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Abstract
Designing for older adults often takes the form of design for declining sensory, motor or
cognitive ability. Instead of starting from disabilities this thesis aims to explore the 
problems older adults experience in relation to information technology from the 
perspective of the older adult. Through the use of situational analysis data from five 
interviews and five observations were analysed in order to find what problems, if any, 
the older adults gave voice to. This resulted in a study focused on three such problems: 
the instructions older adults receive when learning how to use information technology, 
the role of the surrounding of the older adults, and the feelings those interactions create. 
The result is a mix of different ways to view ageing along with a proposition that shows 
one possible way to reconfigure this interplay between older adults, the surrounding and
information technology in order to lessen the impact of those problems.
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1 Introduction
When I was a kid, probably around six or seven years old, there would from time to 
time arise conflicts on the playground. The group that I played with was not getting into
a lot of fist-fights but emotions would run high and insults would fly. From time to time 
the conflict was nearing the boiling point and the first punch hung in the air. It was at 
this time that one of the still verbal-only combatants would try to get away from the 
uprising fist-fight by scare tactics: he would invoke the wrath of an older brother, if he 
was lucky enough to have one. The other kid would then, if he was blessed with an 
older brother as scary or scarier than the first invoke his brother, forcing the first kid to 
take it to the next level invoking his father that would leave the other kid with no other 
option than to call on his grandfather since the grandfather could surely beat a father in 
a fist-fight. Surely, for while my mental image during this display of allies was 
Superman like men in tights with flexing muscles, there was one thing we all agreed on:
age equated power!

This idea that age equals power was perhaps a figment of our imagination, yet the 
respect for elders, their knowledge and wisdom is something that exists outside the 
minds of young boys and girls. At the time of the First World War the journalist Ester 
Blenda Nordström spent a summer as a teacher with the nomadic Sami people in the 
northern regions of Sweden and Norway. This is how she describes the very real power 
of the elders in the village (1916/2013, s. 8)1:

The old man is seventy something … and proud, as the sovereign king he is. He is 
in command of everything, he decides when to break camp and when to rest, he 
leads the way through snow and storm, he is the one who rules over the people of 
the village. (My translation)2

The respect for age is a cultural phenomenon and so are the views on ageing. Contrast 
the idea of age as power above, situated in the mind of a young person or embedded in 
the struggles of a nomadic people with these instructions on how to design websites so 
that they are accessible to seniors (National institute on aging, 2009):

Research has shown that older age is not in itself a hindrance to computer or 
Internet use. However, older adults' use of electronic technology may be affected 
by age-related changes in vision and in cognition—for example, the ability to 
remember, learn, think, and reason. Cognitive abilities that change with age and 
that are likely to affect computer use include working memory, perceptual speed, 
text comprehension, attentional functioning, and spatial memory …

Did something happen over the last hundred years? Did the child suddenly grow up to 
find the heroes of childhood fragile old men and women in need of his or her help, not 
the other way around? The answer to those questions is of course 'yes' and 'no'. Ageing 
is not one unified experience and so the way we view age and ageing is not one unified 
vision. Hanson (2009) manages to present two ways of understanding ageing in as many
paragraphs: ageing as decline and ageing as experience (p. 7). She argues that we might
have to rethink how we view and design for older adults, and designing for older users 
is tricky business. The two views on ageing deduced from Hanson (2009) are not 

1 Although the book is controversial (see for example Norberg (2014) and Rádio Sápmi (2014) with 
comments) it is still an account of her perception of what took place around her.
2 Original: “Gamlingen är några och sjuttio år … och stolt, som den enväldige konung han är. Det är
han som bestämmer över allt, han som befaller uppbrott och vila, han som leder vägen genom snö 
och storm, han som härskar över byns invånare.”
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mutually exclusive. As seen above, we can also understand ageing as power and there 
are probably a multitude of other possibilities. Narrowing in on one of them might 
silence other perspectives that can be just as important in a situation where older users 
interact with information technology.

1.1 Previous research on older users and information technology
Previous research on the use of information and communication technology among 
older users has often set out from a specific problem related to changes in physical 
and/or intellectual capability associated with ageing (Kuo, Chen and Hsu 2012; Johnson
and Kent 2007). Reducing seniors to a possible set of disabilities is a very one sided 
way of representing a heterogeneous group with a wide range of lived experiences. It 
has also been noted that older adults do not always want to be labelled as disabled since 
this is not how they see themselves (Richards and Hanson 2004) and when Brandt, 
Binder, Malmborg and Sokoler (2010) presented their ideas for a collaborative co-
design project to a group of seniors the reactions of the seniors was not what they had 
expected:

These reactions may seem as contradictions to what we brought to the meetings, 
and in many ways they are, but as we interpret what we heard, we find that the 
reactions are as much about not being “boxed in” as “elderly” as they are about 
rejecting the relevance of the themes that we brought up in the meetings (p. 402).

While resistance to labels is one important aspect it is also important to note that design 
with a specific group in mind undoubtedly will have consequences for the end result. 
Design with seniors in mind has yielded various results with regard to the “universality”
of the presented application or interface. Hawthorn (2003) notes that older users are a 
heterogeneous groups that, when divided into subgroups, all show their specific needs. 
He notes that some are no different from “mainstream” users, some can use mainstream 
applications but would benefit from a specific interface to compensate for some age 
related change. Being fairly capable, those groups might feel limited if forced to work 
with a simplified interface. The last group is the one that needs special interfaces since 
mainstream application poses to big a challenge for them with regard to their age related
limitation. Designing for the latter group, the application becomes a compromise 
between simplicity and feature richness resulting in a design that works for the target 
group but is limiting for the more capable users (Hawthorn 2003). Johnson and Kent 
(2007) conducted similar experiments with a web-application. Although they report a 
more positive attitude among young users towards the “elder design” it still showed that
the design was not universal. This focus on technology might also miss other aspects 
crucial for the adaptation and reception of the designed artefact (Huldtgren, Detweiler, 
Alers, Fitrianie and Guldemond 2013) and van der Velden and Mörtberg (2012) hint at 
an even less optimistic possibility, that the desire to design for an other “will never be 
fulfilled, because we can never do justice to the Other” (p. 679).

A different approach might be to offer a design that allows different ways to reach the 
same goal. This might support different ways of knowing and navigating in the world – 
allowing different strategies grounded in different experiences. There are findings 
supporting the idea that design and the accommodation of different strategies to reach 
the same goal might be just as important as age when it comes to finishing an ICT 
related task (Fairweather 2008).

Much of what is written on the subject of design for older adults focuses on design for 
disabilities, that is, specific ideas about the problems faced by people as they age. This 
material takes on the form of guidelines on how to design specific features of an 
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application to support specific needs with regard to for example cognitive and 
perceptual skills or motor control (Kuo, Chen and Hsu 2012; Johnson and Kent 2007; 
Becker and Mottay 2001). Hawthorn (2007) points out that while this material is useful 
as a starting point it cannot be “a substitute for involvement with older people as part of 
the design process” (p. 336). He points to two other important aspects of design process 
with regard to old adults and understanding their needs when it comes to design: the 
“observation of older users in real-life situations” (p. 336) and their involvement in the 
design process as participants. Culén, Finken and Bratteteig (2013) when observing 
elderly using a Smart Gym noted that it required both bodily and cognitive mastery. The
latter, where cultural familiarity is an important factor, made the use of the machines 
harder since the elderly users lacked familiarity with the visual language in the form of 
icons and symbols so prominent in today's information technology: “This lack of 
familiarity may lead to insecurity, less self-efficacy and in some cases a denial to use the
technology at all” (p. 614). Hawthorn (2007) also notes that older users have a tendency
to view themselves as a problem with regard to learning new things, something that has 
implications both when it comes to interface design, tutoring material and situations 
where older adults are involved in the design process as tester.

