to start with a stakeholder analysis. In MobileAge we have 
identified 5 different stakeholder groups that are relevant for the co-creation processes: (1) 
senior citizens, (2) local government, (3) intermediaries, (4) other organisations and 
individuals and (5) researcher and systems developers. In different phases of the co-creation 
process, different stakeholders will be involved and the participants may take different roles 
with a varying degree of freedom and creativity. Possible roles are: 

1) Explorer: Identify problems to be solved 

2) Idea former: Generate solutions to well defines problems 

3) Designer: Design and/or develop implementable solutions 

4) Diffuser: Facilitate the adoption and diffusion of the developed solution. 

These roles may be applicable to system design processes as well. In addition, the role of an 
organiser of the whole process and of a moderator or mediator dealing with diverging 
requirements and opinions may de added. The figure below shows the different stakeholder 
groups relevant to MobileAge and the different roles they may assume during the co-creation 
process. 

 
Figure 4 : Stakeholders in co-creation of open public services  

3.3 Degrees of Co-creation 

Co-creation processes can be differentiated by the degree to which the participating parties 
are involved. The degree of involvement depends on the 

1) Structure and frequency of interaction: Co-creation processes differ with regard to 
the duration and intensity of interaction. With regard to the creation and design of 
public online services for example, there may be a series of workshops with different 
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objectives and participants or a regular project with a defined goal and termination, 
running over several months with the same team. 

2) Abilities and interest of the people involved (levels of creativity): People can get 
creative at varying levels in different stages of the process and with respect to the 
amount of expertise and interest for certain tasks.  

3) Equality of the parties (access to information and transparency). 
4) Openness of the task and predictability of the solution: Depending on the openness 

of a task the solution is more or less predictable. 

3.4 Co-creation Plan 

The specific degree of involvement depends on the frequency and structure of interaction, 
the abilities and interests of the participants and the openness of the task, and will differ 
between the four field sites and between phases. 

3.5 Recruitment Planning  

As the review of participatory system design has shown the recruitment of occasional users is 
not a simple task but crucial for the MobileAge project. We cannot rely on well-established 
methods but have to develop a recruitment strategy or rather strategies for the different 
cases. According to the basic philosophy of co-creation, co-creators decide for themselves, in 
what activities they want to be involved and what kind of public services should be co-
created. However, as long as no service is defined, the target group for recruitment cannot be 
identified. Furthermore, in order to interest stakeholders in participating it is crucial to inform 
potential co-creators via a participant information sheet about the process and expectations 
(what chances and duties co-creation means, what values might be created, what tasks must 
be performed and which content and time requirements are expected). Therefore, the 
thematic space, the service domain, has to be defined during the recruitment phase. The 
strategy for recruitment of participants for the MobileAge co-creation processes should lead 
to a co-operation agreement between the participants and initiators in each case as part of 
the participant consent form.4 

 

 

                                                           
4 Please note that the participant information sheets as well as the participant consent forms for the 
pilot field sites have received approval from the Ethics Committee of Lancaster University (please see 
deliverable D6.2 “Ethical Approval Phase 1”). 
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4 Co-creation Methods 
In the following, we will present a range of established methods that may be applied in our 
co-creation process to generate creative ideas, requirements and assessments. Some of these 
methods may be employed alternatively, but also combined in different phases of the same 
process. Throughout the process, we are going to rearrange and supplement these methods 
with new ideas and insights and thereby further develop them according to our co-creation 
approach. 

 
Figure 5: Potential methods per co-creation phase 

 

Below we evaluate the methods with 
respect to their usefulness of co-creating 
ICT-enabled open government services with 
and for senior citizens. Also, we will refine 
and update this list in our further iterations 
of this deliverable. 

The figure on the right presents the co-
creation life cycle. In the table below only 
those phases/steps are coloured for which a 
method is deemed appropriate. 

  

 

Figure 6: Co-creation Life-Cycle 
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Method Description Purpose/objective Phase Role of 
stakeholders 

Task of 
researchers/co-
creation manager 

Time 
expenditu
re 

Limits Indicative 
literature 

Semi-
structured 
Interviews 

A partly structured conversation 
between a researcher and a 
respondent, where the researcher 
guides the conversation according to 
her or his research question but at the 
same time is open to unexpected 
topics that might be of interest.  

To collect data about prospective 
services, users and stakeholder, co-
creating knowledge, identify needs, 
visions, expectations, (design-) 
problems through a confidential 
conversation between researcher 
and respondent. 

 

Senior citizens, 
intermediaries 
and/or members 
of public 
government as 
experts and 
explorer 

Create a natural 
and comfortable 
environment, 
prepare a 
guideline 

Time 
intensive 

No 
generalisation 
possible, 
knowledge that 
cannot easily be 
verbalized 
might not be 
captured 

(Thorpe & Holt, 
2008; Myers & 
Newman, 2007; 
Bogner, Littig, & 
Menz, 2009; Flick, 
2014) 

Focus Groups 

A focused discussion led by a 
moderator through a set of questions 
on a specific topic. Focus groups can be 
newly created groups or pre-existing 
groups consisting of 6-12 persons who 
share a common interest 

Collect data about prospective 
services, users and stakeholder, co-
creating knowledge, identify needs, 
visions, expectations, (design-) 
problems through stimulating 
statements through the interaction 
in the group. 

 

Senior citizens, 
intermediaries 
and/or members 
of public 
government as 
experts and 
explorer 

Create a natural 
and comfortable 
environment, 
moderate 

Time 
intensive 

No 
generalisation 
possible, 
cautious group 
members might 
not get heard 

(Kamberelis & 
Dimitriadis, 2013; 
Rodriguez, 
Schwartz, 
Lahman, & Geist, 
2011; Stahl, 
Chiarini Tremblay, 
& LeRouge, 2011) 

Future 
Workshops 

Group session where small groups of 
participants verbalize their desires, 
dreams, and fantasies to generate 
ideas about the future (e.g. future 
workshop) and/or collaborate on the 
development process (e.g. design 
workshop) 

 

To enable a group of people to 
develop solutions to social or 
technological problems by 
criticizing the current situation, 
generating visions on how to solve 
the problems, conceptualizing and 
designing feasible solutions 
collaborative. 

 

Senior citizens 
and local 
government as 
explorer (and 
idea former), 
intermediaries as 
representatives 

Moderation, 
documentation 
and visualisation 

Time 
intensive 

The method 
may raise high 
expectations 

(Biskjaer, 
Dalsgaard, & 
Halskov, 2010; 
Jungk & Müllert, 
1996; Kensing & 
Madsen, 1991) 
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Method Description Purpose/objective Phase Role of 
stakeholders 

Task of 
researchers/co-
creation manager 

Time 
expenditu
re 

Limits Indicative 
literature 

 (Media-) 
diaries 

Participants are provided with a diary 
to record their experiences, feelings, 
impressions during the use of a device 
or application and/or before or after 
the use. The diary can be a booklet, an 
application or a voice recorder. 

To collect temporal and 
longitudinal information gathered 
in a natural context of the 
interaction and to get insights in 
the impression of a specific device, 
usage of features, technological 
acceptance, emotions associated 
with task performance, or 
learnability of an application. 

 

Senior citizens as 
explorer or test 
users 

To provide media 
diaries, motivate 
and explain their 
use and ensure 
their return 

Low 
expenditu
re of time 

Requires high 
motivation on 
the participants 
side, there is 
low control of 
the process, 
data is prone to 
distortions 

(Lallemand, 2012; 
Palen & Salzman, 
2002)  

Participant-
observation 

Observing and recording people and 
their activities and interactions. 
Participant observation involves active 
engagement in activities in contrast to 
observation where researchers simply 
observe without interacting with 
people. 

