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Executive Summary  
The Jing Lao Yuan Nursing Home in the Siping Community in Shanghai started in 

2008. It is located at No.63 Neighbourhood Tieling Road, Shanghai 200092, China. It was 
the Siping community government that initiated the development of an idea for a day and 
night care place for the elderly for Siping Community more than 10 years ago. 

  
The nursing home is supported and run by the Siping Community government. 

However, every resident needs to pay every month 1800 RMB for his or her “bed.”  In 
addition, residents also need to pay for their nursing level: 1400 RMB for mild, 1600 RMB 
for middle, or 1800 RMB for severe nursing level. 

  
The nursing home has a total of 39 staff members: 3 managers, 3 doctors, 21 nurses, 3 

security workers, and others, who take care of different tasks in the facility, such as 
cooking, washing clothes etc. 

  
The nursing home has three nursing levels: mild, middle and severe. The 

distinctions between the nursing levels are decided by Chinese government policy and are 
official names for all nursing homes in the country. 

  
The nursing home has a total of 80 beds and 78 residents. All beds are occupied all 

the time, except two beds, which purposely are held “vacant” for emergency situations. 
The nursing home has 48 people in the mild nursing level, and 30 in the middle and severe 
nursing levels. According to the Head of the nursing home, Mr. Xu, the waiting time to get 
a place in the nursing home could be quite long and can vary. The average age of the 
residents is 85 years.  

  
At the mild nursing level, the nurse needs to take care of 20 residents in a 12-hour 

working shift. At the severe nursing level, the nurse takes care of a maximum 6 people. In 
the severe level every room has its own nurse who takes care of elderly for 24 hours. 

  
Nurses are chosen very carefully and they need to complete a 2-week educational 

course before they start working at the nursing home. 



Vision 

To provide a comfortable and harmonious accommodation 
environment and necessary medical caring for the elderly to 
enjoy their later life, as well as relieve the family members.  



Mission 
Strengthen the relationships among residents, nursing 
workers and family members, as well as activate mutual 
understanding and empathy among them, thus integrating 
residents together to consist of a new ” Home”.   



“Independent”  
wing 

“Dependent” 
wing 

· Residents who don’t need 24 hours care 
· Number: around 45 

· Residents who need 24 hours care 
· Number: around 33 

Figure1: Illustration of the functional layout and basic information of Siping JingLaoYuani  



Purpose 
Facilitating an enjoyable and integrated 
experience for the residents at the Siping 
‘Jing Lao Yuan’ nursing home. 



Design & Management 
Challenge 

New residents at the Jing Lao Yuan nursing 
home in the Siping Community in Shanghai 
have difficulty adapting and being integrated 
into their new “home” in a new physical, 
social, and cultural environment. 



Theory & Concepts 

Based on the literature reading, we abstracted 
some enlightening theories concerning about 
“EMPATHY” and “EXPERIENCE”. Then we 
made our own strategic framework, leading us 
to the concept of “HOME” for this nursing 
home project. 



“The empathy Triad”,  Daniel Goleman 

Figure2: Illustration of “The empathy Triad” from theory of  Daniel Goleman 

Enlightening Theories 



Enlightening Theories 

Figure3: Illustration of “having an experience”  
from theory of  John Dewey 

“Having an Experience”,  John Dewey   



Enlightening Theories 

Figure4: Illustration of “facial engagements” from theory of  Erving Goffman 

“Facial Engagements”,  Erving Goffman 



Figure5: Concept map  inspired by theories of John Dewey (Having an 
Experience) and Daniel Goleman (The empathy Triad) 

Strategic Framework 

“The empathy Triad”,  Daniel Goleman 

“Having an Experience”,  John Dewey   

“Home” 

“Having an Experience”,  John Dewey   



Our definition of home: 
Home is the fulfilment of basic needs and experiences developed over time, motivated by empathy. 
Home is a balanced system (TAIJI) developed over time of being home (YIN) and feeling home (YANG).  
Being home (YIN) is motivated by feeling home (YANG). 
Feeling home (YANG) includes three kinds of empathy which are understanding, feeling, and providing and receiving.  
Being home (YIN) includes basic needs which are physical place, and interactions and relationships, and experiences which are 
aesthetic experiences, intellectual experiences, and practical experiences. 

Concept of Home 

Figure6: Illustration of  concept of  “Home” for this nursing home project 



Phenomenological 
observations 

Process 

Drafts of the concept of home!