Another factor that is important is experience. Experience and motivation are probably 
two key ingredients in the success of any information technology with regard to older 
users. One reason for the struggle older users might experience when using information 
technology could be a “lack of understanding of the technology” (Hanson 2009).  This 
last point might also have implications for the future – if the experience and knowledge 
of today’s older adults is not enough to gain an understanding of the technology of 
today, what are the odds that today’s young users will keep evolving with technology to 
shorten this gap in the future? True, young people today might be entangled with current
technology (van Lier and Hardjono 2011) but will they keep up with new trends and 
concepts? Maybe their experience will drop while their bodies lose some of its abilities, 
putting them in the same situation as older users find themselves today (Hanson 2009).

1.2 Aim and research question
The need to go beyond declining abilities and look for other factors that might help in 
the adaptation of information technology among older users is of importance not only 
for the ageing population of today but also for the future. The problem with outsiders 
defining both what it is to be elderly and the problems associated with that part of life 
(Brandt et al 2010; Richards and Hanson 2004) along with the complexity of elderlies 
mastery (Culén, Finken and Bratteteig 2013) show a need to go beyond the “design for 
disabilities” when we try to make the design senior friendly, something that might not 
even be possible due to the heterogeneity of the group and the difficulty of designing for
the Other (van der Velden and Mörtberg 2012). Inspired by this and an application for 
research founding3 I wanted to explore what problems, if any, older users experience in 
their contact with information technology and how they describe them. The motivation 
for putting focus on the older users in their everyday use situation is to make it possible 
to let them bring to light problems that are not directly related to neatly presupposed 
categories of problems, such as poor eyesight or hand tremors, but instead to let them 
express what it is that is important or problematic for them in their actual use.

On grounds of the exploratory nature of this endeavour, the research question cannot be 
too specific. The motivation to be more open also helps in opening up to the problems 
the participants may have encountered without forcing preconceived problems on them. 

3 "@ctive Life : situated elderness and engagement with social media through smart TV", research 
proposal sent to The Kamprad Family Foundation for Entrepreneurship, Research & Charity 2013.
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My aim thus being to find out about and describe the experiences of older adults with 
regard to information technology and problems related to its use, the research questions 
was not further specified than:

What is important and/or problematic in the daily lives of older adults with regard
to their use of information and communication technology?

1.3 Scope and limitations
The focus of this study is on how older adults interact with information technology in 
their everyday lives and the problems, if any, that arises through this interaction. Older 
adults is a large and heterogeneous group. Based on the early selection of participants 
all interview participants have been women past the age for age related retirement in 
Sweden (65 years). The focus on women was not there from the start but grew out of the
research. While men figure in the material, either as part of the stories of the women or 
as participants in the groups I observed, their stories are not told in the material.

1.4 Structure of the thesis
The rest of the thesis is structured in the following way: First I present the Research 
methodology to give the reader an idea as to how I have conducted the research. Next I 
present the Theoretical underpinning, the literature and theory, that I either brought with
me into the research or that has emerged as meaningful with regard to the Findings from
the empirical data which is presented next. Last comes the Discussion where both the 
findings and the research methodology is discussed.
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2 Research methodology
In this chapter I begin by introducing the underlying methodologies: grounded theory 
and situational analysis. After that the data collection and analysis are described and 
then the interplay between data collection and analysis is presented in greater detail. The
section closes with some ethical considerations.

2.1 Grounded theory
Grounded theory evolved in the 1960s as a result of a qualitative study conducted by 
Barney Glaser and Anselm Strauss (Hartman 2001). It has evolved over the years, and 
after a public split between the two founders in the 1990s it has now evolved into two 
major versions, one based on the work by Anselm Strauss and Juliet Corbin and the 
other on the work by Barney Glaser (Urquhart, Lehmann and Myers 2010; Hartman 
2001). As a methodology, grounded theory is well established within the information 
systems literature (Seidel & Urquhart 2013) and although it has its roots in post-
positivism it works well for interpretive research in the information systems field 
(Hughes and Jones 2003).

The flavour of grounded theory I will base my research on relies heavily on Corbin and 
Strauss (2008). For data analysis I will use open and axial coding. Open coding is the 
initial coding done on the data where it is analysed line by line and each concept is 
given a code. Axial coding is the next step where the codes found in the open coding are
analysed to find connections between the codes and to find how they are related to one 
another. One tool used to help in the axial coding is diagrams, codes presented in 
writing with lines drawn between them in attempts to find relations among them.

Another very important tool used throughout the research process is memo writing. A 
memo is a short (or long) text that try to capture an idea or a concept that has emerged 
in the analysis. The memos, as a written record of the research process, is a great help 
when structuring thought, working with concepts and categories and when writing up 
the thesis. Each memo needs to be considered so that nothing of importance is missed.

2.2 Situational analysis
Situational analysis, with its roots in grounded theory of Anselm Strauss, extends the 
latter by putting more emphasis on differences in the situation by introducing three new 
maps for data analysis: situational maps, social worlds/arenas maps, and positional 
maps (Clarke 2005). The maps complement the more traditional methods of grounded 
theory such as coding and memo writing and helps the researcher put focus on the 
situation, its complexity and possible differences.

The situational map is used to find out who or what is in the situation and contains both 
humans and non-humans “as framed by those in it and by the analyst” (Clarke 2005, p. 
87).  This map is used to get an overview of (possible) actors in the situation and their 
relations to one another. A situational map is re-worked throughout the analysis to take 
new findings into account or to depict relations from different perspectives. A 
situational map can either be “messy”, where every element that is in the map is placed 
more or less at random, or it can be ordered, where elements related to one another are 
grouped together under a common heading.

The social worlds/arena map tries to move the analysis beyond the individuals and 
focus on “collective social action” (Clarke 2005, p. 114, emphasis in the original). They 
can map out groups, boundaries, negotiations, power and overlap between organizations
or arenas.
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The positional map tries to capture conflicting or interesting positions within the data 
“and array these dimensionally in some fashion” (Clarke 2005, p. 128). The idea is to 
make explicit positions that are present in the material but also to become aware of 
positions that are silent or not present in the material. The positional map does not show
the positions of individuals but positions found in the data:

Positions in positional maps are positions in discourses. Individuals and groups of 
all sorts may and commonly do hold multiple and contradictory positions on the 
same issue. Positional maps represent the heterogeneity of positions. (Clarke 2005, 
p. 126, emphasis in the original.)

In analysing the data for this thesis the situational map and the social worlds map were 
used. This tool, the map-making, was the primary reason for choosing this methodology.
It is well in line with how I usually visualize problems when trying to understand them. 
Situational analysis, in this thesis, is thus primarily a tool for analysing the empirical 
material.

2.3 Data collection
Both grounded theory and situational analysis are methods for the analysis of qualitative
data. Emphasis in this study is the experiences of the participants and their view on 
information technology and its related problems and so the two methods selected for 
data collection was interviews and observations. The former to give the participants a 
chance to tell their stories and the latter to try and find problems that the participants 
either did not want to express or were unaware of. A third function of the observation 
was to try and verify, if possible, the findings from the interviews.

The initial interview participants were recruited through the contacts offered by a local 
non government organization and all observations took place in beginner classes for 
seniors offered by an other non government organization. Later interview participants 
were selected based on convenience and suitability. All participants were offered 
confidentiality and interview participants were asked to sign a consent for participation 
(for the consent form see Appendix A).

2.3.1 Interviews
In the initial phase of the work, three interviews with seniors were done to get a first 
understanding of what role information technology played in their lives and what 
problems, if any, they experienced in relation to information technology use. The 
interviews were unstructured to let the informants lead the way (Morse 2007). The 
participants were thus given the chance to open up and tell me their stories without too 
much guidance. The three initial interviews were later followed by two more interviews 
to saturate the data. All but one interview was done face-to-face. The last interview, due 
to lack of time and geographical distance, was done over the phone.

Some grounded theorists discourage the use of recording devices since it is “time-
consuming” and might “overwhelm” the researcher with “its descriptive detail” (Holton 
2007, p. 276). From previous research experience I knew how easy it is to miss things 
and so I decided to go against this advice.  All but the last interview were recorder and 
later transcribed verbatim. During the interviews I kept a note pad handy for jotting 
down thoughts and things I wanted to return to and go over with the participant.

