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Executive Summary

Overview

Age Friendly Edmonton (AFE) has identified access to information as a key component of an
agefriendly city anchasformed an Information and Communication Working Group to ensure
seniors and those who suppdtiem have easy access to informatiadtenev and Associates

were contracted to dvelop a model and researdiased recommendations for optimizing

existing information and communication systems of organizations involved in providing services
and informationto seniors through collaborative and coordinated actions.

Throughout theProject, an engaged and participatory qualitative approach was utilized to
reflect the complex fiel@df information about senioiQrograms and servicemnd to involve
ProjectWorking Group members and other key stakeholders in some or all aspects of the
researchData was collected througiesearch conversationgterviews and focus groupan
environmental scan andliterature review Data was analyzed tgield a set of draft
recommendationghat were presented to the Working Group for feedbaakd subsequently
revised to produce the finakcommendationsn this report.

Summary of Findings

Research data confirms that whilgformation systems and excellent communications practices
matter to and for the wetbeing of seniors, one method of communicaticennotbe expected

to meet the complex information needs afl seniors.Avariety of information and
communication methodsnd technologies are required to meet the information needs of
seniors and those who care for them.

Technology can pose a barrier for seniors trying to access information. While seniors are
increasingly going onlinsomesenias do not turn to the Interet for informationbecause of
challenges such as tlwest of technology, its design, and a lack of skills to navigatetbmet.
To address these communications challenge®d design for print and digital communication
is important, as is ensuring thaaformation is disseminated through a variety of avenues to
seniors themselves and to those who work with and care for seniors. A number of studies
indicate that seniors actually prefer getting information from trusted soustesh as
caregivers, physiansandfamily members.

The information and communications field is complex. In the absence of cooperation and
collaboration among communications and information professigrhls complexity can itself

become a barrier to accesSome form of cooperatin might addresd Y F2 NY' I G A2y LINR OA
current challenges related to information gathering and verification, and inconsistencies in

AFE: Information and Communication for Seniors Pageb



terminology.Research on collaborative information sharing modeldaced two approaches:
centrally coordinated model aha noncentralized collaborative modethe latter appearing
more appropriate given the current context in Edmont&esearch data revealsat
organizations providing formation to and for seniors have a strong interespursuing
opportunities for cdbboration to achieve efficiencies, produce better information, and
enhance the professional profile of those involved in informapoovision forseniors

Foremostamong the ideas about how to collaboratgs to develop/create aetwork of

information and communications professionals working in the area of seniors services and
programming. Such a network is viewed as being able to address some of the issues relating to
overlap, duplication and inconsistenthat wereidentified in the researcland wouldbe a

vehicle for collaborative projects to improve information and communication practices.

In addition anumber of enablershat might make the work of collecting and disseminating
information easiemwere identified. These enablers includkeveloping organizational priorities
relating to communication, developing a common language among organizations, and
developing extensive networks. As well, many participants articulated a desire to strengthen
the professionalism and expertise within theld in order to ultimately better serveeniors.

Recommendations

The thirteen recommendationis this report are framed within a collaborative systems model,
detailed later in the reportthat emphasizes both collaboration and independence. Currently,
each information source for seniors can be thought of as an individual system, guided by an
organkational mandate and using a set of processes for collecting, updating and disseminating
information. The conceptual model and the recommendations to supi®development offer

a process and framework for a collaborative system that connects the existing individual
systems without consolidating them. The specific recommendations include actions that
organizations can take on their own, as well as collabeggtrojects that one or more
organizations can jointly undertake.

1. Interested agencies, organizations, and key stakeholders should form an Information and
Communication Network (ICN) to identify processes for collaboration and projects that
would benefit fom working in concert.

2. Allocate resources for an ICN Coordinator to support the development and ongoing
operation of the Network.

3. Document current information sources by creating and maintaining an inventory of all
available sources.
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Identify incorrector inconsistent information and establish a mechanism to ensure the
accuracy and reliability of information across soureeg] to coordinate the verification of
information.

Encourage and support organizations to provide information in alternative formatsble
for all seniors, including vulnerable and marginalized seniors.

Draw on pastesearch(including Phase 1 and @jat identifies the information needs of
vulnerable and marginalized seniors, argk it todevelop a plan to address needs and

gaps.

Design and develop an online information hub that contains a set of links to existing, stable
information sources for seniors that are maintained by individual organizations.

Wherever possible, modify current information sources to provide links to a#tlerant
sources and organizations to facilitate connection within the system.

Wherever possible, create shared language and terminology related to programs and
services for seniors, and include a glossary with the information source.

10. Support provision oéducationfor information providerdo enhance knowledge and skills

related to communications with seniors in the information and communication field.

11.Develop standards and tools to collect data about users of information sources and

evaluative data aboutiser satisfaction.

12.Develop guidelines for communication strategilkat are effectivewith seniorsand ensure

these guidelines are incorporated into information sources.

13.Create an online repository for sharing tools and promising practices for information

A

providersA y Of dzZRAYy 3 (K2a&aS RS@St21JSR GKNRdzZAK GKS
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1. Project Background and Goals

Cities across the globe are taking action to enhance the health and participation of seniors as
GKSe 3Sd 9RY2yY i 2 ywarkd HERhDIryahizatoS\WHO) Gldbal Nekdrk of
AgeFriendly Cities and@iheVision for an Agé&riendly Edmonton Action PI@&SCC, 2011)

provide important support and direction for projects and initiatives directed at improving the
well-being of seniors.

Age Frienty Edmonton (AFE) has identified access to information as a key component of an
agefriendly city. AFEhasformed anInformationand Communication Working Group ensue
seniors and those who support them hesasy access to the information they ne@dhen they
requireit. In 2013 the Information and Communicatioworking Group embarked on Phase 1
of a threephase projecto enhance information for seniors. The objective of Phase 1 was to
explorehow seniors access informatiatie resourceghey use and how thegreferto access
information.

In February 201%Zenevand Assaiates was contractetb undertakePhase 2f the project,
initially aimed atcreatinga comprehensive, cohesive information services system for print and
digital materia$ for dder adults in Edmonton.

All phases of the Project were guidedd?iProject Coordinator who is a memberAFE) a
Information and Communication Working Grqugmd theProject Working Group recruited
specifically for Phase 2

Information and Communications

1.1.Project Goals
System

Thegoalsin Phase have been dynamic, shifting in
response to learning throughout theroject As is the
case in any good gagement process, the voices and
perspectives of those involved in tiRrojectinfluenced
the process as it emergexhd shapedhe Projectgoals
in significant ways.

Project goalsvere originally oriented towards a singulg
comprehensive model for communications and
included

1 Establisha ProjectWorking Group to guidéhe
Projectat each stagend fosterlearning and

communicationamongstWorking Group

For the purposes of this Project, an
information and communications
systemconsists othe processes
required tocollect and update
information for aspecific information
source, and tB mechanisms to
distribute the nformation source.

An example of an information and
communication system the set of
processes required toollectand
updateinformationfor{ ! D9 Qa
Directory of Seniors Services (the
information sourcejpndthe
mechanisms used to distribute the
directory.

AFE: Information and Communication for Seniors
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members

1 Develop recommendations for enhancing the delivery of information that is needed by
and relevant to seniots

1 Develop a plan for a sustainable, comprehenso@rdinated communication model

Early in theProject, research findings from the literaturaJong withWorking Group and
stakeholder consultationgevealedthe incredible complexity of the communication and
information systems that touch in some way on information for seniosdmonton.This
learningledto a shift in theProjectgoals. While theverall aim of improving communication
and information systems order to better serve seniors did not change, tieal ofdeveloping
asustainable, comprehensive, coordinated commuatien modelshiftedto the following

Project Goal:
Develop anodeland researckhased recommendationfer optimizing existing information angd
communication systemsf organizations involved in providing services and information to
seniors through collaborative and coordinated actions.

1.2.Project Overview

The Project was designed to enable responsive shifts as research results unididexitial
findings of the Project led to revised goals, which were carried into the first round of data
collection. These goals were developed more concretely through the analysis of data from the
first round, and brought forward in the second round @ita collection. The data from the

second round was analyzed and shared with the Wort@ngupfor verification and
contextualization. The findings from the two rounds of data collection were used to develop a
set of draft recommendations, which were presed to the Working Group. Feedback from the
Working Group was incorporated into the final recommendations included in this report.

1st round of datal

collection; WG Meetings
WG Meeting 2 3and 4
wRFP Goals wDraft
Documents wFinal Report
wRevised
) Goals AT Phase 3:
WG Meeting 1; 2nd round of data medmgS Implementation
Literature anq collection;
Document Review Literature Review

Figure 1: Project Overview

AFE: Information and Communication for Seniors Paged



Figure ldepictsthe recursive nature of the research design, the process of data collection and
Working Groupnvolvement, most of which took place through Working Group meetings.

1.3.Project Working Group

As the diagram above demonstrateBetWorking Grouphas been an imgrtant touch point
throughout the researclprocessand study participants have been engaged in multiple
discussions, each building on one another. phi€ess providedpportunities to shape and
reshape ideas for optimizing systemsdto build excitememand supportfor the
implementation phase.

WorkingGroup members were recruited by the Project Coordinateith an eye to including
professionals involved in information and/or communications activiig#&ith organizations
that provide information orservices to senior&ecruitment continued throughout thBroject
as new organizations and information providers were discovered.

Therole of theWorking Groupvas to guide Phased the Project participate in the research
aspect of theProject andshare information and resourceisat might contribute to theProject
goals.To guide the Wrking Groupparticipation in thisProject aWorking GroupCharter (see
AppendixA) was shared at the fird&/orking Groupmeetingand revisited when th&roject
goak shifted

WorkingGroup members included representatives from the following organizations:

=

Alberta Health (Ministry)

Alberta Health Services

lf 0oSNIIF {SYyA2NRa /2YYdzyAGASa g | 2dzaAy 3
Alberta Senias (Ministry)

ASSIST Community Services Centre

City of Edmonton

Edmonton Seniors Coordinating CoufesCC)

Greater Edmonton Foundation for Seniors Housing

Seniors Association of Greater Edmonton (SAGE)

United Way of the Alberta Capital Region

=4 =4 4 -4 48 4 45 95 -9
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2. Data Collection

This section outlines the methodology and methods used for data collection.