Discussing the concept of home! Drafts of the concept of home!

Drafts of the concept of home!



Issue Mapping 
Strategy 

GOAL 
To gain insights around the 
phenomenological observations and 
interviews to create a relevant and evidence 
based problem statement. 



STRUCTURE OF ISSUE MAP 

DESCRIPTION! INTERPRETATION! ANALYSIS! CONCLUSION ! AREAS	OF	ISSUES! PROBLEM	
STATEMENT !

Six steps of Issue Map 



Methods 
The methods used for the research are 
Phenomenological Observations and 
Semi-structured Interviews.   



Phenomenological 
observations 

 
GOAL 
To gain a better understanding of the residents 
behaviours, motives and needs concering people 
to people and people to environment interactions 
in the ‘JING LAO YUAN’ nursing home at Siping 
community. 
 
ASPECTS: 
Focusing on people’s behaviours and daily 
activities in different physical environments. 



Guiding the respects of the phenomenological observation 
FOUR ORDERS OF DESIGN 

Communication (Symbols)! Construction (Things)! Interaction (Action)! Integration (Thought)!
Inventing!
(Symbols)!

Symbols: Words & Images things talking to a 
person!
- Not so many things that gives a cozy homelike feeling!
- Not so many objects/symbols whose intention is to give a nicer 
environment, existing things mainly only for function!
- Nice notes from family members on wall!
- Large empty white walls in both rooms, corridors and open spaces!
- How are the people experiencing the environment? Is it motivating and 
giving meaning?!

Judging!
(Things)!

Physical Objects things a person interact 
with!
- The places/different environments where this could happen are not 
equipped with so many things to interact with!
- Small space for personal belongings (one department) one small locker 
each?)!
- There are few places where the environment support social interaction!
- Even less place in the other department!
- What is the large empty places serve for purpose? What purpose could it 
serve but is not doing today? Is there games or other things they can use?!

Connecting!
(Action)!

Activities, Services, processes groups of 
people & things in Interaction!
- The elderly who are in relatively good condition are encouraged to take 
care of the plants once a week, which can help to improve their mood.!
- Several persons in one room (3 / room in one department and around 6 in 
the other)!
- One department eats in their nursing room!
- Lunch gathering in large room for the other department!
- Gymnastics outside if nice weather!
- Doctor comes every Tuesday to do traditional medicine.!
-Is there any other common activities? How does it work when family 
members visit?!
- How are people adapting to moving in?!

Integrating!
(Thought)!

Systems, Organizations, Environments 
groups of people & things in interaction with 
other groups of people & things!
- The elderly express feelings and thoughts mainly by talking with the 
leaders in the center who make a circuit in the buildings every day!
- How is the interaction (culture) between the members and the!
workers?!
-How is the interaction (culture) between the ground worked with the 
organization & managers!
- How does the system support the one in line for getting a bed?!
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Fields of Design Problems!

from Richard Buchanan 



ASPECTS 

PEOPLE-TO-PEOPLE  INTERACTION! PEOPLE-TO-ENVIRONMENT INTERACTION!

Different physical 
environments.!

public!private!

“Dependent” 
Wing!

“Independent”!
Wing!

Corridor ! Living Room!

Residents / Nursing workers / Relatives / Leaders ! Physical / Social / Cultural environment!

Elevators! Balconies! Yard! Roof! Corridor ! Entrance!

……!

Experience type!

public!private!

“Dependent” 
Wing!

“Independent”!
Wing!

……!

Figure7: illustration of aspects of phenomenological observation inspired by theories of John Dewey (Having an Experience) 
and Erving Goffman (Facial Engagements). 

(Erving Goffman)! (John Dewey)!

Focusing on people’s behaviours and daily  
activities in different physical environments. 



Phenomenological 
observations 

Process 

Basic information of ‘Jing Lao Yuan’!

Basic information of ‘Jing Lao Yuan’!

The canteen!

Residents playing cards in the corridor!



Process 

A resident using an exercise facility!

The central yard!

An independent room!

A balcony with drying rakes!



Semi-structured 
interviews 

WHAT 
A form of interviewing process where the interview 
is planned to some extent, but allows modifications 
and additions usually in the form of follow up 
questions. 
 
GOAL 
To complement the phenomenological observations 
and to deeper understand the residents, workers 
and visitors needs, wants and motivations. Also, to 
lay foundation for the user profiles. 
 
