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Design for Social Innovation How much change is expected?

About the course

The Whole View Model

Step

[+]AMBITION

O
R

G
A

N
IZ

AT
IO

N
 

K
N

O
W

-H
O

W
[-]

[+
] Jump Leap

WHAT?

WHO?

HOW?

WHY?

Hebrew Senior Life 

Hebrew Senior 
Life  

How does this make us different?

For senior citizens who seek to find an experience to enjoy the best possible life in old age, 
Hebrew Senior Life connects individuals in need to vibrant senior living communities; 
delivering personalized health care services, conducting research on aging and teaching the 
next generation of geriatric care professionals. Unlike other generic senior living facilities, HSL 
provides wrap-around services across healthcare, housing and community.

Enhance quality of life for senior residents in Massachusetts.
Strategy

Operations

Offerings

Users

On-site staff and expertise
Partnerships with Harvard Medical School
Government grants (Health Care Innovation Investment - R3 Team)
Teaching and research
Real estate development partnerships

I need independence

I need shelter 

I need safety

I need purpose

I need healthcare

I need social community

I need useful, actionable, 
responsive information

I need end of life 
support Website, phone 

number, email

Front desk 
receptionist, 
caretaker on 
site

Staff, Wellness coach, 
Nurse practitioners, 
maintenance,  physical 
therapist, social worker, 
care manager

Staff trained to 
discuss end of 
life matters

Transition to 
long term care 
(hospice), 
death, move 
somewhere
Hospice 
education,  de- 
stigmatization 
of end of life 
care

Office, home 
visit

Office, 
website

Peer senior 
friends

Marketing, 
newsletters

Senior friendly 
modification, fitness 
equipment
Tech (ipads)

Newsletters
Reminders to take 
medication

Community building, 
accessible, dining 
room, fitness center

Move in, join 
“groups,” meet 
neighbors

Waitlist for years

Social work, Research
Admin assistance, 
fitness class, music 
performances, religious 
services

Hospice care, 
bereavement  
care

Vibrant, supported senior communities 
Housing, healthcare, social care, research into aging, 
education into geriatric providers, training for geriatric 
disciplines

Senior citizens seeking to live to their maximum possible 
independence in a vibrant neighborhood and community.

What do users care about? What system of offerings will enable users’ experiences? How might users experience the system of offerings? Why does each player want to participate? What are the organization’s required capabilities?

While public health has made tremendous 
improvements in countless lives, many of 
the most perplexing health problems remain 
unsolved. Often these seemingly intractable 
problems are caused by behavior driven by 
culture, emotion and other factors that are 
difficult to measure. Design can provide a 
complementary approach to the science of 
public health. Its tools provide a way to 
grasp the immeasurable, to understand 
apparently inscrutable behavior and to 
reframe difficult problems to come to 
surprising solutions. 

The Design for Social Innovation (DSI) is a 
graduate-level course with a maximum 30 
students. It is intended to have students 
from a variety of backgrounds and any of 
the schools within Harvard.   The course is 
project based and will involve working in 
teams and as individuals.  

The overall goal of this course is to explore 
how aspects of the two fields can be com-
bined to benefit both research and the 
solving of problems dealing with the health 
and wellbeing of the population. While 
students will choose to emphasize either 
research or solving a problem, almost all of 
their activities and will overlap and be done 
together.

Hebrew Senior Life is a unique nonprofit, 
non-sectarian organization that provides 
housing and health care for seniors, 
research into aging, and education for 
geriatric care providers.

HSL employs over 2,600 members of staff 
across a wide spectrum of professions. 
Across their nine campuses, HSL cares for 
over 3000 senior citizens every day, offering 
a holistic, wraparound service that encom-
passes the necessary elements for healthy, 
happy senior living.

A research partnership with Harvard Medical 
School drives evidence-based solutions to 
the challenges around ageing and also 
positions HSL as a training provider for 
multiple geriatric disciplines. 

While the descriptive whole view analysis is 
represented by the colors of the 
organization, the ideas worth exploring are 
represented in pink. 

Whole View is a set of frameworks that help 
innovation teams explore a wider set of forces 
and their potential effect on the organization 
than is normally possible. It can be used in 
hours and days instead of the norm of several 
months. 