2.1.Methodology

Given the interest in both process andncreteoutcomes expressed in the Project RiF#s
researchwas designedsan engagednd participatoryqualitative study. Qualitative research
aims to understangghenomena often with an eye to context and complex{i@reswell, 1998)
Qualitativemethodologywas chosen in order to enablenevand Associate® unearth and
explore the complexitiesf different work environments, organizational cultures, information
collection and sharing approaches, araluation of collaboration on the part tfhe Working
Group

An engage@nd participatorygualitative appr@ach adds an additional dimension of complexity
to the researchmovingbeyondone-way collection of data from study participants to involve
participants insome or all aspects of the researth this study, many research participamtiso

sat on theWorking Groupand therefore played a role in shapitige researchaims, provided
feedback and contextualized findings, and helped to make sense of the research implications

2.2.Methods

Research data for thiBrojectwas collected through a variety of mechanisfgarly in the
ProjectZenevand AssociateBosted a conversation witiVorking Groupmembersand
facilitated a mappin@f their connections Data was also collected throughscan of
information sourcs, a review ofacademic andjreyliterature (which was augmented after the
changein program goals), angksearchconversationghat includeddiscussios with Working
Groupmembersand other stakeholders

2.2.1. Mapping Working Group Member Connections

Working Groupparticipants were split into small gops of 24 and asked to develop a visual
map of theirprofessioral and organizational networks and lines of communicatime
purpose of the mapping was identify participant€¥arious contextsad connections in order
to identify key access pointer Zenevand Associate® begin tapping into the collective
wisdom and knowledgef Working Groupnembers.The mapping exercis@as also intended
to surface any gaps Working Groupmembership.Themapping was purposely opesnded,
andparticipantswere given the following instructions:

1 What networks and connections do each of you have that might relate to the goals of
the Projec®?

AFE: Information and Communication for Seniors Pagell



1 Think broadly about other tables you might sit at that may be relevant to the
development and implementation of an informati system for seniors.
1 List these, or create a map with linkages

2.2.2. Scan of Information Sources

Early in theProject Zenevand Associatebegan an environmental scan ioformation source
for seniors.The purpose of the environmental scan was to idenpfynt and digitalinformation
sources currently available for Edmonton seni®s a stating point,Working Groupmembers
were asked to identify sources of information that they were aware of, and how that
information is collected or disseminate@his ifiormation was supplemented biyternet
research In addition,during thefirst round of data collectiomesearch participants were asked
to identify information source through the following questions:

1. What is your role in your organization and how doa®liate to information for seniors?

What information do you collectPlow do you collect it?

How do you disseminate it? In what format(s) do you disseminate it?

Who uses this information?

What barriers or issues do you face currently in this?

Whathelps you, what are the enablers?

How might you envision us working together to optimize provision of information to

seniors, service providers and caregivers?

8. Who else do you think it would be good to talk to about the provision of information to
seniors, service providers and caregivers?

No ok wbd

Information ®urces and supporting information was analyzed to identify those soutttats
met the following inclusion criteria: thegre specificallyrelevant to seniors, substantial in
scope, from a reliable sourckave a mechanism for regular updates, are widely distributed,
and have information that is stable over timgources identified for inclusion were detailedain
table and shared with research participantsasgecond interview to confirm the accuracy of
the information, identify any gaps oadditionalsources

From this informatiorwe developed dist of the maininformation sourceqboth print and
electronic) available to seniors in Edmonton.

2.2.3. Literature and Document Review

LYAGALFfVRI! BFBBINGIS2 1 || NS Sastiaablacompteheastvéyd ( dzNB
andcoordinated communication model¢ KS LJIzZN1J24S 2F (KA A NBOASS o
Y2RERAAYLE B WEBHER Y2y NBIA2yS fSaazya RSNV SR A
FYR S@lLfdz2 GA2y 2F GBS YSYRS Y SR INENERDEA MISHSS & & &

t N2 2800 & 4 K& ¥ K &mad inpravikgScommunication and information systems
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with an eye tabetter serving seniors remainettowever, Zenewand Associatewas now tasked
with a revisedesearchgoat identifyingways to optimizeexisting communications systems,
includingpromising opportunities for collaboratiohis revised goal expanded our literature
review activities.

The review of theiterature was completed using multiple searches of grey (domestic and
international) andacademiditerature from studies within and outside of Canadkhe following
terms were used to search for relevant materials:

Access to information and the wddkingof seniors

How seniors gain access to information

Information systems for improving the wadeing of seniors

Research into barriers and enablers to seniors accessing information dmi¢neet
Gomprehensive communication models

Collaborativanformation systemsfor seniors

Collaborativanformation disseminatiorfor seniors

Communicating witlseniorsin Canada

Olderadults, Canadainformation

=

= =4 4 -4 48 8 9 2

2.2.4. Research Conversations

The data collection plan was amended to accomplish the revised goals of the pitject.
research conversations included the following:

1 The Working Group met four times during the Project, and the discussion during
meetings was included assearch data

1 Sevenfocus grougand 14 individual interviews, which took place in person or by
phone.

1 Interviews were conducted in two rounds. most cases participants were approached
multiple times throughout théProject

In the first roundof data collectionresearch conversationgere conductedby Zenev and
Associatesn partnership withthe Project Coordinatqrwho participated as a researchefhe
purpose of tlese joint conversationas to support the processutcome of capacity building
and learning, asvell as the goalsf building cdaborative relationships angarticipatory
inclusion in the research process.

In the second roundf data collectioninterviewswere conducted by Zeneand Associates
only. Participants were provided with interview queshs, a draffproposal foran Information
and Communicationséiwork, and alist of information source in advance of the interview.

AFE: Information and Communication for Seniors Pagel3



Questions from both rounds of interviews, along with supporting documents, can be found in
AppendixB.

Overall, endifferent organiationswere representedn the research conversationsicluding
1 Alberta Health (Ministry)

Alberta Health Services

Alberta SenicR & / 2 Y'Y dagusitigMSsaciation (ASCHA)

Alberta SeniorgMinistry)

ASSIST Community Services Centre

dty of Edmonton

Edmonton Primary Care Network

Edmonton Seniors Coordinating CougesCC)

Seniors Association of Greater Edmonton (SAGE)

The Support Network

= =4 4 4 48 8 5 9 -2
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3. Literature and Document Review

In this section we report oacademiaesearchgreyliterature, projects, and initiatives that

address information and communication as it relates to seniors and theibseil.

Information and communication is identified as one of eight key topic areas in the r&bainal
AgeFriendly Cities: A Gui@&/HO, 2007)The information and communication needs of seniors
YR (K2aS ¢gK2 f 2 Jifovdbgyend GddiNdsal chrcdids SukhSay residential

or communitybased aged care services towards access to appropriate health and social

services as wkhs recreation and leisure activities, transport, tourism, and lifelong learning to
YSYGA2Yy 2dzad | FS6¢ 6/ 1 6GKNFZ MphpZ LI dnovd

3.1.Introduction

Theacademiditerature relating to information, communication and seniors is not as well
developedas other moregeneralized research on this subject. However, an increasing and
more complex body of knowledds currentlyemergirg, which will be useful for those who are
engaged irdesigningagefriendly programs and communities.

Grey literature is also increasing as the WHO-Rgendly Citiesitiative is taken up by
municipalities around the worldVorld Health Organizatiomunicipal, provincial, and project
websitesdealing with services for seniors or afgeendly projectsprovide important access to

the workbeing done to improve théveability of Who is a ‘senior’?
cities for seniors. Thetermwa Sy A 2 N OF y 0§
anyone from a healthy, mountain climbing
In this section we report on several key themes 60 SIFNJ 2t R 02 | FN
emerging from both grey andcademiditerature: | Differences within the senior population

] o ] include many factors such as health,
T InfoNXY I GA2Y YIF U0USNR U Z physical ability and mobility, linguistic, j y 3

1 Internet communication technologies and | cultural and refious backgrounds, sexual
seniorsnot a panacea orientation, citizenship status, length of

_ . GAYS Ay /FyERIES 8§
T (hallengesandbarriersto communicating access and process information is mediat
with seniors by much more than their chronological ag

1 Enablers tacommunicating withseniors and information and communication

1 Collaborating to improve communication | SyStéms need to consa the breadth and
complexity within this demographic.
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3.2.Key Findings from the Literature
3.2.1. Information Matters to Seniors’ Well being

1 00Saa G2 3F22R AYTF2NXIGA2Y A& | 1Se &) OG2N Ay
2009. However, access to information cannot be conflated with better social and health
outcomes for seniors. For example, access to informadlmout a service or prograhoes not
directly translate intancreasedaccess to the service or program in question. Act@ss
programsis dependent upon a humber of other variables including cost, relevandergency
of need.
GYy26f SRIS | 62dzi aSNBAOSAa GKIFIG FNB FOFAfIl of
attitudes about accepting help, and costs of accessing services are among the barriers that
have emerged in many of the studies (Min€a€rose 1996 p.58).¢

Therefore A Y F2NX I GA2y Aa 2dzad 2yS FILOU2NJ Ay &aSyAz2NH
following outlines the current statef how seniors access information, what some barriers to
access might be and some promising practices to enhance information flow.

3.2.2. Information and Communication Technology for Seniors: Not a
Panacea

While Internet use amongst seniors has steadily risen since the beginning of the {fivenhty

century (Hallows2013) as a rule seniors are not heavy users ofltiternet for gaining acess

to information about health and wellness (Everingh&®09 Goodall, Ward& Newman 2010

Hallows 2013). In llows®(2013)4a 1 dzReé 2y &ASYA2NHEQ dzal 3S 2F RA3IA
VEGA2yazr GKS FAYRAY3IaA RSY agteépinidd ainusand thei & RS & LIA
Internet has not had an aihcompassing influence on the ability of seniors to make informed
KSIfGK RSOAaAA2yas gKAOK Aa GKS dzZ GAYIFGS LINERdz
Therefore while thelnternet can be usefiufor distributinginformation (and mayarticularlybe

of use for caregivers who are accessing information on behalf of seniors) it is not, at this time,

the best way for seniors to directly access information. This research appears to recommend

against bcusingsolelyon technological solutions, such as an online informapontal, as the

solution to informationprovisionfor seniors.

Additional research indicates that male seniargl persons with a partnetthose witha higher
level of educationand/or aprofessional occupation (veetired or homemaker) are more likely
to engage in Internet use. Selwyn et al. (2ZD@und that males, younger seniors (@0),
married persons with no lonterm illnesses and those with higher educatiware more likely
to be online.

AFE: Information and Communication for Seniors Pagel6



Alternatively, the more marginalized the senitite less likely they are to turn to the Internet

for information or guidance. Research with immigrant, frail, and impoverished seniors (Goodall,
Ward,& Newman 2010 Hallows 2013 Minear & Grose 2008 Sourbatj 2009) demonstrates

that at this point in time, online information is less likely to be accessed by these seniors. The
digital divide (FriemeR014)for seniors is less likely to simply fall along the lines of age (older
and younger sniors)and morelikely related to socieeconomic factors that marginalize seniors

in other ways.

Information and communication technology (IC&n be helpful to service providers and
agencies. Websit portals, repositories, and so forth can enablested contacts to discern
and share, in a timely fashion, information required by seniOrgerall,Internet portals for

& Sy A 2 NE QshdRldl beBrdhé maktdp&rta future-oriented strategy, although there is no
doubt that some seniors are already adopting iatessnformation about health care and
social programs.

3.2.3. Challenges and Barriers to Communicating and Sharing Information

There area number offactorsthat createchallengedor those providing information to and
communicating with seniors: the amount and complexity of information that requires
RAAaSYAYlIGA2YyS GKS Ylyeée a20Alt FTyR 20KSNJ Tt O
access and process infoation, and technologies of communication.