To collect information on people’s 
activities and interactions and 
thereby get insights in the 
behaviour of people and their 
interactions in a group or with a 
technology. Can also be used to 
learn about collaborative design 
activities to learn about resources 
and obstacles for participatory 
design. 

 

Senior citizens as 
designer and/or 
user 

In participant 
observation the 
task is to observe 
attentively while 
being involved in 
the activities and 
interactions and 
to take notes 
while or after the 
activities 

Time 
intensive 

The researcher 
is part of the 
object of study 
and influences 
the situation, 
participants 
may feel 
uncomfortable 
and behave 
differently 

(DeWalt & 
DeWalt, 2002; 
Adler & Adler, 
1994; Tang & 
Leifer, 1991)  

Cultural 
Probes or 
Design Probes 

Tools including descriptive and 
exploratory tasks that are (typically) 
based on self-reporting, are handed 
over to the participants. Participants 
collect data on themselves, their lives 
and culture. Briefing and follow-up 
interviews are conducted to prepare 
and accompany the process and a de-
briefing session to supplement, 
validate and explore the data 

Collect data about prospective 
users and stakeholder and their 
daily contexts, sensitizing the 
participants to observe, reflect 
upon and report their experiences, 
stimulate imagination of the 
researchers  

Senior citizens as 
experts and 
explorer 

Provide proper 
tools, brief the 
participants, 
organize follow-
up interviews 

Time 
intensive 

No 
generalisation 
possible, no 
concrete 
insights in 
design solutions 

(Mattelmäki, 
2006; Gaver, 
Dunne, & Pacenti, 
1999; 
Mattelmäki, 
2005; Boehner, 
Vertesi, Sengers, 
& Dourish, 2007; 
Boehner, Gaver, 
& Boucher, 2012) 
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Method Description Purpose/objective Phase Role of 
stakeholders 

Task of 
researchers/co-
creation manager 

Time 
expenditu
re 

Limits Indicative 
literature 

Survey Collect data  through surveys 

To collect data on a large amount 
of people and thereby identify 
general needs of a large group of 
people 

 

Senior citizens as 
explorer 

To develop and 
diffuse a 
questionnaire 

Relatively 
low 
expenditu
re of time 

Due to the 
standardisation 
a deeper 
understanding 
of needs is not 
possible 

(Flick, 2014) 

Walking 
workshops 

Designer and participants walk 
together through e.g. a neighbourhood 
along a jointly planned route visiting 
locations of importance. The walk can 
be documented and facilitated with 
maps, interviews, videos and/or 
photos. After the walk, a debriefing 
session should be conducted. 

Trigger problem identification and 
idea generation, get to know a 
neighbourhood (resources, 
problems) from a participant’s 
point of view and to inspire dreams 
and ideas. To overcome traditional 
interviewer/interviewee power 
relation. To collect data 

 

Senior citizens 
and 
intermediaries as 
experts 

Prepare and 
facilitate the 
walks with 
artefacts, debrief 

Time 
intensive 

Not applicable 
for a whole 
district 

(Kanstrup, 
Bertelsen, & 
Østergaard 
Madsen, 2014)  

Personas 

A persona is a representation of a 
fictitious user that includes a concise 
summary of characteristics of the user, 
their experience, goals and tasks, pain 
points, and environmental conditions. 
Personas describe the target users of a 
tool, site, product or application, giving 
a clear picture of how they are likely to 
use the system, and what they’ll expect 
from it. Personas are user models 
developed on the basis of qualitative 
research data and/or the expertise of 
involved stakeholders. 

 

A persona allows the designers of 
an interface to consider the needs, 
wants, expectations etc. of wider 
user groups, without involving 
them directly in the design process. 
By drawing attention to potential 
users the creation of a common 
understanding of the users is 
supported and designers are 
engaged to implement this 
understanding in their design 
decisions 

 

Senior citizens 
and 
intermediaries as 
experts for their 
generation and 
representatives 
for not 
participating 
senior groups 

To identify the 
significant and 
meaningful 
patterns in user 
behaviour based 
on research data, 
to encourage 
participants to 
imagine needs, 
problems, 
interests, wishes, 
skills and 
expectations of 
other potential 
users 

Time 
intensive 
(data has 
to be 
gathered) 

As models 
personas are 
likely to 
generalisations 
and stereotypes 

(Cooper, 1999; 
Cooper, Reimann, 
& Cronin, 2007)  
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Method Description Purpose/objective Phase Role of 
stakeholders 

Task of 
researchers/co-
creation manager 

Time 
expenditu
re 

Limits Indicative 
literature 

Scenarios 

A scenario is a description of a 
particular situation of (potential) use of 
a design to predict or explore future 
use 

To provide information about the 
context in which a system has to 
operate, in a user- and task-
oriented way, to foresee and 
consider future use cases including 
problems, conflicts etc.  

Seniors citizens 
and 
intermediaries as 
experts on 
relevant context 
for use 

To identify 
relevant 
situations based 
on research data 
and to encourage 
participants to 
imagine relevant 
situations 

Time 
intensive 
especially 
when 
involving 
multiple 
stakehold
ers 

By forecasting 
and planning 
scenarios of 
use, the use of 
scenarios for 
design is prone 
to predict 
futures and 
thereby 
constrain 
possible use 

(Rosson & Carroll, 
2002; Carroll, 
2000; Alexander 
& Maiden, 2004)  

Storytelling 

Participants jointly create fictional 
and/or real life narrations on a given 
topic or theme. The narrations can be 
inspired through scenarios, cards, 
pictures e.g. 

To envision situations without the 
boundaries of current technology 
and practices. 

 
 

Senior citizens as 
storyteller and 
explorer 

Moderation, 
documentation 
and visualization 

Time 
intensive 

The method 
may raise high 
expectations 

(Sanders, 2000; 
Parrish, 2006; 
Wilkins, 2004; 
Gruen, 2000; 
Kankainen, 
Vaajakallio, 
Kantola, & 
Mattelmäki, 
2012) 

Card based 
design 

Cards on technologies and domains for 
use are explained to the workshop 
participants, the participants  
collaboratively  combine  the cards  on  
posters  in  order  to  capture  design  
concepts and the posters are 
discussed. 

Enhancing  creativity  through  
providing  inspirational materials  
and thereby developing design 
concepts 

 

Senior citizens as 
idea former and 
designer 

Provide cards, 
moderate and 
document the 
process 

Time 
intensive 
(especially 
when 
cards are 
self-
made) 

Senior citizens 
may feel they 
are not taken 
seriously 

(Biskjaer et al., 
2010; Halskov & 
Dalsgård, 2006)  

Table 2 : Description of Co-creation Methods 
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5 Field Site Bremen  
The Free and Hanseatic City of Bremen consists of two cities (Bremen and Bremerhaven) in 
the North of Germany, separated from each other and surrounded by the larger state of 
Lower Saxony. The two cities are the only administrative subdivisions the state has. In 2014 
the city had a total population of 660,999 inhabitants with nearly 180,000 senior citizens. 
Bremen is one of the few German states that is actively promoting open government data 
release. 

In Bremen, the focus is on social inclusion. The related public service that is meant to be co-
created is that of “elderly care” (Altenhilfe). Social Services for the public are defined in 
German’s Social Security Code5: The provision of relevant information to the senior citizen 
population is specified as part of “the work with elderly” (Altenhilfe) and aims to ensure their 
social inclusion and active participation in social life as long as possible.  

In Bremen, we will approach social inclusion from two perspectives: 

1) Information provision about Osterholz, a neighbourhood in Bremen 
facilitated by a project team of local stakeholders (local government, social workers, 
senior citizen interest groups, representatives of NGOs, cultural institutions) 

2) Information provision about old aged person (OAP) suitable living in Bremen 
facilitated by the Ministry for Social Welfare, Children, Youth and Women, Free and 
Hanseatic City of Bremen (elderly care services) 

The first perspective is very local and individual by nature, the second provides a service that 
aims to compare entities across Bremen. For both perspectives, we will support the 
facilitating organisation in the co-creation of an ICT-enabled open government service.  