Research setting
The interviews took place over roughly a six month period, from June to December 
2014. The two initial interviews were conducted on the same day and the third was 
conducted roughly a month later. Once this data was analysed a fourth interview was 
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conducted in September and then in December the last interview was conducted. All 
interview ranged in time from thirty minutes up to little over an hour. All the interview 
participants were women. This was not a conscious choice: the first two participants 
were recruited through a non government organization and here I had no control over 
the choice; the third and fourth participants were recruited through my personal network
and chosen on grounds of their suitability with regard to the data needed. This is also 
true for the last interview participant, but while recruiting her I also tried to recruit older
adult men but they all, for various reasons, declined participation.

The interviews were conducted in a setting selected by the participants and they all had 
an unstructured form in the sense that I started by explaining what the purpose of my 
research was and then I asked them to tell me about their use of information technology,
without me defining the term, and how they experienced this use. This lead to an open 
discussion where the participant were allowed to take the lead and I tried to only 
interject when I wanted clarification or when I wanted the participant to elaborate on 
something. Most of the interviews were, with the approval of the participants, recorded 
and every participant were asked to sign a consent of participation before the interview 
started.

2.3.2 Observations
Hawthorn (2008) proposes observations of older adult users in real-life situations as a 
way to acquire knowledge about how older adults interact with information technology. 
There are, however, caveats with observations and it is important, as the observer, to 
make sure that one does not read things into that which is observed without checking 
that understanding with what it means to the participants (Corbin and Strauss 2008).

There are local initiatives offering courses where seniors teach seniors how to use 
computers (SeniorNet Kalmar n.d.). I decided at en early stage to observe this kind of 
situation. From the beginning, my hope was to see if the older users experienced any of 
the problems described in the literature. As the work progressed, the goal instead shifted
from a general focus on problems to observing the instruction situations and the 
instructor, rather than the learners. This proved fruitful in understanding what older 
adults chose to focus on when creating a learning situation for other older adults. I 
observed two different groups of beginners with two different instructors in order to see 
how the teaching style of the teacher affected the group's reaction to the situation.

Research setting
The observations were done during the later part of September and the first half of 
October 2014. All observation were done in relation to activities offered by the non 
government organisation SeniorNet Kalmar (http://seniornet-kalmar.se/). SeniorNet 
Kalmar has as its goal to let seniors teach seniors how to use computers. SeniorNet 
Sweden is the national organization with local branches, such as SeniorNet Kalmar, in 
different cities around the country. SeniorNet is a social movement driven by its 
members who create local branches to help themselves and other older adults to use and
better understand information technology. The national organisation provides study 
material that the local initiatives can use in their classes. I made observations in two 
beginner classes and at a recruiting meeting. Each class observation lasted for around 
two hours and they were held in different locations in the area around Kalmar. The 
majority of the participants in the classes were women over the age of 65.

2.4 Data analysis
Data analysis is an ongoing process that starts with the first interview and continues 
throughout the process where the data is continually analysed and new data is put in in 
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relation to the already analysed data (Corbin and Strauss 2008). My analysis was thus 
an interplay between the collecting and coding of material (Holton 2007; Morse 2007), 
memo writing (Lempert 2007), the map-making of Situational analysis as presented in 
Clarke (2005) and more general diagrams to help structure my thinking (Corbin and 
Strauss 2008).

2.4.1 Coding
The coding procedures is one point where the different flavours of grounded theory 
differ from one another (Seidel and Urquhart 2013). It also seems to be a part where 
nothing is set in stone as Corbin and Strauss (2008) do not follow the descriptions of 
coding presented from earlier editions of their book (see Table 1 of Seidel and Urquhart 
(2013) for a more detailed treatment of the different coding procedures).

For this work I adopt a coding scheme that looked like this:

1. The initial coding is done using what has been described as open coding. Here I 
go through the transcripts line by line trying to figure out what it is being said. 
Seidel and Urquhart (2013) describe open coding as “attaching initial codes to 
those chunks of data” (p. 239). Once the coding is done the resulting codes are 
analysed and turned into concepts (Corbin and Strauss 2008).

2. Once the open coding is done and the concepts (or codes) are in place they will 
be further analysed and related to one another, either through axial coding and 
diagrams (Corbin and Strauss 2008) or, if fit for it, as elements in a situational 
map (Clarke 2005).

It should be noted that Corbin and Strauss (2008) point out that open coding and axial 
coding “go hand in hand” and the “distinctions made between the two types of coding 
are 'artificial' and for explanatory purposes only” (p. 198). It is hard not to link concepts 
together even while doing the initial coding.

2.4.2 Maps and diagrams
Throughout the study maps and diagrams were used as a way to visualize, connect and 
document the data. After three initial interviews a situational map was created with the 
aim of capturing the situation as a whole as it emerged in the data. Based on this map, 
three concepts were selected for further analysis based on their perceived importance 
and relation to one another. The maps were both messy and ordered (Clarke 2005). The 
messy map often preceded the ordered, as the first map was used to capture what was in 
the situation. From this map a second would emerge as the pieces of the visualized data 
in the messy map came together much like the pieces of a puzzle.

The diagrams were used much in the same way as the situational map but while each 
map in situational analysis have a specific purposes the diagrams were used as a way to 
find and depict “the relationships between analytic concepts” (Corbin and Strauss 2008, 
p. 117) regardless of what this relationship might be. While “trying to figure out who 
was actually in the surrounding of the participants” became a series of situational maps 
and later a social worlds map, trying to figure out how information technology fit in to 
all the different stories became a graph-like diagram trying to trace relationships 
between problems, the surrounding and the ways computers were introduced into the 
lives of the participants.

2.4.3 Memos
Memos is defined as “[w]ritten records of analysis” (Corbin and Strauss 2008, p. 117). I
have used them extensively to capture ideas and hunches that has emerged during the 
analysis. They have been a way to record the process but also to enhance the analysis 
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and to make sure that temporal ideas have not been lost and that they are examined once
there is enough data to support (or refute) the idea. I have not tried to classify the 
memos. I have instead focused on the advice that what is “important is to just get into 
the habit of writing memos” (Corbin and Strauss 2008, p. 118).

2.5 The constant interplay between collecting and analysing data
Both data collection and analysis are ongoing processes that continue in parallel 
throughout the research when using grounded theory, the former ending when all core 
categories are saturated and the latter when the last sentence of the discussion is finally 
on the paper (Glaser and Holton 2004). To get a better feel for what form that process 
took and also to try and make the research process as transparent as possible, a short 
summary along with a presentation of the participants, is provided below. All interview 
participants have been given fictitious names taken from the life and work of William 
Shakespeare that have no, to me known, connection to the participants, neither in name 
nor character.

2.5.1 Initial interviews
The two initial participants, Anne and Beatrice, were tracked down through the help 
offered by a non government organization. The interviews were conducted at the 
university facilities in Kalmar, June 17 2014, one before lunch and one after. Audio 
recordings were done on both interviews with some talk going on before the recording 
started and some after the recording was finished. None of that material was recorded in
any other way.

Anne, eight years of computer use
Anne seemed to have a very carefree relationship to her computer, the information 
technology she focused on during the interview. Other technologies mentioned was 
television and mobile phones. She got her first computer after retiring, “a good thing” 
since she feels she spends a lot of time using it. This use ranges from social interactions,
playing game and information seeking to watching films and TV-shows. She feels she 
uses it a lot more than the average user and she says she, as opposed to many other 
users, “was never afraid of [the computer]” due to the advice of a long time user who 
told her that “nothing bad will happen”. She sees trying as “the only way to learn”.

Beatrice, over fifteen years of computer use
Beatrice is the only participant who used computers in her working life and she bought 
her first computer in the late 1990s'. She uses the computer daily, to keep up to date, 
communicate with friends and family, do online banking and look for information. 
Beatrice talked exclusively about computers during the interview.

2.5.2 The third interview
On July 14 2015 a third interview was conducted and recorded on a porch where both 
me and the participants, Cordelia, felt comfortable. Cordelia was recruited through my 
personal network. She was seen as a good candidate since she had just started using 
computers. The hope was that she perhaps could point to problems that the other 
participants, who were long-time users, had become accustomed to and thus did not 
think about.