Increasing complexity and amount of information

The intersection of an increasing array of services and requirements for accessing services, plus
an array of information sources and typésis resulted in a complexformation field. Often

services and programs intersect and conflict with anetheror have complicated

requirements for access or participation. For examplee® immigration status will have an

effect on if, how, and when one can access pensionsodmer supports. In this exampléhe

senior has to decipher information relating to immigration as well as information relating to
pensions. Additionallythe senior may have to navigate more than one layer of government
regulations (for example federahd provincial regulations).

There are many such examples where seniors may be navigating multiple systems
simultaneously to gain the information required to address a question or concern: income
supplement programs and housing, income supplements andprartation, health and

housing or transportationgr immigration status and access to language learning. These are all
examplesof interlocking systems, and this complexapnecan act as aignificantbarrier to
accessing information (Hallon2013).
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Seniors health status, income, and language skills

In addition to acomplex information fieldwhen we recognize the diversity of theS y A 2 NA Q
population the requirements for a comprehensive, effective, and equitable information system
become even more chiahging.Seniors occupy every strata of society and their capacities to
access information vargonsiderably Poverty, frailty, immigrant/newcomer status, and various
issues with literacy are all factors that shape the way seniors can and do access fil@iorma
(Frieme) 2014 Goodall, Ward& Newman 2010Sourbatj 2009). While many seniors have the
opportunity to gather information from a variety of sources dma/ethe social networks that
enable them to vet the information, other seniors have neither access to information (print,
digital, nor telephonic) nor the social supports through whindy mightgain access to
information.

When many barriers are present dite same timethey compound the challenges of
communicating vital information to seniors. For example, translation of materials into another
language may not be sufficient if that senior has limited vision, or is not literate in their own
language, or doesot get out to a place where they might encounter the print material.

Technology

While online access seems to mitigate some of the barriers posed by limited madbéityost

of and skills necessary for effective usargbrmation and communications thnologiess

often not present in seniors who are marginalized for one or more reagbosplex phones

and computersalsopresent barriersfrom design and font size to economic restrictions to
O0Saad LY (GKSaS OANDdIzYadoByDSaENNBEBNISOKYDODS
(Everingham et al2009, p. 83). The explosion of digital information technologies and online
information portals has not translated into easy access for serd@Previously mentioned,

Ght RSNJ LIS2 L)X S 3 Sy Hids feds thandbdse in Rolirger dge graupsS OK y 2
(Goodall, Ward& Newman 2010, p. 28) so reliance on this type of information and
communication system will by default exclude a significamhberof seniors from having

direct access to the information theneed.

3.2.4. Enablers to Communicating with Seniors

Design

There are a number of design elements that have long been understood to be central to
developing good print communication for senipb®th for printed materials andnline text .
Forexample the Government of Canada has excellent guidelinesdarmunication with
seniors AgeFriendly Communication Facts, Tips and Ideasy.hss.gov.yk.ca/pdf/afcomm
commavecainegng.pd). Attention to font sizgpage layoutcolourand usingmages that are
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representative of diverse senioase examples ofmportant elements in ensuring that
information isappropriate for thetarget audience.

Web-based resources must also attend to rgational designand there is emerging research
on the kinds of designs that work well for those who are not familiar with-b@fed media,
including many seniors. The National Institute on Aging and the National Library of Medicine
have published an accgble resource Wth an extensive bibliographaking your Website
Senior Friendly: A Checklstvw.nlm.nih.gov/pubs/checklist.pdlfwhichoutlines basic

elemerts of good web design

Relevance: Just in time access to information

According to Everinghamet@ Hn nncpv X aLiG Aada 6ARStE@ F3INBSR UKL
STFSOGADS (GKS AYyF2NXNIGA2Y LINPOARSR Ydzad 0SS NB
important aspect of relevance ikdt it comes at the right timahat is, information is deemed

G2 0SS NBESOlIryd AF Al A& NBtSOlIyd G2 aSyiaAzNaRQ
(Cawthra 1999, Everingham e#l, 2009). For some seniors,ding presented with information

about some possible future need can simply be overwhelnifrigis is the casehbse around

the senior need to be well informed in order to help determine when information is timely.

Diversity of sources

Generally speaking, seniors prefer to have aetgrof access points and formats for gaining
information relevant totheir concerns and interests. This includes what the literature refers to
as#usted source® personal or professional individuals with whom the senior has a
relationship and a histgrof receiving sound informatigsuch as family members, caregivers,
andwell-known professionalsTherefore depending upon the issue being faced by the senior
and their life circumstanceshe senior may turn to print information, a telephone informatio
line, a website, a neighbour or family member, or their medical professional. T$m@oe

research to indicat¢hat a single source of information, such apatal, would improve access

to information or the wellbeing of seniors. Rathgihe literature shows that good information,
made available in a number of formats aada@ | NA SG& 2 F & A (oSchallaEcgsONB I & S 3
to information (Neal & DeLaTorr@007).As Goodall, Ward, and Newman (2010) wrateX 2 dzNJ
study population did not use ICT tocass information, but nevertheless obtained access to the
same information via different routégp. 31)

Make reliable information sources widely known to seniors and those who care for them

While the WHQ2007) report on agefriendly cities suggests thatt S2 LJX S g1 y i Ay T 2 NN
be coordinated in one eagp-l OO0S&da ASNWAOS GKIFIG Aa gARSte& (y?2
(p. 61), it also points out that local infrastructure, senf@ecial location, ability, and health
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status will also determine theirmlity to access information, evahthat information ishoused
in awell-publicizedportal.

A number of studies indicate that seniors actually prefer getting information from trusted
sourcescompared to other formatsOne way of ensuring effective infoation dissemination is

to ensure it finds its way to those who work with and care for seniarthis regard, ICT or
comprehensiverint guides are very helpful to service providers and agencies and enable them
to more efficiently pass on in a timely aagpropriate way the correct information required by
seniors¢ KS &S wa NAkEGd8det seniors to information that is specifically relevant to
them.

3.2.5. Collaboration and Information Sharing

The literature on collaborative information systems fonmes is scarceas it is a specialized

subset of research pertaining to information sharing and senharsisincreasingas global

demographis shift and senior populations increas@/e lookedfor research on collaborative

information sharing models isocial service sectoraore broadlyto supplement the scant

research in thespecificc NBI 2 F & Sy A 2 N Qis seSionidva geSeraltipds GFA a A 2 Y ©
information-sharing approaches are presented: centrally coordinatexdielsand nor
centralizedcollaborative models.

Centrally coordinated models

Centrally coordinated models can range from complex electronic portals to phone lines to
bulletin boards to directories. Thgoalof this type of system is to create a central

clearinghouse for informatio (e.g. in local newspapers, on a website, at a grocery store) and to
encourage the collection of information that one site. The advantages of this type of system

is that information can be vetted for accuracy and appropriatenessiaaiseniors can fnd the
information they require in one site, rather than having to visit a number of literal or figurative
places to find information.

Portals can be mulfiaceted (like senioportals which bring together information on a

number ofdifferentissues ad services) ounidimensional (such as a diabetes portal). In North
America there are a number of onlinseniorgportals often sponsored by a level of
government. The City of Ottaweas amultifacetedsenior€portal (coaottawa.ca Professionals
and senioralikecanvisitthisportal to learn about age friendly initiatives and find resources on

aging

TheMcMaster Portal for Optimal Aging is an example of a more focasedidimensional
information site www.mcmastepptimalaging.org). Thishealth related sitevets information
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on health issues for readability and reliability. The general public can registhe siteand be
alerted when new informatiomn specific topics of interest becomes available.

There arealsogood examples of portals in Portland, Oregagdfriendlyportland.org), the
Province of Ontariowww.seniors.gov.on.ca/en/index.phpandthe City of Montreal
(ville.montreal.qc.ca/portal/page? pageid=5798,131471594& dad=portal& nsehk®ORTAL
The Canadian Motor Association has a single fpoul for senior drivers
(seniorsdriving.caa.g¢and the St. Albert Public Librafwww.sapl.ca/greassitesfor-
seniors.htm) sponsors a portal for local seniors.

The increase ithe number and typsof portals targeting seniors is consistent with research
that demonstrateshat more seniors are gaining access to and using the Inteémgét
information.

Collaborative Systems Model

Because collaborative projedis developcomprehensive online portals are onplst emerging
and requirea kind of coordination that can be challenging for a communications field that
crosses sectors argervice types (direct, policy making, eteve turned to research on other
types ofcollaborativeprojects and processés inform a possible framework for the Edmonton
context. The work of Herbert and Mackenzie (2014) proved fruitful in its descriptiegmd
research on aintegratedservice deliverynodelthat couldeasily be adaptetb createa
collaborativeinformation and communication system for senidist addressesome of the
challenges and barriers outlined in the literature.

In The WayForward the authors draw upon the metaphor of the London Underground to

describe a comprehensive system that allowsifbegrated service delivery aridformation

sharing, while respecting multiplicity and autonomy within the service provision community.

¢KS 1Se (2 & dzO KretlearanbonatisnptbwaysSTaeSeOnd dravide services
andinformation (agencies, levels of government, program providers, etc.) work togtther

make it possible for users of the system to enter into it fromany@uNJ 2 F Wadl A2y aqQ
the providers of services (and therefore information) communicate with one another. The

service providers also work to develop coherent language and shared understandings of how

larger systems such as housing and transportafiorctionto ensure each partner in the

system is sending a message that is consistent with the others.

Anotherstrengthof this model is that agencies retain local autonomy, and there is recognition
that each serves a particular community or a specifiechés with the London Underground,
regardless ofvhere you enter the system, yatantravel to any other station if you have a map
of the system and understand how the pathways work.
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This type of system allows for a shawgtterstanding of thessues ad worksbestwhen there

are strong relationshipamongst the network partners. A networké&formation and
communicationsystem requires that network members ask themselves questions:What

are thekey issues in information sharing and communicatiomolur jurisdictiorK @ndWK2 ¢ Ol y
O2ttF02NXGA2Y YIS tAFTS 0SOGGSNI F2NJ A4SYyA2NA Y

3.2.6. Conclusion

While the field ofresearch onnformation and communication as it relates to seniors is
currentlyemergent, there are a number of studies which suggest the way towards
communicationpractices that account for the complex identities and needs of seniors and the
equally complex networks of services, programs and information relatsdn@rs andaging.

Seniors are diverse and have varied information needs. This diversgtybe accounted for in

any model for information and communications with seniors. ¢beaplexity of information

that requires dissemination, the many social and other factors thaeheplications for

ASYA2NEQ OF LI OAdGe (2 | @dsSkEndationsoRechddb@@sball a Ay T2 N
pose challenges to communication with seniors. By harnessing esablen as design,

relevance, diversity of sources, and wide disseminabibimformation, organizations can better
communicate with seniors while also respecting their diverse information navigation skills and
preferences.