For both perspectives, it is important to explore what kind of information is relevant to senior 
citizens, what information they require, and also what information they may contribute. Data 
provision may then cover (citizen2government, government2citizen and citizen2citizen). The 
information provided may for example include open data on  

• health (e.g. doctors, pharmacies, sports centres, support centres);  
• social security;  
• day-to-day activities (e.g. lunch specials, farmers’ markets, post offices, shopping 

facilities);  
• leisure and culture (e.g. meeting places, cultural and educational venues, cafés, 

recreational spaces); 
• living (e.g. residential homes for elderly, special care homes);  
• additional useful information (e.g. information and support services, police, taxi).  

While the categories of OAP suitable living options are pre-defined, the attributes with which 
they are described and the type and quality of the respective information are subject to co-
creation. Stakeholders and co-creators in this case still have to be identified and recruited. 
This process will start with the official and elected representatives of seniors in Bremen 
(Seniorenvertretung) and will include welfare organisations and building companies as well. 
Basic data about the different houses are openly available. One of the challenges in this case 

                                                           
5 SGB XII §71: Work with the elderly (Altenhilfe) (http://www.sozialgesetzbuch-sgb.de/sgbxii/71.html) 

http://www.sozialgesetzbuch-sgb.de/sgbxii/71.html
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is that there are at least four different catalogues, some online, some in print, which have to 
be validated and integrated. 

In the following, we will start to describe the recruitment phase for Bremen for the first 
perspective. 

5.1 Recruitment Plan Bremen 

 

 
Figure 7: Overview recruitment planning Bremen 

5.1.1 Exploration 

Central to the exploration phase is the mutual adjustment between recruitment and 
exploration of the field (e.g. ideas, vision). During the exploration phase, we conduct 
interviews with experts (academic, government, NGOs, intermediaries) and perform a 
literature review. In addition, a state-of-the-art survey is conducted that explores similar 
services (based on open data) in other cities. These insights will be used for developing 
cultural probes. 

In addition, a local project team is formed. Close collaboration with this project team is 
foreseen. During the Idea formation and service definition phases, regular face-to-face 
meetings will be scheduled. Part of the field work will be conducted together. At the moment, 
the project team consists of the governmental neighbourhood manager of Osterholz 
(“Quartiermanager”), a representative of the protestant church in Osterholz involved in work 
with the elderly, a representative of the local administration of Osterholz, a representative of 
an online editorial team of Osterholz. 
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Stages of co-
creation of open 
government 
services  

Tasks/sub-tasks Methods Involved 
stakeholders 

I Exploration 

1. Scoping of the 
project and 
securing interest 
of stakeholders 
who work or deal 
with senior citizens 

1.1 Understand the needs of local government and intermediaries who work with senior citizens and 
secure their interest in working with us 

Data collection on the most important needs of the senior citizens, the categorisation of their needs, the 
challenges of providing service, review of existing services, assessment of what would be a valued project 

1.2 Define service domain and geographical coverage of the application    
Domain: Orientation, inclusion and social cohesion in the neighbourhood  

Coverage: District of Bremen Osterholz 

1.3 First overview over existing services in this domain, locally and elsewhere  
Example for Bremen Osterholz: 

- District weblog for senior citizens (BORIS) 
- Printed neighbourhood reader 

- Different online and offline home directories including addresses and basic information 

1.4 Stakeholder analysis 
Target user group: All German speaking senior citizens from the district. Relevant actors:  

- Different groups of senior citizens from the district (e.g. varying as much as possible in socio-economic 
status, ethnic/national/religious background, education) to be regularly involved in the data collection and 
service development process; as a result of linguistic barriers migrant population will mainly be represented 
by intermediaries  
 

Interviews & 
meetings 
with relevant 
stakeholders 

Desk research 
 

Local 
government, 
NGOs, 
senior 
citizens, ifib 
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Stages of co-
creation of open 
government 
services  

Tasks/sub-tasks Methods Involved 
stakeholders 

 

- Active senior citizens interest groups (e.g. historical pictures, district walks) to be regularly involved in the 
data collection and service development 
- Independent expert on co-creation of printed neighbourhood-maps for senior citizens to be involved in the 
recruitment of senior citizens and in the collection of data 

-Project team including neighbourhood manager, member of local council to be involved in the recruitment 
and act as experts and intermediaries 

  

2. Secure access to 
senior citizens 

2.1 First definition of targets, outputs and value propositions  
For Bremen Osterholz 

- Co-created data collection 
- Co-created map-based application containing comprehensive and regularly updated information relevant 
to senior citizens 

- Improving orientation in, enhancing the identification with and strengthen social inclusion within the local 
district 

2.2 Assemble local champions to support project 
Establish cooperation with project team in Osterholz, cooperation with local government (Ortsamt) and 
senior citizen association  

Meetings 
with relevant 
stakeholders 
Desk research 

 

Local 
government, 
NGOs, 
senior 
citizens, ifib 

Table 3: Recruitment Plan for Bremen 
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Stages of co-
creation  Tasks/sub-tasks Methods Involved 

stakeholders 

3. Agreement on 
service (area)  

3.1 First survey of existing open data and other relevant but not yet open data 

Interviews and informal meetings with 
- city information provider (bremen.online) &  Bremen’s open data portal 

- local government & local stakeholders (e.g. Quartiermanager) 

3.2 Preliminary definition of feasible objectives and results 
Mobile website as complete application with permanent data maintenance through linked open date 
coordinated by the city portal Bremen.online 

Data collection on 
senior citizens’ 
needs, topic 
identification, 
definition of 
general 
requirements, 
value proposition 

Local 
government, 
NGOs, 
senior 
citizens, ifib 

4. Plan inclusive 
activities 

4.1 Definition of systems development method and the kind of co-creation  
See engagement plan below 

4.2 Call for participation: Required expertise of co-creators, number and rough content of workshops  

Participant information sheet6 
4.3 Advertisement and selection of candidates 

Through project team contacts, local newspapers7, local web information portal 

At information events potential methods for engagement are discussed and agreed with stakeholders 

Interviews, 
workshops, 
information 
events8 

Local 
government, 
NGOs, 
senior 
citizens, 
Osterholz 
project 
team, ifib 

5. Recruitment of 
co-creators 

5.1 Cooperation agreement (including Consent Form) 
Ensure stakeholder engagement through informed consent 

Collaboration 
agreement 

Osterholz 
project 
team, ifib 

                                                           
6 Please see Appendix I 
7 Please see Appendix II 
8 For the announcement of an information event please see Appendix II. 
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5.2 Engagement Plan Bremen 

The following figure gives a high-level overview over the co-creation process to be 
implemented in Bremen Osterholz: 

 
Figure 8: Engagement Plan Bremen 

5.2.1 Idea Formation 

Senior citizens are the experts of their everyday-life; they know those features of their 
neighbourhood, which are relevant to their life situations. But these life situations vary to a 
high degree, depending on social status, mobility etc. For example, the district of Osterholz 
consists of four different neighbourhoods, and many inhabitants do not know much about 
the other neighbourhoods, even if there may be opportunities to satisfy their needs. In the 
idea formation phase we want to get access to this local and selective knowledge and by 
recruit co-creators from different neighbourhoods expand and integrate these local views to 
a more comprehensive picture and service. Through cultural probes we want to learn more 
about their everyday-life in Osterholz, what problems and resources they detect and what 
visions they have, what inclusion means for them, how they practice inclusion, and further 
what role technology plays in their life. The cultural probes are developed on the basis of the 
exploration phase and will comprise a pack of tools that probes participants to write, record, 
scribble about their everyday life and information needs as well as asks them to take pictures. 
Each of the participants will be handed a probes bag and asked to engage with the material 
for a week. Participants are not expected to fill-out everything, but only those probes that 
speak to them and engage them. The probes will be collected after a week or two and 
analysed by our team. A subsequent interview will then allow to discuss the individual probes 
and experiences.  

