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OBJECTIVE

Identify specific challenges older veterans face in 
metropolitan Phoenix, Arizona, and explore the feasibility 
of a data-driven, IoT-based solution for high-quality, low-
cost, socially relevant self-managed care. 

METHOD

IMPACT

RESULTS
▪ Affinity diagrams uncovered 13 themes, including 

barriers to adoption due to complexities, overwhelm, 
skepticism and trust issues, and privacy concerns.

▪ Three work models were created from transcript 
insights and affinity diagrams. The cultural model 
highlighted factors influencing technology use due to 
cultural barriers and suggested potential 
interventions. The artifact model mapped social 
media apps and technologies that older veterans use, 
identifying potential challenges in various use cases. 
The sequence model analyzed key tasks, identified 
steps, and pinpointed inefficiencies to understand 
execution challenges.
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▪ Contextual Design (Beyer & Holtzblatt, 1998) 
methods were adapted to collect semi-structured 
interview data, generate workflows, and ideate on 
potential solutions 

▪ Recruiting through local channels, 7 focus groups, 
and 1 workshop were conducted with 20 older 
veterans, 7 care partners, and 7 service or care 
providers 

▪ Veteran participants from Arizona underwent initial 
phone screening to meet inclusion criteria: age 50+, 
served in the U.S. armed forces, and having at least 
one chronic health condition. A $50 gift card was 
provided for their participation in a 2.5-hour session

▪ Audio recorded interviews were transcribed, and a 
virtual design session was conducted with 8 diverse 
project team members 

▪ Transcript data were analyzed via affinity 
diagramming on a virtual Miro board to identify 
recurring themes. These insights were then used to 
develop work models to represent older veterans’ 
needs, behaviors, and barriers in using technology 
and managing daily health needs.

Figure 1. Affinity diagram showing themes  from older adult veterans in Arizona

▪ This research highlights the physical, emotional, 
social, and mental health challenges faced by veterans 
and their care partners, proposing digital literacy

programs and user-friendly technological solutions.
▪ Based on our data and project team discussions, a 

customized digital calendar with simplified scheduling, 
health information tools, and cultural sensitivity offers a 
promising solution to technological complexity, privacy 
concerns, and care partner support. 

Figure 2. Left then clockwise: artifact model, cultural model, sequence model
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