Models for collaboration in the provision of informatiémand about seniors include both

centrally coadinated and collaborative systems. Both models have merit, and are being used in
different contexts. The most important consideration for the development of a model for
information and communication for seniors in Edmonton, then, is to identify a modeish

best aligned with the local context.
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4.Discussion of Findings

As mentioned earlier, the original goals of tAeojectshifted early in the research process. As a
result of learning about the costs and challengesreftinga comprehensive systenté
complexity of the field of information andboymunications for seniors, armeécognition of
intersectoral differences in ability to reshape policies and processes, the Project Coordinator
andWorking Groupmembers recognized the need $hift the focus othe Project

While theoverall aim of improving communication and information systeémsrder to better
serve seniors did not change, theal of developing a sustainable, comprehensive,
coordinated communication modshifted to the following:

ProjectGoal:
Develop a model and researttased recommendations for optimizing existing information and

communication systems of organizations involved in providing services and information to
seniors through collaborative and coordinated actions.

This sectiomprovides a summary and discussion of the findings of the resdmsdd on the
revised Project Goarl he findings are based on feedback from all research participants, with the
exception of the visual maging activitywhich only included Working Group members.

4.1.Findings - Complexity of the Field Connections
4.1.1. Visual Maps

The complexity of théeld of information and communications for seniors was elicibsgd
Working Groupnembers visudy mapping their professional and@anizational networks and
lines of communicationn total, three maps wer@roduced.Photcs of the results of the visual
mappingexercise are included in Appenddx

4.1.2. Findings

Analysis of the visual maps reveatéeé incrediblecomplexty in the networksand lines of
communicationbetweenWorking Groupnembers as well ashe lack of connectionbetween
sources of information for seniors and between organizatiocoitecting and disseminatg this
information.

Complexity of networks and lines of communication

The sheer number and diversity of network actors, communication lines and sources of
information for seniors was immediately obvious in the visual méyisle there was some
duplication of network actors, organizations and information sources athesthree maps, in
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many cases they were divergent. Each map included different actors and sources of
information. While this finding was positive in that it pointed to the diversity of Werking
GroupY SYOSNRQ ySig2Nylaz Al leldthahwadyiddyadtiSpated:
Given this complexityyWorking Groupmembersimmediately remarked that any attempt to
create a single comprehensive system was going to be problematic.

Lack of connections

The visual maps included a number of organarad! interconnections. However, they also
revealed many disconnected network and communication lines that indiGatack of
coordination amongst organizations.

Duplication of efforts

As Working Group members discussed the visual maps stineguplication in many of their
information collection efforts. Information was beigllectedin isolation instead of in
collaboration- for example a new information source was being develog®done organization
with clear connections to the work of o#i organizationsyet this work was not known by
thoseothers. Thisindicatesa lack of information sharing about existing and upcoming
programs and activitiesyhichis a precondition oéffectivecollaboration and partnership
development.

4.2.Findings - Information Sources for Seniors

Anenvironmental scan wasonductedto identify keyprint and digitalinformation source
currently available for Edmonton seniofiis section includes a summary list and some key
observations about theources.

4.2.1. List of Information Sources for Seniors

In total, we identified16 key sourcesnaintained by 2 different organizations. The following
table provides a summary of theformation source. A more detailed list with adtional
information about eactsourceis includel in AppendixC.

Information source Organization IS S liel
9 Method
1. Information for Seniors Alberta Health Services Website
2. { s_y;\ 2 NAR Q ¢ NI y a LJAlberta Motor Association (AMA) Website
Guide
3. Alberta Provincial Seniors Housin¢Alberta Seniors Communities and Online database
Directory Housing Association (ASCHA)
4. Alberta Seniors Directory Alberta Seniors Directory Printed guide
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5. City of Edmonton Services for

: City of Edmonton Website
Seniors

Seniors CentreGuide City of Edmonton Website

Recreation and Wellness Director
for Older Adults (Formerly the
Physical Activity and Recreation
Directoryfor Older Adults)

Printed guide;

Edmonton Seniors Coordinating Cour :
website

8. 211 SeniordnformationPhone Line . .
. Canadian Mental Health Association .
9. Resource$or Seniors and Older (CMHA Phoneline
Adults, May 2015 (1 page)
10. Housing information GEF Seniors Housing Website

Governmenbf Alberta, Seniors

Department Website

11. Seniors Services and Housing

12. Seniors Programs argkrvices

. . Government of Alberta, Alberta Senio Website
Information Guide

13. Alberta- Information for Seniors

14. Services for Seniors Government of Canada Website
15. A Guide to Mobility and Medically AtRisk Driver Centre (MARI :
: . Website
Independence University ofAlberta
16. Directory of Seni@Services Seniors Association of Greater Website and
' Y Edmonton SAGE Printed directory

Table 1: Summary of Information Sources and Organizations

This list does not includsources of information that are relevatd and may be used
extensivelyby seniordut are targeted to the general publ{e.g.Health Link, a 24/7 phone line
that provideshealthinformation). Other sources that are not included are omtfegt may not be
widely availableor are updated very frequentl{e.qg.lists of family physicianggrogram
directories from seniors centres and other service providers,.ditajy organizatioe maintain
informationfor their own needgagency information for referralsy cial workers

information onspecifichousing facilitiegor outreach workersetc.)and thesekinds ofsources
arealsonot included in the above lisAs was previously mentioned, ti&formation source
included arehose that arerelevant to seniors, substantial in scope, from a reliable source,
have a mechanism for regular updates, are widely distributed, and have information that is
stable over time.

4.2.2. Findings

This section includes patrticipant feedback and some key observatiang iaformation
sources for seniors
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Characteristics of the information sources

Theinformation sourceavailable for seniors cover a range of areas. Seougces are related
to a specific sector (e.g. housing or health); others likeDhectory of Seiors Services
produced bySAGE include a broad range of information relevant to serBegerallyeach
organization responsible for creating thdormation sourcecollects and disseminates
information independently, even though there is some overtaghe information between
sourcesSourcesare stored in a variety of formatand eaclorganizationhas its own
mechanism for updatingnformation. Themethodsfor disseminatiorinclude phone lines,
websitesand printed materials.

Users/Data about users

The nformation currently providedor seniors has a broad audience tleatendswell beyond
the senior populationof Edmonton. In addition to seniors themselvegprmation sourcs are
alsoaccesed by families of seniordyealthcareworkers social wokers health educatorsstaff
of organizations that provide programs asdrvicedor seniors senior€housing operatorand
the general public

Althoughthe organizations that maintain theformation source do have a general sense of
who accessethe information sourcehey provide, fewcollect data on the type and number of
users and their degree of satisfaction with timéormation. Organizations generally receive
feedback on the relevance and accuracy of information through feedback about incorrect
information from individual users, dhroughrequests for new informationThe degree to
which a particulasourceis used (e.g. numbeaf phone calls to a phone line, number of
directories being printed) provides some indicatimiuser demand and satisfaction. However,
participants reported thasystematicallycollecting accurate data on users and their levels of
satisfaction would reque more resources than are currently available to organizations.

Challenges to collecting and disseminating information

Participantswvere asked abouanychallengeghey face incollectngand disseminatingata for
the information source they maintainThesechallengedall into three areaschallenges
related tothe specific information that is being provideatganizationathallenges and policy
related challenges

Information related challenges

Gathering informatiorio populate an information sourcean be challenging for a number of
reasons. In order to get the right information, those collecting it need to understand the level of
detail and the particular informatiorequiredto meet specific needs that are sometimes hard

to anticipate. In some cas, service providers are ovaonsulted by those collecting

information, receiving many different calls asking for similar information. This can lead service

AFE: Information and Communication for Seniors Page26



providers to be fatigued by requests and can affect their ability and willingness to respond to
requests.

Informationabout programs and servicegsdynamic and changes quickénd t can be difficult
to keepsources up to datewithout a lot of time and effortLikewise, the volume of information
isa source of difficultyor those collecting it. Osome topics relevant to seniorere is so
muchavailableinformationthat it can become overwhelmintyp determine what is useful and
relevant

The complex needs of seniors makelifficult to ensurethat they have access to the
informationthey needfrom varioussources, and for different programs, services and issues.
For example, @ing in place requires information abosmbsidy programsnow removal,
transportation supports, home care, etmaking it diffcult to know where to draw the linen
information provision The challenge of collecting relevant informatisrexacerbatedvhen
information providers are unsure abouthat seniors vant to know and how they want that
information presented

Sometimes information is available but the terminology used is not consistent between
organizations, leading to confusidmformation verification is alsproblematic. It can be
difficult to know if the informatiorshared is accurate and in some casesargations cite one
another as the source of information in a circular fashion. This dynexaicerbategproblems
with accuracy when incorrect information makes its way into an organiz@timaterials and is
then used as the basis for informatialistributed by other organizations

Organizationathallenges

A number of organizational considerations present challenges in collecting and disseminating
information.{G I TF Q@OIOWASIAt f 2NBIFYyAT FGA2ya yR ONBFGS
AYT2NHSHNRPECET O SMASY AYFAMMKNR AZAK | (2NMka G SR O2
OKNRdzZAK (0 KSANIR SiKSYNIZB I dF B YDSHI g A | S0 K XSX NI K
YySUg2N] a PAIKI KIS YISY @SNB S KMAWR2 O2IVIHA DM | YR Ay a
AGKBE f | O Al IBSA 1O NE Xy dy3d GKS Ay TF2NXEFGA2Y Yy SS
¢ KEral | FFad@Kyr yWaS|S 3IFGKSNAY3I YR RAAZASYAYIFGAYy3 |

LY | RREENB yIEAa RENEBBRE G I 2F 2 adzlLI2NI adlFFF Ay o6KI
FlL OU OKSOTAY3I YR AYTF2NNI IW8¥2 &ND &35 NNI) R G NA K |

YSOKI yiR&AES 4 4 AKIR2UINRYINIA 2y LINRPRAzOSR Aa YSSGAy3 i

Finally, in largetureaucraticorganizationsi Ol Yy 0 SORA ¥ TS Okzxyy 12 NIl GA2 Y
Al ¥IlrysatSOSt & ¥y2VSI DINRDIKS LI I yFARWPAS adF 3S G2
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Policyrelatedchallenges

Participants noted the challenge of working in a context where political will and vision for a

coordingi SR I LILINR I OK (2 | RRNBaaAy3d aSyA2NBRQ AaadzsSs
overarching provincial strategy that prioritizes the specific and unique information needs of

seniors, which means that there is little provincial level planning related thesds In the

absence of high level coordination, gathering, collating, and disseminating information is more
challenging. This lack of coordination is reflected in an absence of shared and consistent use of
language and terminologies. As aresult, workdng a Sy A2NEQ AaadzsSa GKIaG O
difficult.