We will design the probes around the topic of social inclusion. Guiding questions will be on 
the individual level: Do you feel you belong to Osterholz? What do you or don’t you do to 
feel/be included? On a group/community level, guiding questions will concern, for example: 
Where do you feel included and to whom? What kind of networks exist? What kind of 
services do you use or offer? All questions will concern also aspects of physical and digital 
mobility.  

In parallel, the Osterholz project team and MobileAge researchers will conduct focus groups 
with senior citizens to define and collect information, mainly concerning local organisations, 
which are relevant to senior citizens, e.g. institutions of elderly care, public services, 
restaurants and cafes, etc. In those focus groups, senior citizens will also be asked about what 
is unique about their neighbourhood and what places are relevant to them, e.g. where they 
go for a walk, for shopping, for meeting people.  
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Further, and throughout the next phase, the Oserholz project team will collect up-to-date 
information from relevant local organisations by sending out questionnaires.  

5.2.2 Service Definition 

In this phase, we will conduct workshops to develop and define the potential service. For the 
workshops, we will use personas to prompt and facilitate discussion. These personas are 
based on our insights from the idea formation phase and synthesise different aspects of how 
inclusion is practiced and may be practiced in Osterholz. Two rounds of persona-based 
workshops will be conducted: (1) focus on problems and needs, (2) focus on solutions and 
service requirements. 

During these workshops, we will define what additional data may be required and how it may 
be obtained. 

5.2.3 Co-design 

The (virtual) needs of the personas and the availability of the open data form the basis for the 
discussion of potential application scenarios. It is essential that the process of co-designing 
the applications will be done in several cycles, starting with general aspects and giving room 
for ideas, and then leading to the concretisation of ideas and finally to the point where 
decisions on the design will be made.  

In order to support the concretisation of potential scenarios towards the imagination of real 
applications, we will build mock-ups of applications, visualise alternative approaches, and 
show exemplary realisations of similar applications. This will help both the senior citizens to 
express their ideas and thoughts and the technical developers to show what is possible and 
how the realisation of the ideas could look like.  

During the co-design process, the senior citizens’ ideas will evolve more and more in each 
cycle and the consecutive technical realisation will develop from simple mock-ups to 
functional prototypes of user interfaces and services. 

5.2.4 Evaluation 

The prototype mobile services will be evaluated at the application sites from a user’s 
perspective of senior citizens. Focus of the evaluation will be on those parts of the service 
that have been co-designed with the seniors: the usability and accessibility of the user 
interfaces, and the usefulness of service functionality and combination of data. The quality 
and completeness of the provided data will not be evaluated. 

Applied methods will comprise, where appropriate for the mobile services, a field test, the 
execution of predefined tasks with either data logging or observation and questionnaire, and 
semi-structured interviews. 

Table 4 gives an outline of the activities that are going to be conducted at the field site 
Bremen. 
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Stages of co-creation of 
open government 
services 

Task Planned methods Involved stakeholders 
Lead in 
MobileAge 
project team 

II Idea formation 

6. User and provider 
needs and value 
proposition 

Develop cultural probes and interview 
guidelines 

Cultural probes + interviews with 15 - 20 
senior citizens, 

Interviews with topic experts & project 
team (5),  

focus groups (15 – 20 senior citizens & 
intermediaries in up to 4 focus groups)  

ifib, project team 
Osterholz, senior 
citizens, intermediaries 

ifib 

III Service Definition 

7. Service definition  
and requirements 
(rough concept) 

Definition of content and functions Scenarios & personas workshops (15 – 20 
senior citizens & intermediaries) 

ifib, FTB, senior citizens, 
intermediaries ifib 

8. Availability of 
relevant open data 
(feasibility study) 

Identification and examination of 
relevant open data repositories  

Identification of proprietary data that 
is required for the proposed services 
(availability, accessibility, 
maintenance) 

Web-search of open data repositories, 
analysis of open data catalogue, interviews  
with data owners within the relevant 
organisations 

ifib, bremen.online ifib 

9. Use case description Translate scenarios into use-case-
descriptions (UML) 

Analysis of scenarios, applicable data; 
description of use-cases with UML  FTB, ifib FTB 
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Stages of co-creation of 
open government 
services 

Task Planned methods Involved stakeholders 
Lead in 
MobileAge 
project team 

IV Co-design 

10.  Interface design 
(mock-ups) 

Co-design activities 
and creation of mock-
ups 

Design workshops, card based design, observation (15 – 
20 senior citizens & intermediaries) FTB, senior citizens, ifib FTB 

11. Prototyping 
(iterative) & open data 
creation 

Building the 
demonstrator 

Technical development and implementation; , small 
trials, observation (15 – 20 senior citizens & 
intermediaries) 

FTB, possibly supported by 
bremen.online; senior 
citizens, ifib 

FTB 

V Service and Diffusion 

12. Evaluation Qualitative & 
quantitative 

Field test, execution of predefined tasks either with data 
logging or observation and questionnaire, and semi-
structured interviews (15 – 20 senior citizens & 
intermediaries) 

FTB, senior citizens, 
intermediaries, ifib FTB 

13. Documentation Documenting the 
process Deliverables, papers, dissemination material ifib, FTB ifib 

14. Sustainability 
Sustainability and 
business plan,  
migration plan 

Deliverables and future action plan bremen.online, ifib, FTB TT 

Table 4 : Co-creation planning Bremen 
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The particular phases are scheduled as the following timetable shows and in accordance with 
the Description of Work of MobileAge. 

 
Figure 9 : Time plan co-creation activities Bremen  
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6 Field Site South Lakeland 
South Lakeland is a district in Cumbria, England. The population in the 2011 Census was 
103,658. The administrative town is Kendal and the district includes several other small towns 
such as Windermere, Ulvertson and Barrow. The majority of the area is rural and comprised 
of many small villages, hamlets and isolated properties. Our focus is on independent living for 
senior citizens. South Lakeland District Council and Age UK South Lakeland have identified 
three issues that they consider central to independent living – loneliness, transport and 
access to technology. South Lakeland District Council and Age UK South Lakeland, the major 
NGO for senior citizens in the area, have agreed to participate in our project. 

Loneliness was identified as the key issue for independent living, not only in terms of 
companionship, but also by other associated implications such as poor diet and limited 
physical exercise, which impacts on physical health and mental health. To address loneliness 
and independent living, we will initially focus our work around an award winning assessment 
(The Compass Assessment) that Age UK South Lakeland currently undertakes with their 
clients. The assessment seeks to identify senior citizens that may be at risk and considers five 
domains: 

• Locality - such as access to doctors, chemists and shopping facilities. This is ranked 
according to seasonal weather conditions.  

• Home - such as mobility requirements, refuge collection and ongoing repairs.   
• Social connectedness - such as regular contact with family, friends and local groups.  
• Financial situation - services that may require payment if there is government / NGO 

financial support.  
• Health - physical and mental health.   

The second (and related theme) identified is transport. There has been a reduction in funding 
to transport due to the recent austerity measures in the UK. This has exacerbated existing 
limitations pertaining to transport in this rural area. Lack of transport also compounds some 
of the issues pertaining to loneliness. In terms of our study, it suggests the potential for 
technology to address loneliness due to physical isolation. There is a perceived need to 
increase opportunities for online and face-to-face interaction. 