Cordelia, six months of computer use
Cordelia had just recently started to use computers and she is still getting used to it. She 
and her husband got the computer after optic fibres for Internet access was installed into
their house but she is the one using the computer. At the time of the interview she uses it
mainly for information seeking and “none of the advanced stuff” which she points out  

9



several times during the interview without being able to specify what “advanced stuff” 
is. She is still unsure as to what role the computer can play in her life – she feels she is 
pretty set in her ways and she is not really interested in changing. Apart from computers
she also talked a bit about mobile phones and about change in general.

2.5.3 Analysing the initial material
The transcription of the collected data did not start until some time after the third 
interview. Transcribing the interviews verbatim was a time-consuming endeavour. This 
delay in transcription did not delay the analysis which started right away since I 
immediately, after finishing the interviews and before transcribing them, unconsciously 
tried to make sense of what had been said. The initial feelings or hunches were sparsely 
recorded in memos but I returned to them in my head on and off. This unintentional 
analysis carried on through the transcriptions, getting more and more mixed up with the 
data the more I worked with the material. Once all three interviews had been transcribed
a more organized analysis started.

The initial coding was done going through the text line by line, and sometimes phrase 
by phrase, attaching codes to the concepts that emerged from the data. This analysis 
showed that my initial ideas of what had been said was based on a very partial 
understanding of what had actually been discussed. After going through the material, 
thinking about it and making notes a second round of analysis started.

This second round of analysis consisted of reading the transcripts looking for things that
I could label as “problems” or “problematic”. Parts of the text displaying those 
characteristics were then paraphrased on another paper along with quotes and my own 
thoughts. This was done for all three interviews and the handwritten notes were then re-
written on the computer where each “problem” was given a label and possible category. 
The result was then printed on paper and a third round of analysis started where I 
questioned the material adding a new layer of questions and thoughts as unstructured 
margin notes. This was done to familiarize myself with the material. I also went back to 
the transcripts and noted where things described in the notes could be found in the 
transcripts. This was done both to make sure that there was a connection between the 
notes and the text in the transcripts and as a way to re-read the transcripts in order to 
once more get the “full picture”. When this was done it was time to take on the role of 
cartographer and produce the first situational map.

2.5.4 Mapping the interviews
With the initial codes and concepts in place I decided to create a situational map to get a
better understanding of what was in the situation. The mapping started with me writing 
three questions suggested by Clarke (2005): “Who and what are in this situation? Who 
and what matters in this situation? What elements 'make a difference' in this situation?” 
(p. 87) in the top right corner of the map (see Figure 4.1). These questions were used as 
a guide through the map-making. The rest of the work was done as a trialogue between 
my memos, the note covered transcripts and the mapping of the situations. Anything 
emerging from this flow between present and past thoughts and the interview data was 
placed on the map without regard to where it was placed. The initial analysis resulted in 
specific areas towards which I would turn my focus next.
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2.5.5 Observing older users teaching older users
Based on the specific areas I decided to focus on SeniorNet Kalmar was contacted and 
asked if they wanted to participate in the research. Once their participation was 
confirmed preparations were made for visiting some of their courses in order to make 
observations. I visited them several times, making observations of three different 
“groups”:

Group 1: On the 10th of September 2014, I attended a one hour meeting where 
SeniorNet Kalmar made a presentation of themselves trying to attract new 
members. During this observation I placed myself “at the back” of the crowded 
room. As the meeting was well attended it gave me the opportunity to have 
informal chats with both people visiting the meeting and some of the presenters.

Group 2: One of the classes I visited was actually not lead by a senior citizen but
the instructor had been presented as both experienced and well liked at the 
introduction meeting. I returned to this group several times but noted that my 
role slowly shifted from the quiet observer at the back of the room to that of an 
extra instructor since the participants lured me into helping them when the 
instructor was busy. I observed this group once a week for three weeks 
beginning on the 23rd of September 2014.

Group 3: The second class I observed was lead by a senior. I only made one 
observation of this group on the 10th of October 2014 and kept myself at the 
back of the classroom throughout the session.

All sessions were recorded using field notes that was used as part of the data even if  
most of the analysis of this material probably was done using the impressions that 
constantly was present in my head. These impressions sometimes came to the fore and 
was then documented in memos.

2.5.6 Category specific interviews
Once the focus areas were specified work began with regard to finding participants that 
could help me to better understand them. Since I in my own immediate surrounding had
an older adult, Desdemona, that could provide a somewhat different perspective from 
the initial three, not having a computer and having previously told and showed me her 
struggles with using a mobile phone, an interview where she freely shared her thoughts 
and experiences with information technology was conducted at her kitchen table on the 
24th of September 2014. This interview was then transcribed and analysed and put up 
against the already present findings to see what it could add and what it could 
strengthen, providing a richer picture.

Desdemona, not a computer user
Desdemona was primarily interviewed because of the insight she could give about 
feelings and instructions. She does not use computers and most of the interview focuses 
around feelings and instructions in relation to her current situation and mobile phones 
but she also talked about technology, change in general and some about computers.

2.5.7 Starting over
At this point I started to have doubts about my work, about my application of the 
methods and, since the work had taken more time than initially anticipated, my 
familiarity with the data. I therefore made a second round of coding on the four 
transcripts with focus on the areas that had emerged from the first round of analysis. 
This round of analysis pretty much confirmed the initial analysis but shifted focus a bit 
more towards the surrounding.
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2.5.8 Final data collection
Based on this second round of thorough analysis of the data I decided to do a few extra 
interviews focusing on the surrounding of the participants. Due to potential participants 
being too ill or lacking interest I ended up doing only one interview. On the 20th of 
December 2014, due to geographical distance, I conducted a telephone interview with 
Emilia. Emilia was also recruited through my personal network and, apart from being of
the right age and being an information technology user, she had a husband that was also 
an active user in contrast with for example Cordelia who's husband showed no real 
interest in using computers.

Not being able to schedule more interviews might have been a good thing since the 
interview with Emilia really did not produce anything substantially new but rather 
echoed and confirmed what I had previously seen while still adding some to the existing
categories. I therefore decided to stop trying to schedule more interviews and instead 
heed Glaser's advice to stop collecting data and start writing (Glaser 2012).

Emilia, five years of computer use
Emilia started using computers five years ago when she wanted to study her genealogy. 
Her husband already had a computer but she wanted her own. During the interview we 
talked about computers but also about television and news papers. The main focus of 
the interview was the interplay with the surrounding since I beforehand knew that her 
husband was an active computer user and I wanted to see how that affected her use.

2.6 Ethical considerations
I feel a strong responsibility towards my participants, not only because some of them 
are relatives or acquaintances but because they have given freely of themselves, asking 
nothing in return. They have told me their stories in return for confidentiality, something
that was codified in a consent form that indicated how and by whom the interview 
material would be handled and for what purposes. The content of the form was 
explained before any interview and the participant was given the time to read, reflect 
and ask any questions before the form was signed. They were also given the chance to, 
at any time, withdraw their participation, something that none of them did.

The form of informed consent is a formal contract between me and the participants but 
it cannot encompass every aspect of our relationship, present and future. Sharing freely 
like they did is a great act of kindness and it is not my job to re-tell their stories, either 
in this thesis or in any other situation. They are still their stories to tell if they like and 
keep secret if they feel like it. The material found in this thesis is thus not a story of 
growing older, facing information and communication technology or worrying about the
future – the material found in this thesis is my careful and loving attempt to make sense 
of the stories they told me, to make them my own and to let them guide my future. This 
is the best I can do in trying to give back something of that which I have been given.
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3 Theoretical underpinning
This chapter holds two parts: the knowledge and ideas I brought with me into the 
research, and the body of knowledge I have “discovered” along the way. The former is 
presented in the Theoretical background and the latter in the Conceptual framework 
below.

3.1 Theoretical background
When embarking on the journey this research experience turned out to be I borrowed 
from Clarke (2005) the idea of the sensitizing concepts to make myself aware of the 
general direction the research was supposed to head without laying out a specific 
course. Instead of narrowing down and becoming explicit, I intended to open up to 
those who participate in the research to be able to better appreciate what technology 
meant in their every day life instead of forcing a specific idea about technology on 
them4. I therefore decided to let my research be guided by a few general ideas about 
technology, fully aware that puritan grounded theorists would say that this “framework”
ran the risk of forcing itself on my research (Holton 2007). I would rather force this on 
my research than forcing far more limiting ideas on my participants.