Enablers for collecting and disseminating information

Study participants noted that in addition to challenges, there are a number of enablers that
make the work of collecting and disseminating infotioa easier.These enablers include
having organizational priorities, common language between organizatmushaving
extensive networks

Having organizational priorities was seen as important in that it enables staff to do a few things
really well, raher than scatter their effortdt also ensursthe work will be valued as a core

taskin the organization and not managed haphazardly off the side of a desk. When working
across organizations, the use of common language or terminology is an impenizioler.
Information is much easier to find when search terms are consisknally given that much
information is encountered through relationships and sought out through networks,

particularly information at a level of detail not available from pubbarces, having large

personal and professional networks was mentioned as an enabler. The ability to network with
others and maintain these connections is important for those gathering and disseminating
information. Therefore, organizationaupport for hese activities is also important.

The discussion of barriers and enablers to collecting and disseminating informagidights

the importance of networking opportunities for professionals in this field. Networks can enable
professionals tehale promidgng practices, gather information, and neknportant
connectionsWhile organizational supports may not present an opportunity for collaborative
efforts, policychangescan certainly be influenced collectively. Strategies for information
sharing, such athe adoption of common language or terminology, can also be undertaken
collaboratively. The development ainetwork to facilitate relationship development arulild

on existing enablers tooordinate these kinds of projecis crucial tassupport this work
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4.3.Findings - Collaboration

Research data revealddat participants wereveryinterested in pursuing opportunities for
collaboration{ ( dzR& LJ- kéJiratiGraleJoryhé degelopment of collaborative processes

and projects is to work together tachieve efficiencies, produce better information, and

enhance the professional profile of those involved in caumicationsand information

processes with seniors serving agencies and programs. Many participants articulated a desire to
strengthen the professiorism and expertise within the fielid order to ultimately better serve

the interests of seniors.

4.3.1. Opportunities for Collaboration

Participantssupported the idea of collaborating with one another and articulaaetumber of

ways in which collaborativerocesses would be helpful and relevant to their current work

Participants noted that there is an opportunity to wdadgether to develop more efficient and
streamlined methods of sharing of information amongst service providers with respect to new
programs and serviceand todistribute the work ofcollectingand disseminahg information.

Thiswas notedasone way that those tasked with providing information coalbid what one

LI NHAOALN yi OFffSR GAYTF2NXYIFGA2Y LINPGARSNI T (A

The potential to @velopopportunities to engage in mutual accountability regarding the
development of agdriendly communications processessalsonoted by participants, as well
asthe potential to develop shared terminologyBoth processes might lead to a higher quality of
information (more accurate, more upn-date), which participants noted was a key advantage
of working together.

Another finding of theéProjectwas that some groups of senioisn(nigrant and refugee senigrs
seniors with disabilitiesseniors living on a i@ income are not as well served due to a dearth

of data/research about their needs and conditions. Participants suggested that collaboration
would enable them to conduct research and assessment projects to discern and address unmet
needs of these seniors.

4.3.2. Challenges of Collaboration

Although research participants were enthusiastic about the advantages of collaborating to
improve information systems, they also spoke about the challetiggsmight encounterfrom
the perspective of their respective organizatiofbese included a lack of resources and
expertise as well as a range of organizational constraints.

Several participantsaid thata lack of resourcesas abarrierto participation This included the
time to participatein collaborative activities, since these activitragght not necessarily fall
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within their current job responsibilities and would take up additional tieme organizations
mightbe able toparticipate in activities with a short timigame but may not have the
resources to commit to longer projects.

Alack of expertise may also be a barriemworking together on projects to enhance
information provision Some participants felt thahe field of information and communications
was na an area of expertise for them, anlis would limit what they could contribute to a
collaborative project or activity.

The organizations that participants represented have different mandates and roles with respect

to providing information relevant to sgors. Some organizations have a very specific mandate

to provide information to a particular target group, so collaboration may not be relevant or of
0SYSTFAG (2 GKSY aAAYyOS GKS O2ttl 02Nl G§ABS I OGAD
goals. Otler organizational constraints included the various levels of approval participants

might require toengagen collaborative projects, the amount of time it might take to receive

these approvals and limits to the kinds of activities they could participatémally, some

participants noted that their organizations might not be able to easily changie t

communication processes or informatisources particularly where thoseractices and

sourcesare aligned withlegislationandembedded withinarge bureaucracies.

Recognizing these challenges, collaborative work is more likely to be succas$faiifeson
information sharingamongst information providerand smalkcaleprojectsthat realize
efficiencies in the current work of membessddo notoverburden them by adding to their
workloads.To achieve these aims, collaborative efforts will require support. Any support
mechanism developed will need to ensure it can enable diverse levels of participation on the
part of organizations. Given the dig#lly of organizations involved in the provision of
information for seniors, including across sectors, a-eize fits all approach will not suffice.
Each organizational mandate needs to be respected and collaborative projects need to be
diverse enough toffer different sectors and organizations a way into the collaboration.
Research activities may be promising in this reg@allaborative research may provide
opportunity for learning, relationship building and process improvement and can be done in a
way that enables each organization to implement what is learned in their unique context.

4.4.Findings - Developing an Information and Communications
Network

Given the recognition early in the project that a sustainable, comprehensive model for
information andcommunications may not be most suitable for such a complex field, an
information and communications network (ICN) emerged as a potential collaborative

mechanism. Some sort of ICN was proposed byPtbgect Goordinator in the first round of
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interviews as gotential way forwardand study participants expressed interest and support
for this idea.The second round of interviews included questions intended to fteglwhat an
ICN might look like and, as stated earlier, participants were provided with aairthfte of a
networkto prompttheir thinking (seeAppendixB). Thefollowing section captures the most
salient findings pertaining to an ICN.

All participants we spoke with expressed an interest in being part of a network in some way
and many viewed th network as an exciting development that would be helpful for their work.

4.4.1. Purpose of the Network

Studyparticipants noted the importance of having a clear purpose forl@ in ordeto

ensuresuccessThe vast majority of participants believed that thetwork could successfully

be structured as a group aimed at information sharing and best pradioeg three main

lines

1. Communicating best practices in their own work, or having educational speakersvauld
share best practices

2. Updating one anotér on new projects and services or recent developments in their
organizations

3. Sharing ideas and learning from one another through conversation. The emphasis here was
also on networkng, includingopportunities for bothformal and informal dialogue.

Framngthe ICN as a body focusing oammunications and information was noted as
important by some participants, ardzy’ R S NIi | 1 win€ Brojects idzheOshrly stages was
alsoseen as important.

Participants raised a number of questicaitsout whetherthe ICN would be limited to
organizations touching the lives of seniors in the Edmonton areg anti/about the topics that
might inform information sharing activities.

4.4.2. Structure of the Network

Participants emphasized the importance of a clear orgamnatistructure for the network,
includingparameters for membership as well as roles and responsibilities of members and/or
leadership. A number of participants raised the idea of mgkise of working growgand
subcommittees to enact particular projects coordinate eventsA number of participants

were interested in seeing the core information sharing aetivorking activities of théCN
augmented by specific projects that would arise as needed.

The majority of participanténdicatedthat meeting quarérly would be manageable for them,
given their current workloads, and would also ensoetwork momentumis maintained
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Contributions

When asked about their willingness and ability to contréotat an ICN, participant responses
fell into three categories. Firstapticipants are very willing to share what they know and how
they work with others, as well as provide updates on their organization and any relevant
initiatives and findingsSecond, ame participants pointed to particular areas of skill or
expertise that they possesvhich they would be willing to share with othdoy facilitating
learning sessions or professional development seminidrsd, a couple of participants who
have experienceavith organizational development noted that they might be able to assist with
some of thenS (i ¢ 2 Ibglstiest

Considerations for moving forward with an ICN

Participants brought up several considerations for moving forward with and@hjed below.

Importance of communications

Participants noted that in order for thkCNto be successfupotential network membersieed
to see the value in communications work in the seckaot this reason, participants noted the
importance ofpromoting the importance ofommunicationsn the seniors serving sector
alongside the ICN.

Membership
Participants noted thateacruiting members to théCNwill depend on a clear articulation of

BKFGQa Aghatdémorstgatsithay s ( ¢ 2 walheQdipotential members do those

who might need to approve their participation. Having some tangible results emerge from the
network early onsuch ashared projectsvith concrete outcomesr learning results from the
information shared and/or best practicespuld behelpful.

Loqistics
Participants also talked at length about the importance of logisticsgipport a successful
network. Participants raisedugstionsabout the functional logistics of a potential ICN

1 Where would ICN informatiosuch as meetingninutes, terms ofeference etc. be kept
and how would members access this information?

1 What would be the governance structure of the network? What about ownership or

accountabilities? Who would chair the network if a chair is needed and how would the

network relate to woking groups?

Howwould decisiors be made?

Wouldthere be a cost to participation?

Wouldthere be a communications plan for the network to educate publics about it?

Howwould the effectiveness of the network be evaluated?

= =4 =4 A

AFE: Information and Communication for Seniors Page32



1 Whocouldbecome a member?
1 Wouldthe network require funding and if so, wheould fund it and/or hold funds on
behalf of the network?

Asthese questions indicatgarticipantsattended carefully to the draft ICN proposal shared in
advance of the second interview and gavit of thoughtto ICNspecifics. Many of these
guestions are directly in line with considerations for the development of a set of terms of
reference and/or an MOU for an ongoing network and are very encouraging in this regard.

ICNconnectedness
Finally participants noted that some thought needs to be given to how this network wilierela
to other existing networks, interagency groups ammmunicationsriented organizations

Overall, mterest in a network of some sort is high amongst research ppatids The benefits

of a network, and the ways in which it could contribute to, and make easier, the work being
done by professionals in tHeeld of information and communications for seniors, are well
understood by research participanfBhe challengeslentified in network development were
for the most part practical, not ideological, and can therefore be addressed through the
network design.

A high level of agreement exists about the foctithe network, activities it might undertake

and the frequencyf meetings. Almost all participantgere interested in participatigand

many offered to contribute to thg” S (i ¥ 2dpl@Enent and functioning. In order for this
work to be carried forward, however, some resources are required. In particular, digen t
workload pressures of many participants, a network coordinator would be important to ensure
that the work of building the network is supported. The coordinator could also help to answer
guestions raisethere about the network, many of which are exceltaronsiderations that are

best decided on by network members and/or leadership.

4.5.Findings: Projects of Interest

During the research conversations, a numbesugjgestiondor potential collaborative projects
and activities emergedarticipantscontributed ideas for projectthat they would be
interested in collaborating on with other members of the Netwakd that would contribute
to improved delivery of information to seniors. Potential projects inctlide

1. Research Projects:

i BEvidencebased resarch on how best tstreamline datacollection.
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1 Ongoingassessmentf the emerging and changingformation needs of
seniorsesearch oremergingbest practices in information communicatiovith
seniors

2. Training and development to enhance knowledge antiisskithe informationand
communication field

3. Develomment ofguidelines foreffective communication strategig¢bat can be used to
enhance delivery.

4. Creation ofshared language and terminologgiated to programs and services for
seniors (e.g. common tarinologyfor housing optiongor senior3.

