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Problem Statement
Caregiver Fatigue

Caregivers often find themselves serving as the “tech support line” for their 
aging parents, frequently at inconvenient times and with little backup. This 
leads to frustration, guilt, and repeated interruptions to their own work and 
family life.


How does this  problem impact Elder users? 

Elder users experience frustration and anxiety when they can’t complete digital tasks independently.

Loss of confidence and avoidance of technology, limiting access to health, financial, and social services.

Increased dependency on family members, which can affect their sense of autonomy and dignity.





Research Methods

Desk Research User Interviews Usability Testing

Reviewed academic literature, 
reports, and existing apps 
addressing tech challenges for 
older adults and caregivers.



Purpose: Establish baseline 
understanding and identify gaps/
opportunities.

Conducted with older adults (to 
understand digital task struggles) 
and caregivers (to capture their 
support experience).



Purpose: Gather empathy-driven 
insights, identify pain points, and 
uncover real-life contexts and most 
importantly understand how the 
experiences impact one another.

Tested mid-fidelity prototypes.



Purpose: Validate design 
decisions, uncover friction points, 
and iterate based on feedback.



Desk Research and Competitive Analysis
Desk Research Insights



User Interviews

Participant Demographics 

• Total Interviews: 6 
• Age Range: 30-69 
• Gender Distribution: Male 30%, Female 70%, 
• Caregiver 50% , Elder User 50% 

Audience Selection Rationale 

A 50/50 split ensures that both perspectives are 
equally represented. Caregivers provide insights into 
the burden, guilt, and friction of tech support, while 
older adults highlight the barriers and anxieties that 
drive this burden in the first place.



Though the participant set is skewed slightly toward 
female, this is mainly due to participant availability.




Affinity Map Analysis
Organize and Synthesize User Insights

Purpose
Grouping qualitative data

Goal
Identify patterns and themes



Key Interview Insights
Elder & Caregiver Perspectives

Elder User Insights

• All participants relied on someone for technical help.

• Most participants expressed issues with tech 
language or struggled to explain technical issues.

• Most particpants describe smart TVs, 
and streaming platforms as a source of 
frustration for them.

Caregiver Insights

• Tech help frequently takes place at inconvenient times

• Helping remotely can be especially challenging

Caregivers find it easier to do the task for their elder. 

Overarching Themes

• Frustration on both sides for different reasons

• Technology adoption varies greatly by individual

• Television being a commonly used technology and area of frustration.



Personas



Personas



Lisa’s Journey Map Current State



Lisa’s Journey Map Future State



Michael Maps Current State



Michael Maps Future State
Stage Goal Actions Tasks Pain Points Emotions Opportunities (via 

StepSaver)

1. Setup Before 
Babysitting

Ensure Mom is prepared 
to help kids confidently

Prepares devices, but now 
creates quick StepSaver 
guides in advance

Records login steps, app 
access, WiFi connection

Less worry about 
forgetting details, setup is 
smoother

 Confident Pre-saved guides reduce 
prep time and stress

2. Babysitting Evening – 
First Tech Issue

Kids log into school or 
entertainment app 
without stress

Mom attempts task, 
StepSaver notification 
reminds her of guide

Taps guide → replays 
screen/voice instructions

No confusion about 
passwords, fewer 
mistakes

 Empowered Smart reminders prevent 
calls to Michael

3. Independent 
Troubleshooting

Mom resolves issue on 
her own

Uses StepSaver’s “Replay 
Step” button instead of 
calling

Replays exactly where 
she got stuck

Learns by repetition, feels 
less dependent

 Relieved →  
Proud

Builds confidence through 
guided practice

4. Remote Backup (if 
needed)

Michael stays available 
only if Mom can’t fix it

Mom taps “Request Help” 
in StepSaver

Michael sees screen 
remotely, gives quick fix

Shorter calls, less 
frustration for both

 Supported Co-pilot mode makes 
backup fast, guilt-free

5. Post-Success 
Confidence

Build Mom’s trust in 
herself, reduce Michael’s 
cognitive load

Mom reflects on success 
with StepSaver guide

Saves guide for reuse, 
shares with other family

Michael doesn’t need to 
repeat explanations later

 Proud →  
Relaxed

Sustained independence, 
family-wide benefit



Wireframes

Key Wireframe Highlights 
• Focus on user flow and interaction design 
• Evaluate layout consistency and hierarchy 
• Identify core functionalities and navigation paths 



Med-fi Designs

Key Design Principles & User Feedback Summary
Focus on Usability, Accessibility, and Intuitive Interaction



User Testing Key Insights
• Insight 1: initially participants thought they were able to do the tasks mentioned in the guide templates 
like  an all in hub ie: pay pills, make a video calls etc.  

• Insight 2: Participants thought functionality for adding, previewing, editing, and inserting steps at 
specific timestamps was clear and funtional.

• Insight 3: Confusion about intermediate steps, ie which fields were mandatory to move forward and 
which were optional

• Insight 4: Though the app is geared toward helping older adults, participants suggested that they 
would use the app for other use cases, ie: helping children with tasks, co-workers when handing 
things over for vacation etc.  

• Insight 5: Some participants expressed anxiety on when the recorder starts , and suggested some sort 
of count down so that they can limit false starts and know exactly when the recording is happening. 



Before and After 



Prototype Walkthrough

This video provides a dynamic overview 
of the user experience for our latest 
prototype. It highlights key features 
and user interactions. 



Prototype Overview & Target User Set

This prototype is designed for a distinct user segment,
highlighting features tailored to their unique needs and
interactions. Focus on intuitive flow and accessibility.

Target Users: 

55+ 

Familiar with technology but still 
requires some assistance. 

Sneak Peek

Senior User Perspective 



Project Challenges
Interview participant Availability

Problem: Participants had pretty hectic schedules and tracking them down for interview was more challengining than its 
been in the past. likely due to lack of incentive. 

Challenge: Multi-user concentration.Challenge: Multi-user concentration.

Problem: Difficulty focusing on one audience due to separate
caregiver and older user versions.
Benefit: Gained insights into how audience problems affected each other.



Next Steps

Current actions:

・Task 1: 2nd round of Usability testing

・Task 2: testing “Senior User “ flow

Key Milestones:

Create Hi-Fi for Elder User Flow

Wrap all usability testing

Convert designs to 
product using Bubble.io

Create Landing page for 
early beta testers



Appendix
https://docs.google.com/spreadsheets/d/1HWp5VFLBC3FzfWVzbKluGmZqWIDzGyv2UDopdv8Z3MM/edit?usp=sharing
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Thank you  for listening!  


