
FINAL CONFERENCE

Mayte Gallego Garrido

Project Advisor

Brussels, 19th October 2017

Developing Innovative Touristic Products for 
Silver Economy



WHY SILVER 
TOURISM IS
DIFFERENT?



Innovative Tool/ Methodology

DESIGN THINKING

Innovative Tool/ Training Platform

MOOC (Massive Open Online Course)

We have tried to…

Hybridize Trends

▪ TOURISM  ▪ SILVER/ SENIOR



What is

Design Thinking?



Design thinking can be described 

as a discipline that uses the 

designer’s sensibility and methods 

to match people’s needs with what 

is technologically feasible and 

what a viable business strategy 

can convert into customer value 

and market opportunity.

TIM BROWN
CEO at ideo.com

https://www.youtube.com/watch?v=gnWj97CEjeo


DESIGN THINKING

Design Thinking promotes the use of creative and

analytical thinking, with tools that empower:

EMPATHY COLLABORATION FUN



DESIGN THINKING PROCESS

Traditional Process IDEA SOLUTION EXECUTION



DESIGN THINKING PROCESS

Traditional Process

Process focused at User

IDEA SOLUTION EXECUTION

EXECUTIONSOLUTIONNEEDS



PHASES OF DESIGN THINKING 

DEFINE IDEATE PROTOTYPE TEST

▪ It is an iterative process, being able to move forward or
backward whenever we need

▪ Users can be involved at all stages
▪ For each stage we can use different DT Tools

EMPATHIZE



EMPATHIZE: Work to fully understand the experience of the user for whom you are 
designing. Do this through observation, interaction, and immersing 
yourself in their experiences.

The Design Thinking process



EMPATHIZE: Work to fully understand the experience of the user for whom you are 
designing. Do this through observation, interaction, and immersing 
yourself in their experiences.

DEFINE: Process and synthesize the findings from your empathy work in order 
to form a user point of view that you will address with your design.

The Design Thinking process



EMPATHIZE: Work to fully understand the experience of the user for whom you are 
designing. Do this through observation, interaction, and immersing 
yourself in their experiences.

DEFINE: Process and synthesize the findings from your empathy work in order 
to form a user point of view that you will address with your design.

IDEATE: Explore a wide variety of possible solutions through generating a large 
quantity of diverse possible solutions, allowing you to step beyond the 
obvious and explore a range of ideas.

The Design Thinking process



EMPATHIZE: Work to fully understand the experience of the user for whom you are 
designing. Do this through observation, interaction, and immersing 
yourself in their experiences.

DEFINE: Process and synthesize the findings from your empathy work in order 
to form a user point of view that you will address with your design.

IDEATE: Explore a wide variety of possible solutions through generating a large 
quantity of diverse possible solutions, allowing you to step beyond the 
obvious and explore a range of ideas.

PROTOTYPE: Transform your ideas into a physical form so that you can experience 
and interact with them and, in the process, learn and develop more 
empathy.

The Design Thinking process



EMPATHIZE: Work to fully understand the experience of the user for whom you are 
designing. Do this through observation, interaction, and immersing 
yourself in their experiences.

DEFINE: Process and synthesize the findings from your empathy work in order 
to form a user point of view that you will address with your design.

IDEATE: Explore a wide variety of possible solutions through generating a large 
quantity of diverse possible solutions, allowing you to step beyond the 
obvious and explore a range of ideas.

PROTOTYPE: Transform your ideas into a physical form so that you can experience 
and interact with them and, in the process, learn and develop more 
empathy.

TEST: Try out high-resolution products and use observations and feedback to 
refine prototypes, learn more about the user, and refine your original 
point of view.

The Design Thinking process



What is a

MOOC?

https://www.youtube.com/watch?v=gnWj97CEjeo


The Massive Open Online Courses

allow an efficient use of both social

media and audiovisual content

https://www.bing.com/videos/search?q=what+is+a+MOOC&&view=detail&mid=7F2EE74B9660CD7F76E37F2EE74B9660CD7F76E3&&FORM=VDRVRV


WHAT WE WILL FIND AT ST MOOC?