5. Projecsto identify and reduce duplication of informatiacross the different
information sourcs.

6. Developmenbf asingle, online repository of informatiathat would consolidate all the
existinginformation sources.

Because the original goals of this project included a comprehensive and coordinated system,
participantshad been reflecting on amformation portal beinga mechanism for ongoing
collaboration The following section provides details on participg¥iews on the creation of an
information portal

Information portal for seniors

Many participants spoke about the possibility of creatirgjrayle centralized onlinerepository
of information relevant to seniors, referred to as a portaportal coud provide the following
advantages:

1 Informationrelevant to seniors is availableom one source, makg it easier to locate
and access a variety of information sources.

1 Seniors would be able tasilybrowse avariety of information sources if they were
unsure ofexactlywhat they needed.

1 A centralized information source that is kept-tgpdate would reduceluplication of
information and or confusion abouthe validity and accuracy dhe information being
provided.

1 Informationcouldbe presentedn ways that would best meet the needs of target
audiences e.ddifferent levels of detail for different audiences.

Although an informationportal seems to offer opportunities for streamlined data collection and
disseminationparticipantsalso talked about tt many challenges associated with creating a
portal, given the currentandscape of many different and disparatdéormation source and
systems

Thechallenge®f creating a portainclude:
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1 Withinthe systems that currentlgxistto provide informationrelevantto seniorsthere
are considerable differences in the strategies used to collect and disseminate
information, as well as in the formats used to store the informatibime effort to
cconsolidatethese systems into one singb®rtal would require a high level of
commitment and collaboration between the various organizatiorentainngthe
variousinformation sourcs.

1 Aportalthat includesall the current sources of information még unwieldyand
difficult for users to navigatandaccess.

1 It would be a challenge to kedgrge amounts of information a portalconsistently
updated and accurate, especially information that is very dynamic

1 Existingnformation systems have been created and are maintained by organizations
within different sectorsand who have specific mandates related to that sector (e.g.
health, housing)Obtainingorganizationatommitmentto participate ina project to
create and maintaina portalwhich provides information outside thespecificmandate
may e difficult.

Participantsalsoraisedmany questions that would need to be answered before beginning to
conceptualize what a portal might look likEhese include:

1 How would a portal effectivg provide informationto the many different groupsvho
access informatiomelevant to senior8

1 How would the portatlesignconsiderthe many differencesvithin the senior
population(e.g language literacy levelsand many other®?

1 What would be thegeographical scope of the informatiamcluded(municipalor
provincia)?

1 What kinds of organizations would liecluded, ranging from large service providers like
seniors centres to smaller drap centres for targeted groups?

1 Given the large amount of information that could be relevant to seniors, what type of
information and level of detail would hiecluded in a portat

T 1 26 O2 dzf Reffdctivanissidievaluged?

1 Since a portal would most likely be online, how could it respond to the kimeed for
information to be available in a variety of formais-person over the phone anth
print format)?

Whilethere wasinterest in a portal amongsomeparticipants in this project, both the

literature and issues raised in the research point to the need for longer term thinking about a

portal type informationsource.Given the difficulties in establishing an effective portal,

particularly when working across sectors, and the challenges of keeping information up to date
and accurate without significant organizational investment of time and resources, thigyastiv

y20 +ty STFFSOGADS daljdza Ol 6Ayé F2NI I FtSRAt Ay3
simply collates electronic links and resources for ICN members and others may be a short term
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compromise that offers some digitized support while the EXilores the feasibility of a full
online portal.

4.6.Findings - Informing and Communicating with Diverse Seniors

Research participants did not frequently mentidretparticular needs of diverse seniors
(immigrant, refugee, LGBTQ, living with disabilitiegydivn poverty, and so forthpespite
direct questioningthere were onlyfive references to diversity and communication that
emerged fom the interviews and focus groupswo themes emerged in this area: a lack of
knowledge about effective communicatioand the need to expand access to information.

4.6.1. Lack of Knowledge

Some participants noted that a lack of knowledge around effective communication and
information sharing practices with diverse seniors is a huge barrier for tham.speaks tthe
possibility ofunidentified, and therefore unmetinformation needof marginalized senior#\
number of those we spoke to identified the possibility for collaborative research projects and
assessment activities to discern and addrtbeseunmet informaton needs of seniors.

4.6.2. Expanding Access to Information

Some participants recognized that having information for seniors available in English only was a
barrier that required attention and that translating materials could easily address this barrier.
While ensuring that print materials and web based text ¢eand are translated into as many
languages as possibkean important aspect of improved communications practices, it is not
sufficienton its own. $me immigrant seniors may not be able to read arritevin any

language and some seniomho are notimmigrant and refugee senioraay have low literacy

skills. To broaden the possible reachrdbrmation, some participantsuggested including
infographics or other noitextual forms of representation.

Messags may also need to beetted fortheir culturalsocialappropriatenesgo ensure ttat
information is offered in a wathat responds tahe cultural perspectivef the clientand other
differences that marginalize senioRarticipants noted that thosproviding information to

seniors often make assumptions about the seniors, defaulting to a view of seniors that obscures
difference Some prticipants noted hova S vy Ad#feMdid®s (e.qg. first language or health
status)influence the level of support thidhey have in their lives. To this end, information
providersshould closely consider wheth#éreir information materials or methods of
communicationare sensitive to the economic, physical, emotional, or other circumstantes
diverse seniors
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Being itlentional about considering the communication needs of diverse seniors was seen as
one way to keep this issue on the agenda. In this regard, it was suggested that information and
communications professionals working with seniors might challenge themdelwesate a
statement of principleor a guiding ethic which acknowledges the need to attend to

marginalized seniors.
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5. Recommendations

This section provides a set of recommendations based on the findings of the Project. The
recommendations have been framed using a conceptual model adapted for use in this Project.

Currently, eaclinformation sourcdor seniors can be thought of as an individual system,
guided by an organizational mandate and usiragdainset of processes for collecting,

updating and disseminating information. The conceptual model presented in the next section
provides a way to timk about how best to develop @llaborativesystem that connects the
existing individual systems without having to consolidate them.

The model has been used to organize and present the recommendations. The
recommendations include actions that organipats can take on their own, as well as
collaborative projects that one or more organizations can jointly undertake. The model also
provides suggestions for creating the infrastructure necessary for organizations to collaborate
on an ongoing basis. The ceptual model fits well with the ideas that emerged from the
survey of relevant literature in thiBroject as well as the research findings.

5.1.A Collaborative Systems Model for Information and
Communications

The Collaborative Systems Model (CSM) is an atiaptof theevidencebasedd A y i SA NI (1 SR
a2aisSYé Y2RSt LINRPLIZ&aASR o6& | SNBSNI I-bAdRd al O1 Syl
violence in New Zealand. The model uses the metaphor of a subway sy#éh is an

integrated system that is comprised of many individual systems, or subway stations.

When adapted and applied to information and
communication systems, the model has six key
components: a5
1. Coordinating bodyThe system is supported \ 55
by a coordinaing body that ensures that it D .
works effectively. This body may not be
visible to the user but is crucial for the long
term success of the system.

2. Multiple unigue entry pointstUsers
(information seekers) can enter the system ¢
any point and each entry poi can be have a &

unique look, feel and design. Because each Q-
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entry point links to the others, there is no need for similarity in the entry points
themselves.

3. Connection and overlapdultiple entry points and ways to access information allow for
flexibility and different ways of navigating the system. Duplicate information is not an
issue, unless the information across sources is inconsistent or contradictory. System
users who are more comfortable with a particular entry point do not have to change
their halits or preferences, and can find different ways to reach gingndestination.

4. Clear pathways between pointgiformation points are linked and system users can
easily see how to move from one point in the system to the next.

5. Consistent standard€achmformation line in the system is consistent enough that
users are comfortable in the system. For example, in a subway system, standards of
safety and pricing ensure consistency and reliability. In an information system,
consistent standards might includeramon language and/dranslationtools to ensure
the user can translate information themselves.

6. Local autonomyEach information line is designed and maintained by the body that has
authority for it. This means collaboration can happen without any orgaioiz having to
give up decisioimmaking power.

The CSM model provides the following advantages:

1 Any entry point links the information seeker to the information system. This allows for
many unique entry points into the information system.

1 The systenprovides clear pathways so that information seekers can be linked with the
information they need, in the way they need it. This ensures that the senior is kept at
the center of the system, which is key to reducing client confusion.

1 Lines of informationink to other lines of information. These connections can help to
facilitate collaboration and information sharing, and make it easier for new
organizations omformation sourcs to be linked into the system.

1 There is no need to make individual entry pgsinonsistentinstead, his approach
focuses on creatingmooth linkages between entry points and the overall information
system.

1 Decentralization is an important component of the system. While collaboration is key to
the system, individual organizatioosan retain autonomy over their information and
communications activities, while agreeing to consistent standards and committing to
linking in with others.
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The following are some considerations for implementing a CSM:

T 1 022NRAVYI ( brgapizatoddr iGd]viduaiy r8duired to create standards,
facilitate linkages between information lines and identify opportunities for future
collaboration.

1 The system requires engagement and not just consultation between organizations
responsible for informatiopathways. This ensures shared power and commitment.

1 Once individual systems start to connect and integrate, there may be gaps that emerge,
either in information content or in services for seniors. These gaps can then be
addressed eitheby individual orgaizations or the coordinating body.

1 The system requires attention to current service use to ensure programs and supports
can handle the demand that comes when information is more readily available.

1 In the short term, there may be some costs to connect alighanformation lines but
these can lead to lorterm savings as systems are optimized.

5.2.Recommendations Based on the CSM

The following are a set of recommendations organized by the six key components of the CSM.

5.2.1. Coordinating Body

Recommendation 1:

Interested agencies, organizations, and key stakeholders should form an Information and
Communication Network (ICNp identify processes for collaboration and projects that would
benefit from working in concert

The goals of the ICN would be to:

1 Planand implement shared projects to help align information and communication
activities.

1 Provide a mechanism to facilitate information sharing between organizations about
current and new initiatives related to information delivery.

1 Facilitate opportunities fonetworking and professional development in the field of
information and communicationfor seniors

1 Advocate forany policy changes necessary to enhaméermation and communication
for seniors and forresources and fundingo support ongoing work in this area

Some considerations for developing a formal structure have been included in Appendix D.

Rationale:

A coordinating body is required boaintain the momentum createbly thisProjectandto

support ongoing collaboratiobetween organizations interested in and committed to enhancing
information and communication for seniors. The coordinating bodyamalitate information
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sharing,identify ongoing opportunities to enhance the system and coordinate collaborative
action.

Recommendation 2:
Allocate resources foralCN Coordinator to support the development and ongoing operation
of the Network.

The ICN would be supported by a Coordinator to oversee the operation of the group. The
Coordinator would design an initial framverk for the ICN, support the creation of a

collaborative team and develop relationships of trust with organizations. Once the Network has
been establishedhe ICN Coordinator can facilitate the development of a formal structure and
determinelongerterm operations issues such as a governance structure, eligibility for
membership, fees, etc. and begin to build the capacity to engage in collaborative projects.