Accessing services is a third key theme that has emerged. Access relates to a number of 
dimensions. First, access relates to the disjointed ways in which services are provided within 
government and between government and NGOs. For example, services such as physical 
exercise, luncheon clubs and IT training are provided by Age UK South Lakeland, while 
benefits, handyman schemes and assisted refuge collection are provided by South Lakeland 
District Council. Joining up of services is seen as being crucial to facilitate access to such 
services for senior citizens. Our task will be to identify the priority services relating to 
independent living that are currently, or may be, provided. We will identify ways in which 
these services can be joined up. This will be achieved through a front-end interface allowing 
personalisation of services for senior citizens.   

A second, important aspect of accessibility pertains to the current lack of physical access to 
information, communication technology and the internet experienced in rural areas. 
Currently, only 17.4% of Age South Lakeland’s clients have access to the internet, which is due 
to its rural geography and limited fixed and mobile broadband connections. In contrast, the 
main towns have good internet access, indeed, Kendal has free Wi-Fi access in the town 
centre. Thus, one of the key dimensions of our project is to understand issues of accessibility 
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to mobile services for senior citizens in South Lakeland. We will compare and contrast the 
urban and city demographics. Third, financial access is also crucial as in many areas of South 
Lakeland people are on low incomes. Even for those that may have mobile telephones, many 
are on pay-as-you-go contracts. Fourth, accessibility relates to the IT literacy of the senior 
population. Many senior citizens in this area are retired farmers who have not had exposure 
to information technology during their working lives. Age South Lakeland run regular and well 
subscribed IT training sessions across the district. We will work closely with their IT trainers 
and with the senior citizens to understand the barriers and opportunities relating to the use 
of ICT by the seniors. Further, designing mobile technology front-end interfaces and data 
access that is personalised to senior citizens will go some way to address ICT accessibility 
issues. 

Age UK South Lakeland has Rural Agents who visit their clients in their homes. However, due 
to austerity measures, the majority of paid positions have been made redundant and 
volunteers primarily staff the service. Thus, one of the areas that we will explore is the way in 
which intermediaries such as family members and Rural Agents assist in providing a service to 
seniors who may not use the technology themselves or may not have a stable / affordable 
internet connection. 

6.1 Recruitment Plan South Lakeland 

Co-creation requires extensive participation of the different stakeholders throughout 
recruitment and engagement activities. Our ‘co-creation’ recruitment and engagement 
methodology is depicted in Figure 10. While our broad steps of operation will start with 
exploration of the problems with attaining independent living for the senior citizens, and will 
progress into recruitment and engagement for finally co-creating a mobile system, the entire 
process will be iterative. As a commitment to co-creation with several stakeholders, we will 
reflect and apply our learning and feedback from each step to revise our ideas, designs and 
operations along the way.  

• Vision
• Expert interviews
• Literature review
• State of the art
• Recruitment

Exploration

• Interviews
• Focus groups
• Workshops
• Cultural Probes

Formulating 
Ideas

• Interviews
• Workshops

Service 
Definition

• Workshops
• Prototyping I
• Prototyping II
• Prototyping III

Co-Design
• Interviews, 

workshops
• User tests
• Survey

Service & 
Diffusion

Recruitment
phase Engagement phase

Transitioning

 
Figure 10 Recruitment and Engagement in South Lakeland 



D6.3 Recruitment and Engagement Plan Bremen and South Lakeland 
 
 

  

 

40 | P a g e  
 
 

© Copyright 2016 <ifib> <ULANCS><FTB> 

Table 6 provides an overview of our recruitment co-creation stages. ULANC researchers will 
undertake all work in South Lakeland. The work will be divided between the CSTO and SCC. 
The Management School researchers will take the lead on ascertaining the requirements for 
services and systems, whilst the computer scientists will lead on the design and development 
of services and systems.
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Stages of co-
creation of open 
government 
services 

Task Planned methods 

1. Scope  the 
problem domain 

Data collection on the most important needs of the 
senior citizens, the categorisation of their needs, the 
challenges of providing service, review of existing 
services, assessment of what would be a valued 
project. 
Securing interests of stakeholders who work or deal 
with senior citizens 

South Lakeland District Council  
Interviews with senior managers (2), customer service staff (3), street 
scene staff (1),housing staff (1), benefits staff (1), events staff (1) , 
information systems staff (1), and  handyperson scheme staff (1). 

Workshop participants - one from each category of staff wherever possible 

Age UK South Lakeland  
Interviews with senior managers (2), Compass Assessors (2), Luncheon 
club leads (2), IT Training (2), Physical Exercise (2), information systems 
staff (2), village agents (2) (all where possible). 

Workshop participants -  one from each category of staff 
Senior citizens 

Interviews (5)  

Workshop participants - Senior citizens (15). 
Interviews with other NGOs such as the Carers Association (4). They are 
also potential contributors to the workshops 

 

2. Define Project 
Vision 

Establishing the project vision requires the careful 
analysis and specification of the problem domain - 
independent living. The vision will require clear 

Interviews (6) & meetings (3) with South Lakeland District Council and Age 
UK South Lakeland. 
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articulation to all the key stakeholders, South 
Lakeland District Council, Age UK South Lakeland and 
the senior citizens in order to clarify the project vision.  

 3.Plan 
recruitment and 
engagement 
activities 

Plan recruitment of stakeholders. This entails 
interviews and discussion with South Lakeland District 
Council staff and Age UK South Lakeland Staff. It also 
entails informal visits to social meets (e.g. coffee 
mornings or exercise clubs) arranged by Age UK South 
Lakeland for the senior citizens. 

Plan engagement of stakeholders. This will entail 
information events (e.g. IT training sessions) where 
potential methods for engagement are discussed and 
agreed upon with stakeholders. 

 
Age UK South Lakeland  

Interviews with volunteers running social meets for senior citizens 
Workshop participants - Age UK volunteers for social meets, possibly 
managers of Age UK South Lakeland. 

Senior citizens 

Informal chats with senior citizens (15-20)  
Workshop participants - one from each category of staff in South Lakeland 
District Council and Age UK South Lakeland. Senior citizens (15-20). 
Training on tablets in tablet sessions and observation (20) 

Interviews with other NGOs, such as the Carers Association (4). They are 
also potential contributors to the workshops 
 

 

Table 5 : Overview of Recruitment Plan in South Lakeland
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6.1.1 Exploration 

The exploration phase is predicated on an ongoing understanding of the problem domain as 
understood by the co-creators. We will review literature relevant to the themes that show up 
pertaining to the emerging problem domain. We will also consider any similar services that 
are provided in other cities.   

We will plan our recruitment and engagement strategy with active participation from Age UK 
South Lakeland, South Lakeland District Council and with senior citizens themselves. Initially, 
working with South Lakeland District Council and Age UK South Lakeland, we will identify and 
prioritise the aspects of independent living that they currently support, the dimensions 
pertaining to elderly living that they would like to support, and crucially, the extent to which 
these services are joined up to senior citizens. We will also review the current open and 
proprietary data that exist, or that might be created, to support these services.   

It is crucial that we allow participants to articulate and co-create what is valuable for them. 
Further, we will develop an in-depth understanding of the motivations of stakeholders for 
participating. The aim is to provide a clear vision for the project that will be meaningful to all 
the different stakeholders. Once a clear vision for each stakeholder has been established, we 
will plan and recruit our participants. Aligning the project vision with the interests of the 
project stakeholders is a crucial part of the recruitment process.  

Finally, following the recruitment of the participants from the identified stakeholder groups, 
we will plan for our engagement and undertake the co-creation workshops, interviews, focus 
group studies and observations.  Each of these steps, beginning with scoping our project and 
leading to recruitment (jointly performed with the stakeholders) is outlined in detail in Table 
(6).   
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 Step Explanation  

1 Scope the Problem Area  

1.1 Understand the needs of Local 
Government authority and Non-
governmental organisations (NGOs), 
who work with senior citizens  

• Identify and prioritise through South Lakeland District Council and with Age UK South Lakeland what 
is crucial for independent living in South Lakeland.  