INTERVIEWEES 
Residents: Mrs. Zhu / Zhang jing / Mr. Yu 
Nursing workers: Mr. Anonymous /  Mr. Yan 
Relative: Mrs. Li 
 



Residents !

Basic Information!

Daily and Weekly Activities!

Visitors!

Relationship!

 General Comments!

Basic Information!

Daily and Weekly Activities!

Relationship to co-worker and residents!

Part 1!

Nursing workers ! Visitors!

Visiting routine!

Relationship!

 General Comments!

Basic Information!

Part 2!

Part 3!

Part 4!

Figure8: Illustration of parts of questions for semi-structure interview for different types of  interviewees 



User Profiles WHAT 
Detailed description  of your users’ 
attributes.1 

 
GOAL 
To ensure that you know who you are 
developing your product for, and who to 
recruit for usability activities.2 

 

As the first step to understand who the 
users are, User Profile was developed 
based on the Phenomenological 
Observations and Semi-structured 
interviews. 

1. Courage , Catherine, and Kathy Baxter. "Before you choose an activity." In Understanding your users: a practical guide to user 
requirements methods, tools, and techniques, 41-42. San Francisco, CA: Morgan Kaufmann Publishers, 2005. 
2. Ibid. 
 



Primary User:  
Residents 

Secondary User:  
Nursing workers 

Tertiary User:  
Visitors of residents 

Age range:  55 - 65 years 
Location of work: Siping community, Yangpu, Shanghai 
Occupation: Nurse 
Years working at the elderly center: 3 months - 7 years 
Socio-economic status: Working to middle class, but currently retired or unemployed 
Working experience: 3 months - 10 years experience within nursing 
Level of education: Training at nursing centers but no official nursing education 
Key tasks and job duty/content: Taking care of residents: feed, help using bathrooms/potty, 
handling residents laundry. Includes both day and night shifts.  
Attitudes and values: Stressed due to high work load, generally outgoing with limited energy and 
time to sympathize with the residents 

Age range: 67 - 107 years 
Location of residence: Siping community, Yangpu, Shanghai 
Occupation: Retired or previous housewife 
Socio-economic status: Working or middle class 
Level of education: High school education, no university studies 
Years living at the elderly center: 1 - 8 years 
Main activities: Reading, radio, playing mahjong, performing lighter exercising and watching TV 
Health condition: Leg/hip problems, weakened body due to age, mentally healthy 
Attitudes and values: Generally optimistic and positive to the nursing home 

Age range: 60 - 80 years 
Location for visiting family member: Siping community, Yangpu, Shanghai 
Relationship to the resident: Son, Daughter or other close family members 
Occupation: Retired or previous housewife, currently spend time taking care of family and home 
crafts like cooking or cleaning 
Socio-economic status: Working - Middle class, but currently retired or unemployed 
Experience of taking care taking: 5-10 years of taking lighter care of family member at home 
Key activities while visiting: Helping resident with eating or using the bathroom, talking, bringing 
newspaper or lighter food 
Visiting frequency: 3/day - 1/week 
Attitudes and values: Generally positive to visit the nursing home and meet the family member, do 
however tend not to stay for a long time 



Semi-structured interviews 

Phenomenological observations 

Issue Map 



STRUCTURE OF ISSUE MAP 

DESCRIPTION! INTERPRETATION! ANALYSIS! CONCLUSION ! AREAS	OF	ISSUES! PROBLEM	
STATEMENT !Phenomenological observations 

INTEGRATED	
CONCLUSION !

Semi-structured interviews 



STRUCTURE OF ISSUE MAP 

A female resident is 
using a potty to urinate 
in the middle of a room 
on the third floor, inside 
the “dependent”-wing . 
Two other females and 
one male is helping her 
by moving her to the 
potty and holds her 
body during the 
process. The resident 
does not make resistant 
or show any change in 
facial expressions from 
before. There are 
several other residents 
located in the room at 
this time who do not look 
at the resident using the 
potty. !

The two females helping 
the resident seems to be 
nurses or workers. The 
male seems to be the 
female resident's visitor. 
The resident using the 
potty can not use the 
potty by her self, and 
need help with moving 
her body.It might be 
inconvenient for the 
resident to move to 
bathroom to 
unirate.When residents 
unirites inside 
room,other residents do 
not leave the room.!

There is limited amount 
of privacy for the 
residents .!
Many of the residents in 
the “dependent”-wing 
can not move around by 
themselves, and need 
assistants for simple 
activities like using the 
potty.!