Rationale:

Given the responsibilities and workload pressure of professionals in thisdigfdrt is needed,
at least in the short term, to coordinate ICN activitiBlse ICN Coordinator woubeé responsible
for creating systems that woulslustain the work of the ICN.

5.2.2. Multiple Unique Entry Points

Recommendation 3:
Document currentinformation sources by creating and maintaining an inventory of all
available sources.

Although somecurrently availablenformation source
do include information about other availabé®urces in
their lists and directories (e.g. tHRirectory of Senicr The list of Informatiorsources
Serviceproduced bySAGE, 211 phone line), there is PEEES N i report can o UEED
, i , ) as a starting point for the inventory.
currently nodedicatedinventory ofinformation source | 14¢ inventory could be updated an
that is available to users and organizations. An inventd maintained by the ICN Coordinator,
would be useful to organizations trying to assess the
need for a newnformation source and could be used to populate an online hub (see

Recommendation 7)which has links to all availahieformation sourcs.

Inventory of Information Sources:

Rationale:
Information providers would have access to a complete listfofmation source and could use
this list to create links and to identify gaps that need to be addressed.
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5.2.3. Connection and Overlap

Recommendation 4:

Identify incorrect or inconsistent information and establish a mechanism to ensure the
accuracy and reliability of information across sour¢cesdto coordinate the verification of
information.

A key issue that arose in the findings of tRi®jectwas inconsistent or contradictory

information. Although information that is repeated across sources in not an issue and can in
fact be beneficial, incorrect information is frustrating for users and@atictory information

can compromise the trust that users have in a particular source. We recommend that the ICN
create a mechanism to identify incorrect information and bring it to the attention of the
organization that maintains thmformation source

Rationale:

Data checking and correction will help to ensure consistency of information, avoid reproduction

of incorrect information and enhance user trust in thi®@rmation sourceln some sectors such

a4 KSFfOGKZ AG A& dzaSTdzA (2 agaSerifieddoBcedfz NBFSNJI 6
information.

Recommendation 5:
Encourage and support organizations to provide information in alternative formats suitable
for all seniors, including vulnerable and marginalized seniors.

- . . o Examples ofctions to provide
The findings of this Project indicate that current information in alternative formats

information source donot adequately respond to the : . .

o ) ] i 9 Ensure pinted information
needs of marginalized seniors. Developing multiple wg — sourcesare available online and
to access information would address and cater to vice versa
differences within the senior population such as first | 1 TranslateEnglishinformation

language, ability, access to technology, preferred sour sr?urces_(;nto other |anguag<(ej$see
of information, etc. i Qm DI Program_s and
Services for Seniors in Ontario

http://www.seniors.gov.m.ca/en/

Rationale: seniorsquide/index.php
Seniors need information in formats that are approprial 1 Collectively apply for grants to
for their specific need# collaborative approach to translate existing resources

9 Provide information to trusted
individuals (outreach/community
_ _ workers, staff of ethnocultural
acting onits own. organizations, religious leaders,
etc.) who can help disseminate
information to seniors.

providing materials in alternative formats could realize
efficiencies not available to any single organization
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http://www.seniors.gov.on.ca/en/seniorsguide/index.php).

Recommendation 6:

Draw on pastresearch that identifies the information needs of vulnerable and marginalized

seniors, anduse it todevelop a plan to address needs
and gaps.

Anumber of research studies have identified the need
of vulnerable and marginalized populations in
Edmonton, and these studies can be used to determin
the information needs of various groups. This can be g
valuable resource for organizations serving thes
populations.

Rationale:

Gaps in the way information aurrentlyprovided need
to be addressed to enhance the system and make it
available and useful teeniors andhe many different

Examples of useful research:

AgeFriendlyEdmonton- How
Edmonton Seniors Access
Information- Phase 1 at
http://www.edmonton.ca/city _gove
rnment/documents/AFSeniorsAcce
InformationReport.pdf

Age Friendifedmonton- The Age of
Wisdom: Giving Voice to
9RY2Yy(i2yQa
Identifying their Needs
http://aaisa.ca/wp-
content/uploads/2013/02/A®V-
DRAFTReportZenevand-Assoe
Aug17-2015.pdf

LYYAS

peoplethat access information for seniors.

5.2.4. Clear Pathways between Points

Recommendation 7:

Design and develop an online information hub that contains a set of links to existing, stable

information sources for seniors that are maintained by individual organizations.

Once an inventoryf allinformation sourcs has been
created (see Recommendation 3), it can be used to
create an online directory with links to all existing
sources. The hub can be simple to start with, using th
list ofinformation sources provided in this report, and
canbe added to over time. The hub could be hosted [
one of the collaborating organizations of the ICN, or |

Examples of online hubs:

{SS GKS / A (absite T
Yhformation and Services for Adults
pnbQ |

http://ottawa.ca/en/residents/older
adultshttp://ottawa.ca/en/residents/
olderadults

the Network itself with the ICN Coordinator being
responsible for maintaining the hub.

Rationale:

An online hub would provide an easily accessitap of all available sources of information

which would be especially valuable to organizations, and accessible to users who have access to

technology.
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Recommendation 8:
Wherever possible, modify currenhformation sources to provide links to other relevant
sources and organizations order to facilitate connection within the system.

Some existinghformation sourcs include information about other availaldeurces in their

lists and directories (e.g. thRirectory of 8niors Services211 phone line)which allows users

to broaden their knowledge of and access to a variety of information. €efegals to other
sources should be adopted a useful practice, rather than being seen as duplication of
information. Theinventory ofinformation source (see Recommendation 3) can be used to
create these links. This recommendation can be adopted by individual organizations and does
not necessarily require collaboration.

Rationale:
Allows users tdind the same informationwen if theyenter the integrated system from
different points ando clearly see the linkages and connections between various sources.

5.2.5. Consistent Standards

Recommendation 9:
Where possible, create shared language and terminology related to programssamdices for
seniors, and include a glossary with theformation source

Currentinformation source use ternmology that is
specific to their organizations or sectotscreation of
shared language and terminology is not possible or

Example of common terminology:

Alberta Seniors Communities and
Housing Association (ASCHaA3}

practical,each information source shoufatovide a developed common terminology for
glossary of terms so users can see whatthe various | ASYA2NEQ K2 dza Ay 3
terms mean. Common Terminology Summary at

http://www.ascha.com/pdf files/rol
lout/2014/aschacommonterminolog
ysummaryjan132014.pdf

Rationale:

Ercountering different terminology can be confusing to
users, particularly when consulting several different information sources. If certain terms are
deemed necessary for a particular organization, sector, or user group, then a glossary of terms
can allow sers totranslatedifferent terminology across sources.

Recommendation 10:
Provideeducation to enhance knowledge and skills related to communications with seniors in
the information and communication field.
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Personnel responsible for maintainimjormation source have a variety of professional
backgrounds. Some have extensive knowledge and expertise in the area of information and
communication, but othesdo not. Educational materials would provide a way for organizations
to share this knowledgand enhance current levels of skills and expertise in the area.

Rationale:

SeniorSinformation needs are unique and professionals providing information to this group
need to be skilled at responding to these needs. Education and training opportunities will also
further contribute to the valuation of information and communications td@anas a field of
professional practice.

Recommendation 11:
Develop standards and tools to collect data about usergrdbrmation sources and
evaluative data about user satisfaction.

Although some information providers collect demographic data abbeirtusers and have
mechanisms in place to evaluate the effectivenesthefcontent anddeliverymethods, many

do not. Information providers would benefit from standards for collecting data, and tools and
templates to collect data about users and levels of satisfaction.

Rationale:

Data on the effectiveness of various information delivery method$dalp to optimize

systems and to identify gaps. Consistency in the collection of data would enable organizations to
combine their data and identify patterns in the field of information and communications to
seniors.

Recommendation 12:
Developguidelines for effective communication strategies for users and ensure these
guidelines are incorporated intenformation sources.

Information usersnclude seniors from diverse groups,
as well as other target groups such as families,
caregivers, etc. It is essential to consider these
differences and where possible, tailor communication . o

. . . . AgeFriendly Communication
strategies (both information content and delivery FactsTips and Ideas at
method) to meetthe needs of these groups. There arg http://www.hss.qgov.yk.ca/pdf/afco
many resources and guides that can be utilized to mm-commavecainegng.pdf
develop a set of consistent guidelines and promising
practices for designing strategies. These guidelines could be developed by the ICN and
implemented by individual @anizations.

Example of guidelines for
communicating with seniors:

tdzoofAO I SIfGK ! 3
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Recommendation 13:
Create an online repository for sharing tools and promising practices for information
providersi ncl udi ng those developed through the 1| CN

The shared language glossaries, educational materialg
tools and templates to collect user and evaluative datg
and guidelines for effective communications strategies _
could all besharedthrough an online repositor hitp://vwviw.adm.uwaterloo.ca/into

. _ g ) P i y _ av/d2l/instructor/9.2.1%20Instructo
specifically for information providers. This repository | r9520Course%20Designer%20Help
could be created and maintained by the IGbbrdinator | arningrepositoryAbout learning re
and could be added to and developed over time. pository.htm

Information about Online Learning
Repositories

Rationale:

A shared and easily accessibtdinerepositorywould ceate organizational efficiencies by
allowingprofessionals tdy build onand learn from eacbtherQw&ork, rather thanhaving to
WNB A Yy @Sy lt wourkdSilsogpfodds & Method of ensurthe continuity of collaborative
effortsto enhance informatio and communication for seniooser time
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Appendix A - Working Group Charter and Meetings

The following Charter was presentatithe first Working Group meeting clarify the purpose
of the group and the roles and responsibilities of memb&rse Charter was accepted by

Working Group

members anglas used to guide the activities of théorkingGroup.

Working Group Charter
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Working Group Meetings

The Working Group met four times during tRedject.

1 The first meetingvasan orientation to the projectand provided members the
opportunity to meet each other, map thearganizationabndpersonalconnections
related theProject, andidentify resources that might be important to the
environmental scan and literature review

1 Initial findingsfrom the environmentalscan and literature reviewere presented at the
second meetingo elicitY SY 6 SNA Q 7T S igtendeivand focas2)razip
guestions

1 The findings and emerging themes were presented at the third meeting.

1 The fourth meeting was used to present the draft recommendatiéaedback on the
recommendationsvasincorporated into thefinal report.
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Appendix B - Data Collection

This section providesformationrelated to the data collection phase of the Project.

Mapping Working Group Members’ Connections

The purpose of mapping was to identifff NI A OA LI y1aQ @I NX 2dthe O2y G SE
following are images of the maps created by the members of the Working Group.

Figure 2: Visual Map 1
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Figure 3: Visual Map 2
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Figure 4: Visual Map 3

Interview and Focus Groups Questions

The following questions were used as a guide and adapted for sfecifis groups and
interviews

First Round of Focus Groups and Interviews

Thepurposeof the first round of focugroupsand interviews was tgather and verify
information that would helpmap the information and communication landscape for seniors in
Edmonton. Participant&ere asked how they gather and share information for senjarsd

what makes this work easier or more difficult.