• Review their existing criteria for identifying independent living requirements (e.g. assessments).   
• Identify the priority areas that mobile technology may best support (e.g. loneliness and transport) 
• Identify Access issues such as internet access, IT literacy and the specific locations for the trial. 
• Secure South Lakeland District Council and Age UK South Lakeland interest in working with us. 

1.2 Initial Stakeholder analysis • Initial stakeholder analysis of South Lakeland District Council and Age UK South Lakeland 
• Initial  stakeholder analysis of senior citizen demographics in South Lakeland (income and location) 

1.3 First overview of the existing services 
in the specified domain locally,  
nationally and across Europe 

Identify what technological and non-technological services exist, which strengths and weaknesses there are, 
and what kind of improvements may be envisaged. This will comprise of: 

- Reviewing websites, e.g.: 
http://www.southlakeland.gov.uk/ 

https://www.ageuk.org.uk/southlakeland/our-services/ 
- Reviewing the paper assessment documents used by local government and the NGOs own assessments 
pertaining to independent living (e.g. Compass Assessment).  

1.4 Initial review of existing open data 
and other relevant but not yet open 
data 

This will be undertaken to assess the feasibility of the project focus and targets. Where possible this will be 
built upon open services and data. This will include reviewing the websites of the district council, other 
governmental sources, relevant private sector data (e.g. timetabled), reports and interview data. 

2 Define Project Vision  

http://www.southlakeland.gov.uk/
https://www.ageuk.org.uk/southlakeland/our-services/
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2.1 Specify Project Vision Define overall project vision and the project vision  for each stakeholder 

2.2 Preliminary definition of feasible 
objectives and  results 

(a) This will be undertaken through scenarios at informal and formal meetings with the different 
stakeholders identified in the previous step 

(b) Co-creation of idea of ‘what’ is most needed by senior citizens and can potentially help avoid crises in 
their lives, when addressed. Here we will identify: 
- What services are most valued 

- The most valued functionalities on an app 

- Ensuring the accessibility to the services (e.g. geographical coverage and IT literacy) 

3 Plan of recruitment activities   

3.1 Final Stakeholder specification South Lakeland District Council  (Interviews and workshops (where possible) involving e.g. benefits (1), 
customer service centre (3), housing (1), events(2), street scene (1), information systems services (1), 
handyman scheme (1)) 
Age UK South Lakeland (Interviews and workshops with e.g. senior managers(2), information systems 
services (2), assessors (2),  village agents (2), luncheon club volunteers(2), IT trainers (2), physical exercise 
organisers(2)) 

Other NGOs (e.g. Carers Association, through Gateway Hub) 
Senior Citizens – choose specific rural and town locations. Range of gender, age and socio-economic 
backgrounds, IT literacy;  those with and without access to internet but who may have access via NGOs such 
as Village Agents and family members; those that are internet literate vs illiterate. We will also consider the 
variety of needs in terms of being able to attend workshops (some may have specific travel needs). We will 
recruit 40 senior citizens for participating in our project. 

3.2 Recruitment of co-creators 
 

Agreement and selection of candidates - We will hold an initial meeting with those that have agreed to 
participate to reconfirm their involvement and expectations and to agree finally on those that will 
participate.  

Publicise our events to Age UK South Lakeland’s clients. We will attend senior groups and NGO meetings to 
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recruit our participants. We will provide information about the nature and extent of their involvement, as 
well as their required expertise. 
Sign consent forms. 

Final specification of co-creation events, interviews and observations based upon the people that have 
agreed to participate. 

3.3 Definition of systems development 
method and the kind of co-creation 

See engagement plan below. 
 

 

Table 6 : Detailed Recruitment Plan in South Lakeland 
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For the first phase of research (first 12 months), there are three categories of participants 
that we have identified: Local government staff, Age UK South Lakeland staff and volunteers, 
as well as the senior citizens. We will recruit senior citizens primarily through Age UK South 
Lakeland.   

For South Lakeland District Council, we have identified a number of staff to interview and 
recruit to our workshops. These include: senior management staff, members of the property 
maintenance team; members of the benefits team; members of the customer service team; 
members of the information systems team. We aim to conduct at least 20 interviews with 
SLDC staff in total. Some SLDC staff will also participate in our co-creation workshops.   

For Age UK South Lakeland, the staff and volunteers that we have identified include senior 
staff, those working on the Compass Assessments, those hosting luncheon clubs/ coffee 
mornings, those conducting exercise clubs, those working on IT training (including ‘tablet’ 
workshops) and Rural Agents. We aim to conduct at least 15 interviews. Some Age UK South 
Lakeland representatives will also participate in our co-creation workshops. 

Recruitment of senior citizens will be facilitated by South Lakeland District Council and with 
Age UK South Lakeland. We will develop recruitment information materials for the senior 
citizens. We will attend luncheon clubs, IT training events and other social events that Age UK 
South Lakeland host, and will explain the project to senior citizens, answer any questions and 
address any concerns that they may have. We aim to engage 40 senior citizens in total into 
our interviews, co-design and co-creation workshops. All participants will be required to sign 
ethical consent forms. The detailed recruitment steps for the recruitment of participants for 
the South Lakeland MobileAge co-creation processes are outlined in Table (6). 

6.2 Engagement Plan in South Lakeland 

Engagement of all the stakeholders identified is crucial to the success of the project. We have 
established a recruitment and engagement-planning team comprised of the key researchers 
in the two different Lancaster departments, supervised by Prof. Niall Hayes. The planning 
team will be responsible for developing and revising the recruitment engagement plan 
throughout the course of the project. The team will meet regularly to plan and review 
interviews and will be required to meet before and after every workshop. It is very much a 
partnership model. Based on our recruitment and engagement methodology provided earlier 
(Figure 10), the detailed plan for engagement is highlighted in Table (7). Our project is 
predicated on co-creation and, as such, we view engagement of all stakeholders in the project 
as being fundamental to the project’s success.   

 

Transitioning between recruitment and engagement 

Transitioning from recruitment to engagement will require considerable planning in terms of 
the sequence and timing of engagements with the different stakeholder groups is crucial.   

We will carefully plan the timescales between interviews, focus groups and workshops with 
all the different stakeholders. Recruiting seniors is one crucial area of our project. We have 
planned our initial interactions with the senior citizens to take place at the already scheduled 
social/training meets for senior citizens organized by Age UK South Lakeland and South 
Lakeland District Council. At these events, we will ask which days and periods of the day are 
most suitable for participants. The responses may be specific to the localities or groups. We 
will then plan the date and timing of subsequent workshops and interviews. With regard to 
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planning the timescales for interviews with South Lakeland District Council and Age UK South 
Lakeland representatives, we will plan the sequence of interviews so that we gain a good 
coverage of each role / department and allow sufficient time to analyse the interviews and 
change the interview protocol prior to subsequent interviews. 

Each interaction with stakeholders will be considered in terms of the human and financial 
resources required. With regard to the workshops, we will have one Lancaster staff member 
for every five participants. Interviews will be typically one to one. We will also provide coffee, 
tea and cakes at these events.   

Communication is also crucial in planning engagement. We will advertise all events through 
Age UK South Lakeland and South Lakeland District Council representatives. At each 
workshop, we will publicize the subsequent event, and will ask participants if they would like 
us to remind them of details of the next event. We will also share email addresses and 
telephone contact details to provide for communication between events. Communication 
with Age UK South Lakeland and with South Lakeland District Council will be primarily through 
email and telephone. We will hold regular meetings with the key contacts in both 
organizations to review and refine our work.   

Logistics is another area that is crucial for engagement. Care will be taken to ensure that we 
develop user-friendly materials that indicate when and where our interviews and workshops 
will take place, in addition to providing information on the content of the workshops. Due to 
some interviews and workshops being conducted in rural locations, we will carefully consider 
the logistics for those attending the events, as well as the issue of physical accessibility to the 
venues chosen. 