• A PREZI about the Project

• 5 UNITS

– UNIT 1. UNDERSTANDING THE NEEDS OF SILVER- AGE TOURISTS AND ACCOMPANYING PEOPLE

– UNIT 2. DESIGNING SILVER TOURISM PRODUCTS & SERVICES

– UNIT 3. MARKETING SILVER TOURISM PRODUCTS & SERVICES

– UNIT 4. DEVELOPING LOCAL/ REGIONAL SILVER TOURISM DESTINATION

– UNIT 5. SILVER TOURISM MANAGEMENT FRAMEWORK

• Additional Information

– DT Tools

– MOOC Additional Information

– Glossary

– Doubts about the MOOC

http://prezi.com/wfhtgj4yrhua/?utm_campaign=share&utm_medium=copy&rc=ex0share


UNIT 1. UNDERSTANDING
We have to gain an

empathic understanding
of the problem we are trying 

to solve
We have to gain an empathic 

understanding of the 

problem we are trying to 

solve



UNIT 1. UNDERSTANDING

▪ This Unit has been developed by EUROMONTANA

European Association of Mountain Areas (BE)

▪ Main objective of the Unit:

to trail the Silver Tourism Expert to give him/her the points to Better

Understand the increasing market represented by Silver Tourists and

to provide them key understanding Tools to better apprehend this

specific target group.



UNIT 1. UNDERSTANDING



UNIT 1. UNDERSTANDING



WHAT IS DESING THINKING? UNDERSTANDING
INTERVIEW

▪ In exercise 1.1, we will work with this tool. First we can create a

questionnaire and late select a group of people to be interviewed.

▪ Interviews are crucial in the Empathize phase as human-centered tool

and the best way to hear from “people” in their own words.

▪ In this questionnaire we will take into account the different approaches

tackled along the Unit 1 (motivations, mobility, health-care &

accessibility, spending power and new technologies potential).

Once we finish the interviews, it is time to gather all the answers/feedbacks and 

analyse them to try to understand the real needs, motivations, expectation of the 

silver tourist as a starting point to generate new products and services. 



WHAT IS DESING THINKING? UNDERSTANDING
PROFILE CARD

▪ In exercise 1,2 and after the interviews, we have a large number of

comments, etc., now it is necessary to group them, analyse and

synthesize our observations.

▪ We can design a profile with the most relevant characteristics of our

target. This profile will help us to focus our ideas and possibilities.

▪ The tool to do so is the “Profile Card”. The purpose of this tool is to

create reliable and realistic representations of our different segments.



Profile Card



WHAT IS DESING THINKING? UNDERSTANDING
EMPATHY MAP

▪ Other tool to be used in this part of understanding is the "User

Empathy Map“. It will help us to start a discussion about the

needs and wishes that users have.

▪ The discussion will be centered about what was observed, and

what can be understood about these user groups’ beliefs and

emotions.

▪ Now… use all the feedback gathered during the interviews, and fill

the empathy map template…



Profile Card

After these two exercises (Persona/Profile Card and Empathy Map), we have a real

known about the large part of our future clients.



UNIT 2. DESIGNNING

Design is not just what it 

looks like and feels like. 

Design is how it works
Steve Jobs



UNIT 2. DESIGNNING

▪ This Unit has been developed by the Chamber of

Commerce, Industry and Service of Badajoz (ES)

▪ Main objective of the Unit:

This unit will study how to design a tourism product/service through the

most efficient methodologies used in the business environment.

Particularly, the Design Thinking and Business Model Canvas methods.



UNIT 2. DESIGNNING



UNIT 2. DESIGNNING/ Learning Elements

▪ All Units are divided into Learning Elements

▪ Within each LE we can find:

• An explicatory video

• Good Practices examples

• A pdf with all the Unit content



UNIT 2. DESIGNNING

https://www.youtube.com/watch?time_continue=10&v=1Df9A2wHK9U


UNIT 2. DESIGNING



WHAT IS DESING THINKING? DESIGNNING
VALUE PROPOSITION CANVAS

This tool consists of how to analyze our value proposition from what

our customer see and feel.

▪ It is the solution offered to the clients in order to satisfy their

needs or solve their problem. STEPS:

▪ first, select one of the ideas already obtained during Unit 2

▪ Second, contrast it using the Value Proposition Canvas tool to determine if the chosen

idea is aligned with the needs of the selected target audience (Unit 1).

▪ Third, if you find that the chosen idea does not properly align with your selected

target audience, then please choose another idea or modify the current one.