There is limited amount 
of privacy in living room 
for the residents. Many 
of the residents can not 
move around by 
themselves and depend 
on assistance for 
activities for basic 
physiological needs.!

Physical Environment!
The inactive physical 
layout of the facilities 
and furniture limited 
possibilities for social 
engagements, personal 
interests and physical 
activities for the 
residents.!

The inactive physical 
environment as well as 
the very rare social 
connection limited 
interactions among 
residents, degrading 
quality of experience for 
“feeling home”.!
Besides, cognitive 
empathy and emotional 
empathy for residents 
has not been 
transformed into 
empathic concern due 
to limited time and 
space. !

DESCRIPTION! INTERPRETATION! ANALYSIS! CONCLUSION ! AREAS	OF	ISSUES! PROBLEM	
STATEMENT !

An example 



Figure9: “Issue mapping: Siping” JingLaoYuan” nursing home based on phenomenological observation and semi-structure interview 



Area of issue 1 

The Physical Environment 
 
The inactive physical layout of the facilities 
and furniture limited possibilities for social 
engagements, personal interests and 
physical activities for the residents. 
 



Area of issue 2 

Interactions and Relationships amongst the 
Residents 
 
Few activities and alternatives to engage in, 
hindering both the creation of new relationships and 
the maintenance and development of established 
relationships, which  affects the level of empathy 
between the residents. 
 



Area of issue 3 

Empathy and Relationships Between Residents and 
Nursing Workers  
 
Lack of empathy as well as personal and emotional 
depth in the relationships between the nursing workers 
and the residents, decreasing the  opportunities for 
enjoyable experiences and social interactions between 
them. 
 



Area of issue 4 

Communication and Expression 
 
Lack of understanding  the residents 
emotions, needs and values, due to both 
limitations in some the residents alexithymia 
and nurses’high work load ,decreasing the 
nurses empathic concern and results in 
residents receiving less fulfillment of needs 
and desires. 
 



Area of issue 5 

Interactions and Relationships Between 
Residents and Visitors  
 
Visitors do not stay long due to their busy life, 
as well as less private space for visitors and 
residents to interact.  
 



Area of issue 6 

Communication and Social Connection 
 
The residents need more social interactions 
than what is provided by their visitors. 
Disconnection with the society, daily 
activities limited within the nursing home for 
the residents’ safety, hence both residents 
and nursing workers do not fulfill all the 
social engagements they need.  
 



Phenomenological 
observations 

Process 

Analyzing the observation part!

Checking the description! Analyzing the interview part! Checking the observation part!



The inactive physical layout of the facilities and furniture limited 
possibilities for social engagements, personal interests and physical 
activities for the residents. 
 

Lack of empathy as well as personal and emotional depth in the 
relationships between the nursing workers and the residents, 
decreasing the  opportunities for enjoyable experiences and social 
interactions between them. 
 

Few activities and alternatives to engage in, hindering both the creation 
of new relationships and the maintenance and development of 
established relationships, which  affects the level of empathy between 
the residents. 
 

Lack of understanding  the residents emotions, needs and values, due 
to both limitations in some the residents alexithymia and nurses’ high 
work load ,decreasing the nurses empathic concern and results in 
residents receiving less fulfillment of needs and desires. 
 

The Physical Environment 

Empathy And Relationships Between Residents And 
Nursing Workers  

Interactions And Relationships Amongst The Residents 

Communication And Expression 
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The inactive physical 
environment as well as the 
very rare social connection 
limited interactions among 
residents, degrading  quality of 
experience for “feeling home”. 
Besides, cognitive empathy 
and emotional empathy for 
residents has not been 
transformed into empathic 
concern due to limited time 
and space.  
  

Visitors do not stay long due to their busy life, as well as less private 
space for visitors and residents to interact.  
 

Interactions And Relationships Between Residents And Visitors  

 
 
 
The residents need more social interactions than what is provided by 
their visitors. Disconnection with the society, daily activities limited 
within the nursing home for the residents’ safety, hence both residents 
and nursing workers do not fulfill all the social engagements they 
need.  
 

Communication And Social Connection 



If the physical, cultural, and social 
environment are improved together, the 
enjoyable and integrated experience will be 
facilitated for residents. 
 
• If  the physical environment is optimized, the 
interaction amongst residents will be improved.  
• If the empathy level is promoted, the relationship 
between nursing workers and residents will be 
more interactive.  
• If the social engagement is well activated, the 
connection between residents and society will be 
enhanced. 