3.1.1 View on technology
A technology is something that is between an interacting user and something that makes
the technology useful, its affordance (Floridi 2013). Floridi (2013) categorizes the 
technologies in three categories: first-order, second-order, and third-order. The first-
order technology is something that is between a human and nature. A jacket on a cold 
day is a first-order technology between the human and the affordance for the jacket, the 
cold. The second-order technology is between a human and another technology. We can 
for example see the computer keyboard as a technology between the human user and the
application that accepts input from the keyboard, the keyboard being the second-order 
technology and the application being the affordance. The third-order technology 
removes the human from the loop, letting technology use technology to manipulate 
some technology. Floridi (2013) uses the bar-code as an example, it is hardly for the 
human eye but rather for the computer operating the scanner that is in-between the 
computer and the barcode. No technology should be restricted to only one affordance. A
hat can be a technology between me and the sun (Floridi 2013) but this is obviously just
one use of the hat (Crane 2000; Yahoo n.d.). In order to understand a technology we can
not simply look at the technology in isolation – we need to put it in context and find the 
relations between the technology, its user and the affordance for using that technology.

Most artefacts consume resources and so there is one more aspect here that need to be 
addressed: the “act of destruction that may or may not do long-term or permanent 
damage to the being of beings (including humans)” (Fry 2012, p. 217). Every design is 
an act of change and every change brings with it aspects hidden even from the 
designers. Why would the designer of a web application wonder how the design ties in 
with the worldwide shipping of computers, the working conditions of the people at the 
assembly lines in the factories making the artefacts used to view or host the application, 
the effects on the world and local communities where the power needed to “give life” to
the devices is being produced, or the long term effects of the mining of rare earth metals
or copper needed to build them? Things like these, and more, is what hides in the folds 
of even the most simple design (Latour 2002). No wonder we have learned to fold it 
away, the burden is unbearable, and still I think we need to take this into account. We 

4 C. Mörtberg 2014, personal communication, 17 February.
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need to keep this in mind in both design and action. We are all entangled in a web of 
relations; we are all responsibility for what is hidden in the folds.

3.2 Conceptual framework
Not doing a lot of reading before entering the research does not mean that previous 
research should be disregarded – it just enters the research at a later stage. Once the 
direction of the research started to emerge, the literature was used to try to make sense 
of what was found and to put it into a wider context. In grounded theory this too is 
considered data since “all is data” (Glaser and Holton 2004).

First teaching older adults how to use information technology or specific applications of
it is explored in the section called Learning. Then the role the people around the older 
adult plays when the older adult interacts with information technology is investigated in 
the section called The surrounding. The chapter ends with a section on Emotions and 
their role in information technology use.

3.2.1 Learning
When looking at the “digital divide among seniors” Friemel (2014) found that the key 
reason for not getting on the internet was that it is complicated to use it and hard to 
learn. A colourful description of an attempt to overcome this problem can be found in 
Bean and Laven (2003, p. 5):

Staff at Palm Beach County's North County Regional Library received a call 
recently from a woman who was at her wit's end trying to learn to use her new 
computer. She had picked up a calender of computer classes at the branch and 
called, hoping to find help. Her son had set up a computer for her, and she had 
talked her nephew into helping her as she tried to send e-mail. She confessed, “I 
have to admit, I still don't know what I'm doing. Sometimes I actually send an e-
mail, but I have no idea what I did!” Family members and friends were no help, 
because they would just zip through the task and say, “See? That's how you do it,” 
leaving her feeling even more lost in an alien world.

One workaround for the problems described above is to adopt different strategies for 
learning and teaching when it comes to older adults as opposed to younger adults or 
adolescents. While kids seem to have a natural curiosity that makes picking up new 
skills a second nature (Talbot 2012), older adults “require much more repetition and 
practice for new skills to become automatic” (Bean and Laven 2003, p. 5). One benefit 
of creating specific classes for seniors is that a class where all participants are seniors 
can help to produce “a relaxed and encouraging atmosphere” where “they share their 
experiences with technology” (Bean and Laven 2003, p. 7). 

Teaching older users might require a different approach, and different learning material, 
than teaching a younger audience. Bean and Laven (2003) point to several areas, from 
repetition and speed to the beginning level and the language and metaphors used in the 
learning situation. The last part was also found by Culén, Finken and Bratteteig (2013) 
with regard to lack of familiarity with the icons and symbols used in today's information
technology and Bean and Laven (2003) note that even the metaphors used, such as 
“icon”, “shortcut” and “menu”, words that has a prior meaning to the older learners, can
cause problems if not introduced in a way that helps associating the old terms with the 
new meanings. “Computer and information technology is … a world of its own with its 
own language, its own problems and solutions”5 (Lunell 2001, s. 13, my translation). 
Those problems have been connected with three situations seen from the learner's 

5 Original: Data- och informationsteknik är … en alldeles egen värld med sitt eget språk, sina egna 
problem och lösningar.
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perspective: the user is inexperienced; does not have “enough transferable prior 
knowledge”; or has prior knowledge that is conflicting with the current situation 
(Barnard, Bradley, Hodgson and Loyd 2013, p. 1721).

When it comes to learning it is easy to forget that older adults are not one homogeneous 
group and just like in any arbitrarily constructed categorization of people, differences in 
personal preferences and needs will most likely be present (Hawthorn 2003). Barnard et 
al (2013) found three learning strategies among older adults: step-by-step instructions 
from someone else; trail-and-error by playing around and trying things out; and reading 
a manual or following instructions. While those strategies may all be, to a varying 
degree, mixed in one person Barnard et al (2013)  noted that people who preferred a 
procedural way of learning was not as “inclined to experiment” (p. 1720). 

3.2.2 The surrounding
Trocchia and Janda (2000) found that the surrounding “played a substantial role in 
affecting knowledge of and shaping attitudes toward the Internet” (p. 607). The 
importance of the surrounding was also stressed by Braun (2013) who used an adapted 
version of the Technology Acceptance Model (TAM) to study how to get older adults, in
their case ages 60-90, to use social networking sites. He focused on current internet 
users and found that the best way to get the older adults active on social networking 
sites was helping them become members and giving them direct experience in using the 
system. The second best way was “focusing on the usefulness and relative safety of 
using” the sites (p. 678). The focus on safety concerns was also found the third most 
important reasons for not going online by Friemel (2014), followed by a worry about 
technical problems. He also found a connection between a “preferred learning setting” 
and the person's “social network” since “Seniors not yet using the Internet seem to have 
clear preference for private learning settings” (p. 15). In all Friemel found several ways 
in which the social context influenced Internet use, for example (ibid): a social network 
that supported and promoted Internet use had a strong influence on the likelihood of 
use; non using seniors prefer to be taught by friends and family; apart from support and 
encouragement, the surrounding could also help in providing second-hand access to 
online resources for non users.

The preferred learning setting found by Friemel is in direct contrast with the one found 
by Larsson, Larsson-Lund and Nilsson (2013) who found that non users wanted to learn
from someone outside their immediate family since “they considered it to be difficult to 
learn as a novice from such close relatives” (p. 162). Help from family was something 
they wanted once they had developed some personal experience with the technology. 
Barnard et al (2013) found that most of their participants that used computers and did 
not consider themselves “experts” made sure to have some sort of support in the 
surrounding, often a family member. They also noted that the more competence this 
supporting person had, the more the idea that you had to be an expert to really be able to
use the computer was reinforced. Since Hawthorn (2007) noted that older adults seem to
be inclined to view themselves as the problem with regard to learning new things, this 
perceived need for expertise might have an even more negative effect on the self-
confidence of the older adult with regard to information technology. So this “idea that 
people are too old to learn may come from an individual him/herself, but also from the 
environment” (Barnard et al 2013, p. 1723).