The following questions were uséal guide thefirst round offocus groups and interviews

1. Can you tell us a bit about your work? What is your role in your organization and how
does it relate to information for seniors?

What information do you collect?

How do you collect it?

How do you disseminate it?

In what format(s) do you disseminate it?

Who uses this information?

ok 0N
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7. What barriers or issues do you face currently in this?

What helps you, what are the enablers?

9. How might you envision us working together to optimize provision of information to
seniors, srvice providers and caregivers?

10.Who else do you think it would be good to talk to about the provision of information to
seniors, service providers and caregivers?

o

Second Round of Focus Groups and Interviews

The following questions were uséal guide thesecond round ofocus groups and interviews

1. Looking at the list ahformation source shared with you:
a. Is there anything you would add to this list?
b. What opportunities do you see for collaboration or efficiencies based on this
information?
i. In terms ofdata collection?
ii. Interms of data dissemination?
iii. Other ideas?
c. If you are responsible for one of these sources, is the information related to that
source accurate and complete?

2. Research to date has pointed towards the value of an Information and Commionicat
Network for optimizing existing information and communication systems to ultimately
better the lives of seniors in Edmonton. Looking at the draft proposal for the Network:

a. What kind of network would be most useful for you?
i. Information and best practesharing?
ii. Undertaking shared projects?
iii. Undertaking lobbying and advocacy?
iv. Training and professional development?
v. Other?
b. How often would you like to meet?
c. What would you like to, or could ygaontribute?

3. ldeas for collaboration have emerged in three aseresearch projects, creating a shared
access point (portal) for information, and streamlining data collection and dissemination.
a. What would you select as a priority area?
b. What role might you play or how might you be involved in these projects?
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Draft proposal for an Information and Communication Network (ICN)

The following drafproposalwas shared witlparticipantsduring the second round of data
collectionto eliat their comments and feedback.

Preamble

An important characteristic of an agkiendly city is the availability of relevant and timely
information for seniors and those who support them. A coordinated approach to
communication and information provision can support effective utilization of programs and
services for seniors.

Purpose

The Infornation and Communication Network supports information sharing and collaboration
in order to assist organizations to provide the best information and communication services
possible, and thereby improve the lives of seniors in the Edmonton area.

ICN will spport collaboration in:
1 Sharing information and best practices relating to all facets of communication, including
information collection, analysis, presentation and dissemination.
1 Research on topics and areas important to members
1 Projects and activities #t optimize existing communication systems

Membership

Membership in the ICN will include:
1 Communications and other professionals in organizations that serve seniors or whose
programs and services touch the lives of seniors
1 Individuals interested in inforation and communications related to seniors

Meetings
The ICN will meatpproximately 4 times a year.

Potential ICN Activities

Sharing 1 Communications strategies specific to the seniors population and the
Information/ families, caregiversupporters
Best 1 How to ensure accuracy of information
Practices 1 Organizing information for easier user navigation
1 Welcoming seniors, including immigrant seniors, when they enter this
phase of life
i Effectively managing communications portfolios off the side ofr glmsk
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Research

Needs assessment to understand what information seniors and their
families, caregivers, supporters want to receive, and how

Evaluation of communications tootssurcedo determine if they meet
user needs

Projects

= =

= =4

= =

Developing an information portal

Developing protocols for primary sourcing of information and identifyi
source leads

Identifying and testing translation strategies so that information for
seniors can be more readily available in multiple languages
Applying for shared grants to supporanhslation of resources
Developing shared language/terms for more consistent communicatic
with seniors and their families, caregivers, supporters

Developing standards of practice and training for the field

Creating or approaching funders to create a datsé of funded projects
relating to seniors
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Appendix C - Information Sources for Seniors

The following list of includes information sources that are relevant to seniors, substantial in
scope, from a reliable source, have a mechanism for regipldates, are widely distributed,
and have information that is stable over time.

1. Information for Seniors

Creator/Owner )
Alberta Health Services
Scope/Jurisdiction
Alberta
Content Care Options; Wellness Information; Programs, Services §
Facilities byZone; Information for health professionals
Distribution mechanism Website http://www.albertahealthservices.ca/3880.asp
2. Seni or s’ Transportation Resource / -
[ N
@AMA
Creator/Owner Alberta MotorAssociation (AMA)
Scope/Jurisdiction Alberta
Content Transportation options and other services for seniors
Distribution mechanism PDF file available &ttp://amal.wpengine.com/wp

content/uploads/2014/07/162523 senior transportation g
des edm fl1.pdf

3. Alberta Provincial Seniors Housirgjrectory

Creator/Owner Alberta Seniors Communities and Housing Association
(ASCHA)
Scope/Jurisdiction Alberta
Content i. Provincial Seniors Housing Directory
i ' { /11 Q& /2YY2Y ¢SNN¥AYy2f 21
Collection mechanism Provided by housing operators
Distribution mechanism i. Online searchable databaétp://www.ascha.com/

ii. http://www.ascha.com/PDF_files/rollout/2014/ASCHAC
mmonTerminologySummaryJan132014.pdf

T
¥ st

ISEN®MORS |

4. Alberta Seniors Directory
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Creator/Owner Alberta Seniors Directory

Scope/Jurisdiction Alberta
Content Programs and Services for Seniors/Advertising
Distributionmechanism 25,000 copies distributed by Canada Post every January

directly to Seniors across Alberta. Copies are also found a|
high traffic areas frequented by seniors

5. City of Edmonton Services for Seniors

Creator/Owner City of Edmonton

Scope/Jurisdiction Edmonton

Content Recreation, housing and transportation information
Distribution mechanism Website:edmonton.ca/seniors

6. Seniors Centres Guides

Creator/Owner City of Edmonton
Scope/Jurisdiction Edmonton

Content Information about seniors centres
Distribution mechanism Website:

http://www.edmonton.ca/programs_services/for_seniors/se
ior-centres.aspx

Information user/s Seniors centres; Other seniserving organizations;

Alberta Health Services (various depts., home care, day
LINEANI YAOT t/bad YR R20G2N
and Misericordia; Libraries; Seniors residences.

The groups that request the modirectories for distribution
are the seniors centres and the health organizations like
Misericordia and PCNSs.

7. Recreationand Wellness Directory for Older Adults (Formerly the
Physical Activity and Recreatiddirectoryfor Older Adults)

Creator/Owner Edmonton Seniors Coordinating Council
Scope/Jurisdiction Edmonton

Content Physical Activity and Recreation activities and programs
Collection mechanism ESCC maintains a list of contributors from previous

years/potential contributors and emails theseganizations in
the spring every year to ask if they want to contribute to th
directory for the upcoming year. A form is provided for ther
to submit their information (an Excel spreadsheet).
Distribution mechanism i.  Hard copy (local seniors organizatioresreation
centres, ESCC).
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ii. PDF file available at
http://www.seniorscouncil.net/uploads/files/lESCCRec
ectory2014.pdf

ili.  Online searchable database at
http://www.seniorscouncil.net/programs

8. 211 Seniordnformation Phone Line
9. Resources for Seniors and Older Adults, May 2015

Creator/Owner ESCC and partners

Scope/Jurisdiction Edmonton, Strathcona County, Parkland County and Ledu

Content Provides information and referrals to seniors living in
Edmonton, Strathcona County, Parkland County and Ledu

Distribution mechanism i.  Phone line

ii. Resource list available at
http://211edmonton.com/upload/2015
05 211ResourcelList_Seniors.pdf

Information user/s All

10. Housinginformation

Creator/Owner GEF Seniors Housing

Scope/Juridiction Edmonton

Content Housingnformation

Distribution mechanism Website:http://www.gef.org/Housing.aspx

11.Seniors Services and Housihgormation

Creator/Owner Government of Alberta, Seniors Department
Scope/Jurisdiction Alberta
Content Programs and Services

1 Seniors Programs

1 Housing

1 Seniors in the community

1 Relatedinformation

1 Awareness &nformation

1 Seniors Advocate

i. Websitehttp://www.seniors.alberta.ca/

I. Searchable database
http://www.programs.alberta.ca/Living/653.aspx?N=77C
176

Information user/s Facilities, service providers in area, i.e. FCSS and social

workers, seniors and their families, housing operators,

general public, especially caregivers

Distribution mechanism
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12.SeniorsProgramsand Services Information Guide

SEWIORS PRGTRANS AND SERVICES

jors programs and services
INroRMATION GUIDE

Creator/Owner

Government of Alberta, Albert8eniors

Scope/Jurisdiction

Alberta

Distribution mechanism

PDF file available at
http://www.seniors.alberta.ca/documents/Seniers
ProgramsServicesGuide.pdf

Comments

Updated every year in July or if information changes

13. Alberta - Information for Seniors

Creator/Owner

Government of Canada

Scope/Jurisdiction

Canada

Distribution mechanism

Website:http://www.seniors.gc.ca/eng/sb/ie/ab.shtml

14.Services for Seniors

Creata/Owner Government of Canada
Scope/Jurisdiction Canada
Distribution mechanism Website:

http://www.servicecanada.qgc.ca/eng/audiences/seniors/ing
Xx.shtml

15. A Guide to Mobilityand Independence

Creator/Owner

Medically AtRisk Driver Centre (MARD), University of Albe

Scope/Jurisdiction

Alberta

Content

A comprehensive list of essentsdrvices and transportation
providers in Edmonton and Outlying communities (6th ed.)

Didribution mechanism

PDF file available at
http://www.mard.ualberta.ca/~/meda/mard/Mobility Guide
6th Edition web.pdf

16.Directory of Seniors Services

g

Creator/Owner

SAGE

Content

Services and resources for seniors in Greater Edmonton.
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Includes information from no#profit seniorserving
organizations and for profit businesses

Collection mechanism

Updated annually

Distribution mechanism

1. Hard copy
2. PDF file available at

http://www.mysage.ca/public/download/documents/9004
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Appendix D - Resources to Support Implementation of
Recommendations

Developing a Structure for the Information and Communication Network (ICN)

The following questions can be used to guilde development of a formal structure for the

ICN

Purpose of the Project

Why has your grgo come together?
What is the overarching purpose of your partnership and/or
your projects?

Guiding Principles

What kinds of principles will guide you in every aspect of yg
work together? For example, is sharing power a key princip
for your group? Isnclusion a key principle? Respect for
diversity?

Description of
Partners

Do themembers of your groupepresent particular
communitie® F so, by what authority (democratically electe
designatedpy virtue of their representative characteristics,
etc.)?

What is the decisioimaking scope athe members?

How will you handle it when memberleaves (i.e. they chang
jobs and can no longer represent an organization, or they g
on leave, etc.)?

Roles and
Responsibilities

What needs to be done?
Who willdo what?

DecisionMaking
Model

How will you make decisiong®/ consensus? Democratic vot
Hierarchically?

Are all decisions handled in the same way or will different
decisions use different processes?

Conflict Resolution
Process

What will happenwhen conflicts arise?
Is there a resolution process you can agree on kdyefore
conflict begins?
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