The inactive physical environment 
as well as the very rare social 
connection limited interactions 
among residents, degrading  quality 
of experience for “feeling home”. 
Besides, cognitive empathy and 
emotional empathy for residents 
has not been transformed into 
empathic concern due to limited 
time and space.  

HYPOTHESIS PROBLEM STATEMENT 



Initial idea 1 

The layout of the rooms should be 
redesigned. 
 
Optimizing the layout of physical 
environment will help residents to interact 
with each other more easily, providing 
possibilities for more personal interests and 
social engagement.  



“Dependent” wing - Before 
Current situation 



After redesigning 

“Dependent” wing - After 



“Dependent” wing - After 



Central yard - Before 
Current situation 



After redesigning 

Central yard - After 



Central yard - After 



Initial idea 2 

Lectures or trainings should be given to 
the nursing workers. 
 
The nursing workers should know about 
empathy and learn how to feel residents’ 
emotion, needs, and values. Being well-
trained before they take the responsibility of 
their positions is necessary. This solution 
focuses on learning how to transform the 
cognitive empathy and emotional empathy 
into empathic concern. 



Initial idea 3 

Social interaction besides daily activities 
should be set for both residents and nursing 
workers. 
 
Varied activities may improve the 
relationship among all the residents including  
nursing workers as well as the promotion to 
establishing  social connection with outside 
world. 



Issue Mapping Strategy 





Personas 
GOAL 
Personas take a user profile and 
then fill in details to create a 
“typical” user. 1 

1. Courage , Catherine, and Kathy Baxter. "Before you choose an activity." In Understanding your users: a practical guide to user 
requirements methods, tools, and techniques, 48. San Francisco, CA: Morgan Kaufmann Publishers, 2005. 



Primary Persona: Resident  
Xiuying WANG 
Age: 87 years old 
Location of residence: Siping community, Yangpu, Shanghai 
Occupation: Retired 
Socio-economic status: Working class 
Level of education: High school education 
Years living at the elderly center: 4 years 
Main activities: Reading, radio, playing mahjong, performing lighter exercising and 
watching TV 
Health condition: Leg/hip problems, weakened body due to age, mentally healthy 
Attitudes and values: Generally optimistic and positive to the nursing home 

!
!



Secondary Persona: Nursing worker  
Jing LI 
Age:  50 years old 
Location of work: Siping community, Yangpu, Shanghai 
Occupation: Nurse 
Years working at the elderly center: 3 years and 7 months 
Socio-economic status: Working class, 
Working experience: 4 years experience within nursing 
Level of education: Training at nursing centers but no official nursing education 
Key tasks and job duty/content: Taking care of residents: feed, help using 
bathrooms/potty, handling residents laundry. Includes both day and night shifts.  
Attitudes and values: Stressed due to high work load, generally outgoing with 
limited energy and time to sympathise with the residens 



Tertiary Persona: Visitor 
Guoqiang ZHANG 
Age range: 65 years 
Location for visiting family member: Siping community, Yangpu, Shanghai 
Relationship to the resident: Daughter 
Occupation: Retired or previous housewife, currently spend time taking care of 
family and homecrafts like cooking or cleaning 
Socio-economic status: Working class, but currently retired 
Experience of taking care taking: 7 years of taking lighter care of family member 
at home 
Key activities while visiting: Talking, bringing newspaper or lighter food 
Visiting frequency: 3 times/week 
Attitudes and values: Generally positive to visit the nursing home and meet the 
family member,  however tend not to stay for a long time 







Thank you! 



Figures: 
Figure1: Illustration of the functional layout and basic information of Siping JingLaoYuani !

Figure2: Illustration of “The empathy Triad” from theory of  Daniel Goleman!

Goleman, Daniel. "Reading Others." In Focus: The Hidden Driver of Excellence. 
Harper, 2015.!
!

Figure4: Illustration of “facial engagements” from theory of  Erving Goffman!

Figure5: Concept map inspired by theories of John Dewey (Having an Experience) 
and Daniel Goleman (The empathy Triad)!

Figure6: Illustration of concept of  “Home” for this nursing home project!

Figure7: illustration of aspects of phenomenological observation inspired by 
theories of John Dewey (Having an Experience) and Erving Goffman (Facial 
Engagements).!

Figure8: Illustration of parts of questions for semi-structure interview for 
different types of  interviewees!

Figure9: “Issue mapping: Siping” JingLaoYuan” nursing home based on phenomenological 
observation and semi-structure interview!