When it comes to the surrounding, Barnard et al (2013) found that the older adult's 
social environment played an important role when it came to the attitudes towards and 
the intention to learn new things related to information technology while the older 
adult's family or close friends, in the form of support, were important for the 
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participants' willingness to explore and experiment with information technology and 
their chances of tackling difficulties encountered while learning. This latter support can 
be of both a technical and an emotional nature.

3.2.3 Emotions
The last fifteen or twenty years have seen a growing interest in the role of emotions in 
design as well as technology acceptance and continued information technology use 
(Sanders 2008; Beaudry and Pinsonneault 2010; Stein, Newell, Wagner and Galliers 
2015). Beaudry and Pinsonneault (2010) develop a framework along two dimensions: 
the perception by the individual of the information technology as a threat or 
opportunity; the individual's perception on his or her level of control in relation to the 
information technology. Working with those two dimensions allows the classification of
emotion in four classes: loss, deterrence, challenge, and achievement:

• Loss emotions are linked to the view that information technology is a threat. 
Examples given by Beadury and Pinsonneault (2010) are anger, frustration and 
disgust, among others. Those are viewed as stemming from a feeling of lacking 
control over the expected outcome of some event. Stein et al (2015) in their 
summary of previous research on emotions label this as “[s]elf preservation; 
venting; seeking social support” (p. 374, Figure 1).

• Deterrence emotions, such as anxiety, fear or distress, are connected with a 
perceived control of the expected consequences in a situation while the 
information technology is viewed as a threat (Beaudry and Pinsonneault 2010). 
Stein et al (2015) call this “disturbance handling” and an attempt to distance 
oneself from the event at a psychological level.

• Achievement emotions, such as happiness, satisfaction and enjoyment, are born 
from the feeling that information technology is an opportunity over which the 
person has a low level of control (Beaudry and Pinsonneault 2010). Here the 
satisfaction of use outweighs perceivable drawbacks (Stein et al 2015).

• Challenge emotions are seen as triggers that make the user seek maximum 
benefit from the technology (Stein et al 2015). Challenge emotions comes from 
viewing the information technology as an opportunity over which a high level of
control can be exercised. Examples of emotion in this class are hope, 
anticipation and playfulness (Beaudry and Pinsonneault 2010).

The study by Beaudry and Pinsonneault (2010) showed weak links between the 
emotions studied, one from each class of emotions, and information technology use. 
Most effects were indirect and showed that the surrounding played a larger role in 
adaptation and use than the specific emotions. They did, for example, find an indirect 
link between excitement, a challenge emotion, and information technology use via 
instrumental support, defined as “the efforts one expands to improve one's usage of the 
new IT” (p. 699). This could have a positive effect as a trigger that might lead the “users
to explore, 'play' with the new IT, and learn it” (p. 704). Happiness was shown to only 
have a weak positive effect on information technology use while anger, though not 
having a direct relation to information technology use, was “positively related to 
seeking social support which, as hypothesized, is positively associated to IT use” (p. 
705). The deterrence emotion anxiety was shown to have a direct negative effect on 
information technology use and this effect could either be strengthened or weakened if 
the person looked for social support (positive effect) or tried to detach him- or herself 
from the situation (negative effect).   
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Stein et al (2015) used the framework described above to group “affective responses” 
found in the data from semi-structured interviews. Their findings confirmed the 
usefulness of the framework in categorizing emotions, creating a framework for 
mapping the affective responses in the data to the categories of the framework (see Stein
et al 2015, p. A6). They also found that users often express conflicting emotions, 
making it clear that one information technology event could trigger multiple emotions 
from different classes. Thus they found “a mix of satisfaction and frustration 
(achievement and loss), but also satisfaction and concern (achievement and deterrence)”
(p. 377). This might indicate that the framework needs to be expanded if a richer 
understanding of emotions and their effect on information technology use should be 
possible.
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4 Findings from the empirical data
In this chapter I present some of the material from the interviews and observations, 
starting with the “big picture” and then the categories that emerged as core categories in
the analysis.

I have taken the liberty to translate quotes from the interviews into English. For the 
reader who fears that something has been lost in translation (and not just transcription) I
provide the untranslated version of all longer quotes in Appendix B.

4.1 The big picture – situational map
The three initial interviews took a very open approach where the participants were given
the chance to talk freely about the role of information technology in their every day life 
and the problems, if any, they encountered. The participants had very different 
backgrounds with regard to how long they had used computers and how the computers 
entered their lives but a lot of their use was centred around their interests and 
information needs. The main difference between the participants with years of 
experience with computers and the one who had only used one for about six months was
that the former used it a lot more and for more things such as banking and 
communicating with friends and relatives than the latter.

The initial analytic focus was on any kind of problems emerging from the material. By 
reading and coding the transcripts ideas and categories came to the fore. These 
categories were used to construct a situational map (Figure 4.1) that was then used for 
further analysis and to narrow the focus of the research to three core categories: 
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“bad/poor instructions”, “support in the surroundings – people who can help” and 
“feeling stupid or inadequate?”. Those categories were later renamed instructions, the 
surrounding and feelings to account for broader concepts and also to give a less 
negative ring to the first and last category. This proved fruitful when going over the 
material again with the “new” core categories in mind.

In the end the core category of instructions contained five subcategories (direct 
instructions, indirect instructions, learning, knowing, and strategies) all focused around 
learning. The second core category, the surrounding, consisted of four subcategories 
(immediate, mediated, proxied and social) that all pointed to various degree of 
“closeness”, in space and/or time, to the participant. The last core category, feelings, 
focused on the participants' reactions towards things and events in their surrounding. 
This category holds a multitude of feelings that never resulted in a clear categorization 
into subcategories.

4.2 Instructions
The category of instructions is one of the core categories that emerged from the 
analysis. In total five subcategories were identified in this category. They consist of the 
different aspects of the reception of instructions, here called direct instruction and 
indirect instruction, and the more active transformation of instructions into learning, 
knowing and strategies for completing tasks.

4.2.1 Direct and indirect instructions
In this thesis instructions are viewed as acts of communication. The direct instruction is 
a direct communication informing the receiver to act in a specific way. This is 
emphasised in the interview with Cordelia when she retells the story of how her son set 
the computer on the table and then instructed her by showing her that “then you do like 
this and this and this and then you do like this and like this and just click away, it is not 
dangerous, nothing will happen” (C01). Another example of a direct instruction is from 
the interview with Anne where she recalls how her grandchild told her not to trust 
everything that is written on Wikipedia because it is written by ordinary people (A01 
below). Both are examples of direct instructions. Someone tells someone else how to 
perform a specific task or how to act with regard to a certain phenomenon.

An indirect instruction is a communication that holds some form of information that can
be deduced from, but that might not have been intended by the one performing the 
communicating act. Indirect instructions might be the by result of a direct instruction. 
One example is from the part of the interview with Anne presented above. Anne was 
trying to find a topic on Wikipedia but was greeted by the questions if she wants to start 
the topic. From this she concluded that the topic did not exist, direct instructions, but it 
also served as a confirmation and reminder that Wikipedia is written by ordinary people 
– just like her grandchild had told her:

[direct] They have warned me, my grandchild always do that, he warns me when I 
go to Wikipedia: ”You should not believe everything that is written there” he says. 
He has learned that in school that it is ordinary people who write there [indirect] 
and from time to time when you are looking for something it says ”Do you want to 
start this page?” because it does not exist and then you get this notice: ”Do you 
want to start this page?”. (A01)

The indirect instructions has also been used when information about something or 
someone is deduced from actions performed. When Anne gives voice to the idea that 
people use technology to play games she bases this assumption on all the requests to 
join them she receives:
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I see people who sit and play, and then when they send requests you understand 
that it is what they do a lot and now with the phones: wherever they sit they play. 
(A02)

Receiving instructions is one thing, but turning them into something useful is another. 
The material holds three subcategories related to this more active handling of 
instructions.