Evaluation of the success of each engagement with our stakeholders will be undertaken as a 
matter of course during our regular engagement team meetings. We will review the aims of 
the events and consider whether we gained the information, volume of participation and the 
nature of participation (e.g. issues of trust) that we had anticipated. We will carefully review 
any deviances from our expectations and refine the ongoing engagements with different 
stakeholder groups accordingly. This may necessitate a change in the logistics pertaining to 
where and when events are organized, a change in communication channels used or indeed a 
change in the methods. 

6.2.1 Idea Formation 

We work from the principle that senior citizens themselves, as well as Age UK South Lakeland 
and South Lakeland District Council, are knowledgeable about what is important to them 
individually and collectively with regard to independent living. Through cultural probes, we 
want to learn more about what they consider are the main issues associated with 
independent living that they encounter in their day-to-day lives. We want to know what their 
current challenges may be, and any issues that they face that are not currently identified or 
provided for.   

We will look at the experiences of mobile technology use amongst senior citizens such as 
tablet PCs. We will also consider issues pertaining to access technology (internet access and IT 
literacy). The cultural probes that we will develop will primarily be done together with 
participants at our workshops. We will develop mind maps and pictures that represent the 
issues that we have identified. Early on in the project, we will ask participants to write a 
journal about any events / experiences that they have encountered which are relevant to 
independent living.  We will also provide some themes for participants to consider between 
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workshops and subsequent interviews. We will use this as the basis for future discussion. We 
are conscious that some participants may not feel comfortable undertaking such activities. 
We will take great care to ensure that all volunteers, but in particular senior citizens, 
understand that this is optional.   

In parallel, we will conduct focus group interviews and individual interviews with senior 
citizens, representatives of South Lakeland District Council and Age UK South Lakeland. 
Interviews will seek to identify challenges the intermediaries (or their clients) face in relation 
to independent living. This may range from loneliness, to transport to access to services. We 
will attend to any other key themes that emerge and build these into subsequent interviews 
and workshops. As well as feeding into the next stage with regard to service definition this 
will also lead to a potential refining of the project vision (see Figure 9). This process will be 
iterative throughout the formulating of ideas phase.   

6.2.2 Service Definition 

In this phase, we will conduct interviews, focus groups and two workshops. Here we will 
discuss the themes that emerged through the formulating ideas phase and will seek to agree 
on our analytical themes. We will then start to specify the proposed service definition around 
independent living. The two workshops will be structured around service definition. In the 
first, we will explore with participants examples of potential services, with an aim toward 
further refinement of the service definition, and the second workshop will culminate in final 
refinement of the service definition. We will develop these agreed service definitions into use 
case descriptions to provide for internal communication amongst the research team and for 
external communication with end-users and other stakeholders – and we will then explore 
the opportunities around and implications of these use cases with South Lakeland District 
Council and Age UK South Lakeland. This will provide the basis not only for agreement of the 
service definition, but also for identifying the current open and proprietary data that is 
available to support the proposed service. We will also carefully review other open data sets 
provided by other organisations that may support the defined service. Wherever possible our 
detailed services will be supported by open data.  As the dotted arrows show in Figure 10, the 
insights garnered through this stage will potentially lead to an iterative reconsideration or 
refinement of the themes from the idea formation stage. 

6.2.3 Co-design 

Based on the use cases of the defined services, we will then develop paper prototypes of the 
application. Initially these prototypes will allow us to demonstrate the interface to workshop 
participants. Based on feedback, we will then build `wizard-of-oz’ demonstrators to enable 
participants to provide feedback on the provisional choice of hardware, interface and 
services. We will ask participants to show us what worked well and did not work well and to 
provide further feedback on design directions going forward. This stage thus, will move 
(ideally) from simple mock-ups, to gradually more refined prototypes. As part of this process, 
we will seek to identify further data requirements, and the development of both the 
application and the service will also feed into the refinement of use cases or the creation of 
new use cases. This may require us to revise our project vision and service definition. As such, 
there is some iteration between this step and the previous steps of formulating ideas and 
service definition. This is highlighted by the dotted line in Figure 9. Cumulatively, the aim of 
this step is to empower the different stakeholders as being co-designers, where their ideas 
can be captured during the ongoing service definition and technical design process.  As the 
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dotted arrows show in Figure 10, the insights garnered through this stage will potentially lead 
to an iterative reconsideration or refinement of the themes from the previous two stages.  
Our co-creation methodology is non-linear 

6.2.4 Evaluation 

The prototype mobile services will be evaluated by all stakeholders:  It will be evaluated in 
relation to: 

• Usability of the interface 
• User experience 
• System requirements such as privacy, accuracy, dependability, stability 
• Emergent properties supported by the system (e.g. functionality, trustworthiness, 

increased access to public data by the elderly)  
• Generation of foundational insights into designing public services for the elderly 

Evaluation will be carried out at a workshop where users will follow specific tasks, as well as 
through interviews and through open evaluation where we will ask them to make use of the 
different services provided. We will develop an evaluation framework specific to independent 
living. This will be co-created with South Lakeland District Council and Age UK South Lakeland 
with an aim toward updating existing frameworks pertaining to independent living (i.e. The 
Compass Assessment) for the context of increasing digitisation of information and 
government services. 

The evaluation will feed into the refinement of the system in phase two of the work in South 
Lakeland and in Bremen. It will also feed into the project planning for the work to be 
commenced in Spain and Greece during phase II of the project. 

Table 7 outlines our detailed engagement plan for the three key stakeholders:  South 
Lakeland District Council Staff; Age UK South Lakeland; Senior Citizens. 



D6.3 Recruitment and Engagement Plan Bremen and South Lakeland 
 
 

  

 

51 | P a g e  
 
 

© Copyright 2016 <ifib> <ULANCS><FTB> 

Stages of co-creation of 
open government services Task Planned methods 

II Idea Formation 

1 User and provider needs 
and value proposition 

(Lead CSTO) 

Data collection on the most important needs of the senior citizens, the 
categorisation of their needs, the challenges of providing service, 
review of existing services, assessment of what would be a valued 
project 

  
Age UK South Lakeland  

Interviews in workshops with, Luncheon club leads 
(2), IT Training volunteers (2), Physical Exercise 
volunteers (2), information systems staff (2). 
Senior citizens 

Interviews via Age UK (15-20). (One-to-one and focus 
groups of 4-5 participants) 
Workshop participants Senior citizens (15-20).  

Training on tablets in tablet sessions and observation 
(15-20) 

Cultural Probes, journal entries. 
Secondary data such as documents about existing 
services, finding out about other organisations and 
the work they do for senior citizens. 

III Service Definition 

2 Service definition  and 
requirements (rough 
concept) 

Definition of content and functions Age UK South Lakeland and recruited Senior Citizens 
Volunteers and senior citizens participate in two 
workshops. 
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(Lead CSTO)  

First workshop: provision of examples and mock ups 
of some of the service definitions we are exploring 

Second Workshop: Final refinement of service 
definition 

3  Availability of relevant 
open data (feasibility 
study) 

(Lead CSTO) 

Identification and examination of relevant open data repositories  
Identification of proprietary data that is required for the proposed 
services (availability, accessibility, maintenance) 

Web-search of open data repositories, analysis of 
open data catalogue, interviews  with data owners 
within the relevant organisations 

4 Use case description 
(SCC) 

Translate scenarios into use-case-descriptions (UML) Analysis of scenarios, applicable data; description of 
use-cases with UML  

IV Co-design 

5  Interface design (mock-
ups) 
(SCC) 

Co-design activities and creation of mock-ups 

Researchers 
Design mock-ups of the application based on the 
service defined.  

 

 

6 Prototyping (iterative) & 
open data creation 
(SCC) 

Building the demonstrator 

Technical development and implementation; small 
trials, observation 

Researchers 
Build prototype 

Workshop: Demonstrate interface to participants. 

