
 

 

 
Research Summary 

Part III: Co-designing the role of telemonitoring in the support ecosystem 

 
Introduction 
From October 2022 to August 2023, the partners of  the Côte Saint-Luc Living Lab worked together to co-
design a user-centered service that would integrate the NEARS-SAPA telemonitoring technology to better 
connect older citizens of  Côte Saint-Luc to the services in their community. They then tested how easy the 
service was to use with its intended users – older adults, caregivers and CLSC clinicians – in a laboratory 
setting. Both the co-design and usability workshops were essential for the deployment of  the service in the 
city of  Côte Saint-Luc: too often, technologies are neither developed in collaboration with their intended 
users nor evaluated for use beyond a laboratory setting. This has a significant impact on the likelihood that 
the technology will be adopted, used and sustained as a useful tool by its intended users in the real-world, 
over the long term.  

Objectives 
The overall objectives of  the co-design and usability workshops were: 

• To create a prototype of  a simple service that would provide information about how older citizens 
are sleeping, eating, going out, moving around and taking care of  themselves, so that users could 
determine if  they need any help and, with the citizens’ consent, connect them to services in their 
community. 

• To work together to determine: 
o  What kind of  information should the telemonitoring system provide to users regarding older 

citizens’ daily activities? 
o Who, within older citizens’ support ecosystem, should receive telemonitoring information 

about their daily activities? 
o How should the telemonitoring information be transmitted through the support ecosystem 

to ensure it reaches its intended users? 

• To assess whether the prototype of  the service is user-friendly for all its intended users in a 
laboratory setting, before deploying it in the real-world (i.e., in the homes of  older citizens of  Côte 
Saint-Luc).  

 

 
Overview of the research 
Methods 

Co-design Workshops 

Close to 20 participants took part in the co-design workshops. The workshops were conducted as focus 
groups facilitated by members of  the research team. Participants included partners of  the Living Lab from 
the city of  Côte Saint-Luc (administrators, councilors, first responders), older citizens, caregivers as well as 
partners from community organizations, private companies and the public healthcare system. 

Usability Workshops 
The co-design workshops led to a prototype of  the telemonitoring service. Twelve participants (older citizens, 
caregivers, partners from the city of  Côte Saint-Luc and community organizations) then took part in 
workshops to assess its usability. Usability refers to how easy and pleasant something is to use.  
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Results 

Co-design Workshops 
The prototype of  the telemonitoring service, developed in a collaborative approach by the Côte Saint-Luc 
Living Lab partners, was a dedicated tablet with a visual dashboard. 
 

 

 
What? 

The visual dashboard displayed telemonitoring data on four key daily activities of  older adults: sleep, meal 
preparation, outings, and hygiene. It also included a general summary of  their overall daily routines. 

 
 
 
Who? 

Co-design workshops emphasized the importance of  consent. Participants felt older adults should receive 
their telemonitoring data first, so they can decide whether to share it with others in their support ecosystem. 

Participants agreed that, after the older adult, and with their consent, a family member, (or a friend 
or neighbor) should be the next to receive the telemonitoring data. 
 

 
 



Beyond family members, participants had varying opinions depending on the type of  daily activity in 
question. 
 

• Participants felt that healthcare professionals like family doctors, pharmacists, and CLSC staff  were 
best suited to receive sleep data, as they could offer explanations, advice, or treatment. 

• Meal data should go to CLSC clinicians only if  the older adult is already a client and the info supports 
their care. 

• For in-home mobility, easy access was key—so concierges, building staff, or first responders were 
seen as good options to receive this data. 

• The City of  Côte Saint-Luc could use aggregated data on outings to spot areas that might be limiting 
older adults’ mobility. 

• Participants were generally uncomfortable sharing hygiene data with community organizations. 
 
 
Beyond telemonitoring: bridging gaps between emergency and community services 

The co-design workshops also gave Living Lab partners—who rarely interact— an opportunity to 
connect and discuss how to better support ageing-at-home beyond telemonitoring. This led to the discovery 
of  communication breakdowns between the City of Côte Saint-Luc’s EMS and the CLSC, mainly due to 
EMS responding to emergency calls that were actually unmet socio-community needs better addressed by 
the CLSC.  
 

 
 How? 
Participants also shared various ways to support the integration of  the telemonitoring service during its 
real-world deployment, namely by implementing a consent process and addressing ethical concerns 
raised by all its intended users (older citizens, caregivers and CLSC clinicians), as well as offering them a 
free service. Moreover, participants shared that the telemonitoring system should be discussed with older 
citizens as a tool, that is noninvasive and may promote their quality of  life and support their autonomy. 
 
 
 

Usability Workshops 
The goal of  the usability workshops was to ensure that using the tablet and navigating the visual dashboard 
(and its various sections) was user-friendly for all its intended users. Over the course of  these workshops, 
three versions of  the prototype were developed, informed by the participants’ feedback. This process greatly 
improved the contents, visual design and navigation, resulting in an interface that became progressively 
more intuitive and user-friendly. 

Moreover, the usability workshops also highlighted the need for a training plan to be set up, 
including frequent refreshers, to support the deployment of  the telemonitoring service in the city of  Côte 
Saint-Luc.  

 
 

Discussion 
The collaborative approach of  the Côte Saint-Luc Living Lab created the foundation for employing co-design 
methods with the telemonitoring service’s intended users. This inclusive process, carried out through co-
design and usability workshops, ensured the service was user-friendly and well adapted to its intended users 
before its community deployment. 
 
The Living Lab methodology fosters a collaborative environment that brings together diverse stakeholders 
to address shared challenges. In this case, it enabled the research team to facilitate dialogue between the 
EMS and the CLSC—two organizations committed to supporting Côte Saint-Luc’s aging population. 
Through ongoing discussions and collaborative meetings, the Living Lab proved to be fertile ground for 
building partnerships and developing practical solutions, such as referral protocols, that strengthen 
coordinated care. 

 
 
 
 
 
 
 



 
Recommendations  
The co-design workshops underscored the importance of  older citizens’ consent. While consent begins 
with older citizens agreeing to participate in the real-world deployment of  the telemonitoring service (i.e., 
into their homes), participants felt strongly that older citizens must be the first to receive the telemonitoring 
information about their daily activities to be able to provide their informed consent to share this information 
with others in their support ecosystem. As such, the co-design workshops highlighted the need for a 
continuous and informed consent process with older citizens.  

The Living Lab methodology allowed organizations supporting older adults to improve communication and 
reduce silos by creating structured opportunities for regular dialogue and exchange. By encouraging 
partnership building and joint problem-solving, this approach enabled more coordinated responses to the 
needs of  the aging population of  Côte Saint-Luc. Building on these partnerships, organizations can ensure 
that their joint efforts continue to produce meaningful improvements in care and service delivery. 
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