4.2.2 Learning
The learning subcategory holds the active attempt to transform instructions or 
experience into knowledge. This is also a subcategory that incorporates instances of 
failed attempts to learn. Two examples from the interview with Desdemona can help 
explain this subcategory. Desdemona explains how she attempts to navigate a mobile in 
relation to photographs she had taken. The first is part of her retelling how she learned 
to navigate the system:

… and one thing I learned is that there is some text, always, at the bottom … (D01)

The second example shows how she failed to learn how to navigate the phone:

The only thing I did not learn is how to zoom into the picture … (D02)

Not learning can also come close to the feelings category and an aspect of feelings I 
have called inadequacy (described below). This feeling seems to be tied to situations 
where no learning happens but learning seems to be expected. In the interview with 
Cordelia she describes the initial instructions she received about using the computer:

[immediate surrounding] And then he puts it on the table and [direct] then he starts 
pointing. “Then you do like this and like this and like this and like this and then 
you do like this and like that and you just click, it is not dangerous, nothing will 
happen,” is what he says. [not learning/inadequacy] OK, so … you think that I 
could learn from that? (C02)

A perceived demand, found in the instructor's instructions leaves the learning not only 
without learning but also feeling inadequate.

4.2.3 Knowing
The subcategory knowing is related to having the skills needed to do something, 
completing an information technology related task such as sending a picture via email, 
being able to find topic specific information through the use of a search engine or, just 
like with learning, not knowing how to do something. The following passage from the 
interview with Anne can be used to illustrate the latter point and the possible volatility 
of knowledge in the older adults:

… well, that you cannot, that you do not remember passwords and you do not 
remember … how you should … well … I do not know. […] Yes, and how you do, 
you know, when you … (A03)

In this part of the interview Anne talks about the future and wonders how long she will 
be able to use the computer. To her, knowing today might not mean knowing tomorrow.
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4.2.4 Strategy
The subcategory strategy is the techniques employed to handle situations where the 
person tries to accomplish a task where the person lacks the know-how (knowing) to 
complete it directly. From the interview with Anne we can see an example of the 
strategy “trial-and-error”:

Then you just click here and there. There are so many ways, if it did not work in 
one place you just tried another, just clicking somewhere else. (A04)

Different participants prefer different strategies. While some might be comfortable 
using the trial-and-error method others might want someone giving them step-by-step 
instructions and answering questions. A third strategy is presented in the interview with 
Beatrice:

But this specific task of getting the photos on to the computer I guess you move 
them here and there and then I would like a written instruction that told me how to 
do it. Else I think you can learn by reading about it on the computer or I guess there
are books that you can read. (B01)

Regardless of the type of strategy, each is an attempt to accomplish a task not 
previously mastered.

4.2.5 The interconnection of instructions
It was not uncommon that the analysis resulted in several subcategories being present in
the same situation. When Desdemona retells how she experiences learning situations 
where people in her surrounding instructs her she accounts for both direct instructions, 
learning  and knowing, even if the two last are rather negated, that is, not learning and 
not knowing:

[direct] … and most of the time they do not let me click myself. They click for me 
and [learning] I sit there and watch all I can “oh, oh, oh and then they click like 
that and then there is something” [knowing] and once they leave I can only guess. 
(D03)

Another example is when she explains how she figured out how to look at the photos 
she had taken with her phone:

[strategy] I just clicked, [learning] I probably clicked “Back” by mistake and then 
the whole picture gallery opened up and I had the text there before. “Click, click, 
click, click,” because it was that and that and that, [knowing] you click the different
up and down or at the sides you know. (D04)

This interconnectedness, both among subcategories within a category and between core 
categories is abundant in the material.

4.3 The surrounding
The surrounding category has been used to classify a range of situations, beginning with
people or things that the participant directly interacts with without the use of technology
and extending all the way to the ideas and beliefs that construct the world the participant
inhabit. This category holds four subcategories, the immediate, mediated, proxied, and 
social surrounding. Each of the four subcategories is presented below.

4.3.1 The immediate surrounding
The immediate surrounding that holds all the direct physical interactions as for example 
when Beatrice's daughter showed her how to pay her bills online:
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And the first time I was about to pay my bills [online] I had my daughter show me 
how it is done … (B02)

Another example is when Cordelia's son placed the computer on the table and showed 
her how to use it:

Well, it is not very long, it is actually like this that [the son] they changed to one of 
those tablets and then he came over with this computer after we had the fibre 
installed because we had said that we were going to buy some kind of, and then he 
came over with this computer and it was a regular, yes, one of those flat things with
a lid you can open. So he puts it on the table and the he starts pointing … (C03)

All interactions that took place in the same geographical space at the same time were 
placed in the immediate surrounding subcategory.

4.3.2 The mediated surrounding
All interaction that took place through to use of technology were classified as belonging
to a mediated surrounding. While the interactions in this subcategory is still a form of 
direct interactions there is a difference in the fact that the participants comes in contact 
with the surrounding through the use of technology that thus extends the immediate 
surrounding. This can be done using the phone to call someone as when Desdemona 
compares text messaging to calling:

“Oh,” I think, “it is probably better to dial the number and talk to the person?” 
(D05)

 Or when Anne receives pictures of her great grandchildren through Facebook:

But I receive pictures because I have a great grandchild and then I get pictures on 
Facebook from time to time … (A05)

4.3.3 The proxied surrounding
The proxied surrounding can be seen as a version of the mediated surrounding as far as 
the fact that they both use technology to extend the surrounding. The difference is that 
in the proxied surrounding is used to classify interactions where the one the participant 
interacts with is “masked” behind something else. When Anne uses Wikipedia for 
example, the person or persons who wrote the article she reads are “hidden” behind 
Wikipedia. This holds a resemblance with the situations where Beatrice is worried about
malicious software after hearing about it on the news:

Then you get scared from time to time when you see on TV what they are doing 
and […] you hear about people who have had their accounts hi-jacked and things 
like that … (B03)

So while the mediated surrounding has been used for situations where technology 
extends the reach of the immediate surrounding, the proxied surrounding extends it by 
giving access to a whole range of people and things that the participant most likely 
would not encounter through any other means.

4.3.4 The social surrounding
The social surrounding subcategory, not to be confused with the social world/arenas of 
situational analysis, has been used to mark situations in the material where the 
construction of reality that each participant has made in order to navigate the world they
meet in their everyday life has been identified. This is the collection of beliefs and ideas
that colour their individual take on the world as they act in it. This subcategory is 
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sometimes apparent as when Desdemona talks about how she knows that she will have 
to adapt to the changing world:

… and then I am very aware that this is a progress I have to live with. For me to 
also be able to, say that this or that no longer exists or something like that. Paying 
your bills through the postal system for example, there is one thing. For how much 
longer will we be allowed to do that? Well, we do not know. And I have to pay my 
bills just like everybody else. Right? (D06)

But it can also be hard to tell from the immediate surrounding, as when Anne talks about
other seniors and their fears:

A lot of people do not dare to click, they do not have a microwave oven and “I 
have a dryer and I can never, oh no!” and other household appliances, a lot of 
people do not dare to use them … (A06)

4.4 Feelings
Feelings is the category linked with emotions or qualities such as patience. Feelings 
surface in various places in the data and feelings is by far the most complex category 
with many nuances. I have no sub-categories in this category for while there certainly is 
enough data to make at least a few subcategories the boundaries between feelings are 
not always easy to draw. Further analysis and most likely more data is needed to make 
substantial sub-categories that can stand on their own. Therefore feelings is presented in 
the form of its nineteen nuances.

Some of these nuances were used, just as some of the subcategories in instructions, to 
mark both their designated meaning and their opposite. Fear, for example, was used 
both when a participant expressed fear and when expressing the lack of fear. Some of 
the nuances, such as importance, are not “feelings” per se but are still kept within this 
category since they link closely to emotions within the data. 

Since I have found a total of nineteen nuances within feelings and some of them are 
really infrequent, with only one or two occurrences in the material, the presentation of 
the category will be a little different than the two other categories. For this reason the 
nuances will be presented in groups that are temporary in the way that they are a best 
effort to construct an embryo to a subcategory but it is not quite there. This relation 
between the nuances have not necessarily emerged from the data.