Value Proposition Canvas



WHAT IS DESING THINKING? DESIGNNING
CUSTOMER JOURNEY MAP

The previous exercise has given us as result a product or service idea

aligned with the needs of our target audience.

Through the Customer Journey Map (CJM) we can determine all the

connections of Silver Tourists with our product or service already validated.

▪ Two important reasons to use CJM:

✓ it identifies all the touch points related to the customers´ experience of our

products or service, in order to improve that experience at these touch points.

✓ It helps us understand the emotional impact the interactions between final

users and our products or services in our existing customer experience



Customer Journey Map



UNIT 3. MARKETING

Design is Thinking made 

Visual



UNIT 3. MARKETING

▪ This Unit has been developed by the New Tourism Institute

-Zavod Novi Turizem NT- (SI)

▪ Main objective of the Unit:

Understanding of fundamental and in depth marketing skills regarding

Silver Tourism. As an expert it is important to understand the challenges

that come with marketing to this specific target.



UNIT 3. MARKETING



UNIT 3. MARKETING/ GOOD PRACTICES

• Eg. 3.2 

Positioning and Branding:



UNIT 3. MARKETING



WHAT IS DESING THINKING? MARKETING
MOTIVATION MATRIX

Motivation matrix is a design thinking tool that tries to identify and

visualize connections among all stakeholders/decision makers

related to our product or service, including the motivation

components.

▪ It reveals the needs and expectations of each stakeholder.

▪ It allows to see the stakeholder relations and flows of material,

information and money during the whole process.



Motivation Matrix



WHAT IS DESING THINKING? MARKETING
STORYBOARD

Storyboard is a tool that helps communicating how a user would

experience a product or service and how the proposed design will

help them accomplish their objectives.

▪ Until now we have learnt about how to segment our market,

motivations of our target groups and creation and positioning of

our brand. Let's now put all these concepts into practice.

▪ Lets create a story for our product or service. How? Using our

creativity and what we have learnt in the previous Unit. All is

connected!



Storyboard



UNIT 4. DESTINATION

Frase para contextualizar

UNIT 4. DESTINATION

Design thinking is the glue
between all disciplines



UNIT 4. DESTINATION

▪ This Unit has been developed by North-East RDA (RO)

▪ Main objective of the Unit:

This Unit will study how to involve relevant local or regional

stakeholders and their role in development of silver tourism

destination, as well as how to implement a SWOT analysis in local or

regional context and how to design a sustainable destination for silver

tourists.



UNIT 4. DESTINATION



UNIT 4. DESTINATION



WHAT IS DESING THINKING? DESTINATION
STAKEHOLDERS MAPPING

Effective tourism destination planning is a complex process but a high

level of stakeholder engagement and cooperation will enrich the all

process

▪ How to create a stakeholders map:

• put an idea, concept, project in the centre of the canvas

• then put the people that you’ll need to develop and implement the

idea, concept, project around it.

This will help understand the value we’ll need to create, who to involve and

when…and then, develop a strategy for implementation.



Stakeholders Mapping



UNIT 5. QUALITY
Good Design is Good 

Business



UNIT 5. QUALITY

▪ This Unit has been developed by Trusted Business

Partners (HU)

▪ Main objective of the Unit:

This Unit will deal with assurance and consulting skills based on

transparent assessment methods and widely accepted standards of

sustainable tourism.

The Silver Tourism Management Framework (STMF) is based on the four

interlinked areas of effort corresponding to the four UNITS already seen.





UNIT 5. QUALITY



UNIT 5. QUALITY



ADDITIONAL INFORMATION



HOW TO PARTICIPATE?

▪ Please enter in our project´s website

www.silvertourism.eu

▪ Click on Results - Massive Open Online Course

▪ Click on Course

▪ At the top right you will see Is this your first time here?

Click on Create new account

▪ Fill in the requested info (fields) and the system will send

to the email address indicated by you username and

password

http://www.silvertourism.eu/


HOW TO GET THE COURSE CERTIFICATE?

▪ An Evaluation will be found at the end of each Unit (1, 2, 3

and 4)

▪ Allowed attempts: 3

▪ Time limit: 30 minutes

If you satisfactorily pass all 4 evaluations you will 

get your Certificate, GOOD LUCK!!



https://www.youtube.com/watch?v=SByymar3bds&list=PL2W7y_VjXHsjxqyJSj-v3hbT2w9R41VyN