Observe participants and note feedback. 
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Incorporate in order to refine prototype. 

 
 

V Service and Diffusion 

7 Evaluation 

(SCC) 
Qualitative & quantitative 

Field test, execution of predefined tasks either with 
data logging, observation,  

South Lakeland District Council , 

Age UK South Lakeland and Senior Citizens 
 

Workshop participants - one from each category of 
staff in South Lakeland District Council and Age UK 
South Lakeland. Senior citizens (15-20). 
Test and feedback on the app (interface and 
services). 

Observe 
Final refinement (if required) 

 

8 Documentation 
(Lead CSTO) 

Documenting the process Deliverables, papers, dissemination material 

9 Sustainability 

(TT) 
Sustainability and business plan,  
migration plan Deliverables and future action plan 

Table 7 : Co-creation engagement planning in South Lakeland
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We have carefully planned our first year recruitment and engagement activities as highlighted 
in figure 11. Our Exploration phase will run between April and June, followed by the idea 
formation phase. This phase will run between June and middle of July, by which time we aim 
to start our service definition interviews and workshops involving all the stakeholders. We 
transition onto the engagement from the recruitment phase in mid-late July. Our actual co-
design workshops will begin in September where our iterative feedback-based building (of 
Prototypes and their refinement) will carry on alongside. We have planned carrying this on 
until end of October. With further reuse, tests and feedback from our stakeholders we will 
undertake the final dissemination in December 2016 and January 2017. 

•Vision
• Expert interviews
• Literature Review
• State of the art
•Recruitment

Exploration

• Interviews
• Focus Groups
•Workshops
•Cultural Probes

Formulating 
Ideas

• Interviews
•Workshops

Service Definition

•Workshops
•Prototyping I
•Prototyping II
•Prototyping III

Co-Design and 
iterative building

• Interviews, 
workshops

•User tests
• Survey

Service & 
Diffusion

Recruitment
phase Engagement phase

May June July August September October December-
January

Transitioning

 
Figure 11: Time-plan for recruitment and engagement activities South Lakeland (Year 1) 
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7 Conclusions 

In this deliverable we have outlined our understanding of how co-creation processes may be 
conducted for open government service development. We have done so by first presenting 
an overview about existing frameworks in participatory system design (chapter 1) as well as 
co-creation approaches in other contexts (chapter 2). In chapter 3 we have provided a high 
level methodology for the co-creation phases and activities for public service development 
and deployment. Subsequently, we have presented different methods for co-creation and 
mapped these with the identified phases.  

Our two pilot field sites Bremen and South Lakeland are complementary with Bremen being 
an urban setting and South Lakeland a rural area. They differ, for example, in terms of 
transport infrastructure and broadband coverage. Both field sites will follow the same overall 
methodology, yet will differ in the actual implementation and use of methods. This is also due 
to the differences in focus for each of the pilot sites, with Bremen focussing on social 
inclusion and South Lakeland on independent living. The differences in co-creation activities 
will be studied, analysed and subsequently described in deliverable D1.2 “Study on co-
creation practices” (due in month 12 of the project). For example, we expect differences in 
the development and deployment of cultural probes depending on the thematic focus of each 
of the field sites. 

The results will feed into the D1.3 “Interim Guidebook on the design and deployment of co-
creation approaches” (due in month 15 of the project) which will provide input and guidance 
for the additional field sites in Spain and Greece.  
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APPENDIX I: Example Recruitment Activities: Participant Information Sheet Bremen 

This information sheet describes the kind of involvement, the number and time span of 
workshops and the required expertise. It also details how the research will be conducted, 
what will happen to the data collected and how researchers may be contacted. The 
participant information sheets for Bremen and South Lakeland were approved by Lancaster 
University’s Ethics Committee. For the English translation please see deliverable D6.2 Ethics 
approval. 
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APPENDIX II: Example Recruitment Activities: Newspaper Article for Participant 
Recruitment 

We conduct the recruitment and co-creation activities in close cooperation with local 
stakeholders and have formed the “Projec Team Osterholz” to support our activities 
in Bremen’s district Osterholz where the first field work is performed. We were 
advised by the project team to promote MobileAge via the local newspaper which 
most of the senior citizen population reads. Ingrid Osterhorn and Johannes Irmer (in 
the picture) are both members of the editorial team of the senior citizen online portal 
Osterholz (BORIS Osterholz).  Ms. Osterhorn, who is also a member of the district 
council of Osterholz, organised the meeting with the journalist. The article is based on 
a conversation with Ulrike Gerhard from the Institute of Information Management 
Bremen GmbH (ifib).  

Title of the article: “Online and mobile in later life stages. Osterholz is participating in 
the European project “MobileAge” / Participants needed for the development of a 
portal” 

 
Figure 12: Newspaper article in the Bremen newspaper „Weser Kurier – Tageszeitung für Bremen und 
Niedersachsen“, published on the 23rd of May 2016 
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Summary of the article: 

The article announces the information event for the MobileAge project on the 23rd of 
May 2016 in Osterholz and calls upon senior citizens to participate. The article relates 
to the increased internet usage of senior citizens and promotes the aim of MobileAge 
to improve digital services through the connection of open data, mobile technologies 
and public services for senior citizens, highlighting the bundling of various kinds of 
information, its focus on the district, increased interactivity, personalisation and 
interconnectivity. It is further explained that the focus of the pilot study is on social 
inclusion. The members of the Bremen project team from ifib, Dr. Juliane Jarke, Prof. 
Dr. Herbert Kubicek and doctoral researcher Ulrike Gerhard are introduced; the 
European partner countries and Lancaster as project lead are mentioned. The article 
emphasizes the importance of active involvement of senior citizens in service 
development for ensuring that their interests and needs are fully considered. It is 
furthermore pointed out that participants do not need to be computer experts. The 
cooperation with and support of local intermediaries for the recruitment of senior 
citizens is highlighted. The article furthermore mentions the aim to develop a 
functioning prototype until the end of 2016, the planned takeover of the application 
by Bremen.de (the city of Bremens official webportal) and the funding of the project 
by the EU (€3 million for the whole project, €450.000 for ifib). 

 


	History
	Table of contents
	List of figures
	List of tables
	List of abbreviations
	Executive summary
	Introduction
	1 User Involvement between Participatory Design and Open Collaboration
	1.1 Classical Participatory System Design (PSD)
	1.2 Industrial Standard Software and Open Source
	1.3 Extra-organisational Information Systems and the Occasional User
	1.4 Co-Creation of Citizen Centred Information Systems and the Open Data Movement
	1.5 End User Involvment in the Games Industry

	2 Co-creation Approach – Origin and Application
	2.1 Co-creation of Value
	2.2 Co-Design
	2.3 Co-production of Public Services

	3  Co-creating ICT-enabled Open Government: MobileAge Process
	3.1 Phases of Co-creation
	3.2 Stakeholders and Roles
	3.3 Degrees of Co-creation
	3.4 Co-creation Plan
	3.5 Recruitment Planning

	4 Co-creation Methods
	5 Field Site Bremen
	5.1 Recruitment Plan Bremen
	5.1.1 Exploration

	5.2 Engagement Plan Bremen
	5.2.1 Idea Formation
	5.2.2 Service Definition
	5.2.3 Co-design
	5.2.4 Evaluation


	6 Field Site South Lakeland
	6.1 Recruitment Plan South Lakeland
	6.1.1 Exploration

	6.2 Engagement Plan in South Lakeland
	6.2.1 Idea Formation
	6.2.2 Service Definition
	6.2.3 Co-design
	6.2.4 Evaluation


	7 Conclusions
	8 References
	APPENDIX I: Example Recruitment Activities: Participant Information Sheet Bremen
	APPENDIX II: Example Recruitment Activities: Newspaper Article for Participant Recruitment