It visualizes ideas, making them less 
abstract and easier to understand than 
when represented in words alone. It helps 
describe an organization’s current state or 
prescribe potential futures.

Three Levels of Innovation helps clarify the 
degree of change and type of risk. Innovation 
projects are often conducted as if they are the same 
level of ambiguity, ambition and scale. This is a 
mistake. Step change innovation makes continuous 
improvements to current successes. The strategy,  
operations, offerings and users are well known, and 

Build and 
renovate more 
housing

R3 research 
project

Expand data 
collection

Provide group 
music therapy

the ambition is within reach. Leap change, and many 
jump change on the other hand, have many unknowns 
but are very ambitious. 
Leap changes are more likely to fail but can catalyze 
growth and profit. Step changes are likely to  succeed 
and provide stable growth usually tied to industry 
norms. 

The Strategy Pyramid helps align business intent, 
operations, offerings, and user needs and 
aspirations. Organizations have habits and 
systems that evolved to fit their customers, 
partners, and markets. Occasionally they are 
challenged when competitors adopt a new 
business model, deploy a disruptive technology, or 

make a significant improvement in their offering. 
Responses to this competition often directly matches 
the cause: a new business model begets a new 
business model, an improved offering leads to a new 
offering. This direct response approach often fails 
because it ignores that different ways of working are 
highly integrated.

User Terrains define people in the context of their 
aspirations and needs. Organizational market 
research commonly categorizes people by 
demographic group and a propensity to their 
product. This often leads to myopic images of 
users. Terrains are a way of understanding what 
really motivates people.

Organization Territories are the areas of business 
a company decides to enter in response to user 
terrains. Thinking of offerings as fitting into areas of 
business that support user terrains will expand ideas 
for offerings and unveil competitors that are in 
different sectors but focus on the same terrains.

POEMS reminds organizations to think of offerings 
as systems, considering People, Objects, 
Environments, Messages, and Services.

The Five Stages of Experience describes the 
journey that users construct while using the 
offerings. By combining them, organizations can 

consider the life cycle of their user’s experiences 
(how people are enticed, how they enter, how they 
engage, how they exit, and how they extend their 
experiences), and propose different offerings 
accordingly. 

Value Webs show the exchange of various types 
of value among key stakeholders.
Supply chains and ecosystems can become 
complicated, It is useful to see where values are 
being exchanged. Arrows indicate offerings, 
money and other types of value.

Activity Maps show how the core and supporting 
capabilities needed to create the offerings. 
Mapping core capabilities helps to manage 
change. It is based on Michael Porter’s work on 
Activity Systems.

Modes of Experience describe the different types 
of experiences users can have. 
This is a useful framework to describe how users 
might experience the organization’s offerings. It 
includes five modes: physical, cognitive, social, 
cultural and emotional.

ENTICE ENTER ENGAGE EXIT EXTEND

wraparound services for seniors to be 
maximally independent and healthy

I want to be productive 
and contribute to society, 

even as I age.

I want to understand how 
HSL can improve my life.

I want a comfortable, 
nonthreatening, and efficient way 

to plan the end of my life. 

I want to live in a 
safe community.

I want affordable and 
accessible healthcare.

I want a to live in a 
home.

I want to be a part of a group 
that contributes to the world in 

some manner.

I want to have autonomy.

HSL

PEOPLE

OBJECTS

ENVIRONM.

MESSAGES

SERVICES

HSL
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Safety,  

Communal areas 
to meet with 
people from 
same culture

One family: 
community 
belonging;

Clean, 
comfortable, 
open 
surrounding

Accessible staff 
offices to ask 
questions e.g. 
offices in building

Spaces 
designed for 
interaction with 
other people

Books, 
newspapers, 
games, TV: 
education and 
distraction

Playfull

Excitment, 
Advertising 
events

Therapists, fitness 
instructors: 
Relieved, 
supported

Easy to access 
gym facility and 
classes

Social events, 
community 
gatherings

Comfortable 
seating, easy 
to get around

Active with 
provision of 
exercise 
classes
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Affordable Assisted 
Living: new facilities 

that can offer 
nursing-level care. 

EMOTIONAL SOCIAL COGNITIVE CULTURAL PHYSICAL

Provide high 
standards in 
housing and 
healthcare 