4.4.1 Easy, fun, happiness and positive
Feelings do not appear in a vacuum – they are sparked by something. That is the reason 
why most examples of feelings that emerged in the analysis contain other categories as 
well as the specific feeling or feelings. Happiness has to do with expressions of joy. 
Here is an example of happiness that is sprung from the successful completion of a task:

[not knowing] … it is just that I do not know in what order [strategy] so then you 
try in all possible ways [happiness] and then sometimes you succeed and then you 
get happy and “there did something appear”.  (A07)

Another nuance that emerged as rather close to happiness is fun. They are undoubtedly 
linked to one another. I might, for example, enjoying going to the theatre with a specific
friend. This would be labelled as fun. If this friend one day unexpectedly showed up at 
my door with tickets for the theatre I would feel happy – thus placing that moment 
within happiness. Here is one example that is labelled as fun:
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[mediated] But then I receive pictures because I have a great grandchild and then I 
get photos on Facebook sometimes [fun] and that is a little fun. (A08)

Easy is a nuance that has to do with the perception that something is not hard to do. This
label was also used for every instance where a participant gives the impression that 
something is not easy to do – in other words when they find an action hard to complete 
or perform. Here is an example of how several nuances of feelings can work together to 
create a positive experience and where easy plays a key role:

[no importance] Mm, it was not really important to take photos, really, [easy] but I 
felt, it worked out really well and [fun] that made it fun. (D07)

Here is another example where the mixing of feelings do not lead to a positive 
experience:

[mediated] So to be honest, when it has signalled a text message, it turns on a little 
light and gives a signal, [running] then I have not opened it, I have, yes, “no, that 
was a text message, I do not care about that …” As I told you, I run, I cannot be 
bothered, I do not even try … [curiosity] I would really like to, but at the same time
[not easy] if I should send a text message then the keys are so very small. And then 
we have these [touches her glasses], yes, I do not see for Pete's sake. (D08)

Positive is used whenever a participant indicates that something is good or when they 
have a positive attitude towards something. It has also been used in its negated form, 
when a participant displays a negative attitude towards something. Here is an example 
where Desdemona, in her struggles, still sees positive sides of technology use:

[immediate] But that was because she had her mobile here and she wanted to show 
some pictures [fun] then I realized that “but god, yes”. Yes. [positive] So it is not all
bad, [fun] it is actually a little fun. (D09)

But technology is not all positive and positive is also used for its opposite, that is 
negative attitudes or not positive. Technology can be disruptive and intrude in social 
interactions face-to-face. This is emphasised by Anne when she talks about how “the 
good conversation” is disappearing because of the constant interruptions:

So … one downside with computers and stuff like that, is that you, that you … lose
the ability to speak, that the conversation disappears. (A09)

4.4.2 Comfort, curiosity and wonder
Comfort is a feeling that has to do with being comfortable doing something, such as 
performing a task. Pieces of data has been labelled with comfort when the participant 
seems to feel at ease with a task or when it is something s/he is used to. The nuance also
holds the opposing feeling of discomfort. An example that emphasises comfort is when 
Cordelia talks about using mobile phones to make calls rather than sending text 
message:

[mediated] And then when I call I generally want to talk to people [strategy] then I 
get an answer right away. [comfort] I guess that is what we are use to? (C04)

Desdemona, talking about learning how to use her mobile, displays the opposite feeling:

[fear] So that is my experience, that is why both the fear comes [not comfort] and 
this feeling that “oh, I would like to abandon this right now, period!” (D10)
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While comfort deals with that which we are accustomed to curiosity is often sparked by 
a perceived need to learn more about something. Curiosity captures those instances 
when someone expresses an interest in something. This can be a great driving force, as 
can be seen in the data when Desdemona, inspired by a friend, teaches herself more 
about how to use the mobile:

And then when she had left I actually took out the mobile and thought: [fun] “That 
was fun, and she had so many photos … oh, oh,” like that, yes – “that was fun”. 
[curiosity] So I thought, “I should try it,” and then I had watched her zoom.  (D11)

Curiosity has, as so many other subcategories and nuances of feelings, its opposite. 
When asked about things she might want to do but does not Cordelia could not give a 
direct answer, but she took an example to illustrate what she did not want to do:

[not curiosity] So this Facebook that is something I am not interested in. No! 
[immediate] I hear what others say that they have read that they have done this or 
that and that and what they have eaten today. [not curiosity] No! No … No, no not 
for me. No. (C05)

Close to curiosity is wonder, which has to do with the feeling astonishment when 
confronted with something unexpected. An example from the data is when Desdemona 
talks about a friend who showed her what was available on the Web:

[immediate] I saw when she was here, in my home, and she had the computer along
with her. Yes, so they connected it here and she did and [wonder] boy you know, 
this new world that is both [fun] fun and [fear] a bit scary then you know 
[curiosity] but it was … we wanted to, we looked at it and showed and the things 
you can find you know. [positive] I mean you are happy then because I could see 
exactly what I asked for [wonder] so it is really fantastic! (D12)

But it is not only things in the surrounding that causes wonder. The participants also 
have the ability to surprise themselves:

[fun] But it can be a little fun sometimes when you want to, as I said if you want to 
see something, something simple. [wonder] For I had never in my life had a 
thought that … that … that we would get a computer or something. (C06)

4.4.3 Patience and pride
Patience is a nuance that has to do with taking time to do things, even if they do not 
work the first time, without loosing one's temper. Both patience and the lack of it plays 
a role in how the participants interact with technology. In the interviews the only form 
of patience is the lack of it. One example is when Desdemona talks about learning:

I am a bit rushed. I want to learn it like “swisch”. But … it is not possible. (D13)

Another example is when when Cordelia talks about her use of computers in general:

[not patience] … yes, I do not have the patience to sit and point and such. No, I do 
not. [fun] But it can be fun sometimes when you want to, as I said, when you want 
something simple. (C07)

It is only in the observations at SeniorNet that patience is apparent in the teaching style 
of the instructors and in the reception of the instructions even if frustration and the lack 
of patience emerges there as well when things do not go as expected.
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Based on the analysis, it is hard to know if patience, all though not expressed, is hidden 
in the background when the participant focuses on something else. Maybe a successful 
use of information technology, that required immense patience, is not expressed in that 
way because other things in the story is more important. Maybe the pride felt after 
completing a task is more important then the gruesome journey to get it done? When it 
comes to pride it only appears twice in the analysed data  but it always has to do with 
managing to do something unexpected. One example of pride is from the interview with
Cordelia:

I got a little cocky when I managed to bake a cake after that recipe. (C08)

She had used her computer to find a recipe online and then turn that recipe into a cake. 
Another example is from the interview with Desdemona. She expresses pride when she 
retells how she managed to figure out how to take photographs with her mobile phone 
all by herself:

… I like to take photographs and stuff like that, [learning] and I learned that all by 
myself actually, [strategy] and I clicked until I got pictures. [pride] I thought that 
was well done. (D14)

When talking to the instructors at SeniorNet they also showed pride in what they do and
how they do it.

4.4.4 Debt, longing, resignation and uncertainty
The feeling of debt emerges when someone receives something and feel that they have 
to give something back in return. It only appears once in the material but it could 
possibly play an important role in understanding the limiting factor when it comes to 
seeking help from the surrounding:

… so then I felt that “oh god, what can I do now for this person who has helped me
this far,” yes, you understand. I cannot just drop it and receive, I have to give 
something back – that is find something or other. So I, then I do not want to just let 
it go and accept that “oh my god how lucky I am to have someone to help me”. 
That … then I feel silly with regard to this person, so, I just cannot let it go. “Oh, 
right, yes, now I have to do this, yes, I have to bake and …” you know, if you 
understand, give something back, to show appreciation. (D15)

Another aspect of feelings that only appears once is longing. Longing is the desire to do 
or experience something that you for some reason do not. In the one instance it appears 
in the data, it has to do with overcoming the fear that makes it hard to come to grips 
with information technology:

[fear] So while I at the one hand think that this fear is too great [longing] I still 
have a longing to be able to harbouring this, so to say. (D16)

Resignation is another nuance that was only found once. Resignation has to do with 
giving up and stop trying, the feeling that the hopelessness is too great and that any 
attempt to continue will be fruitless. This nuance, just as debt and longing, is from the 
interview with Desdemona. The example of resignation has to do with her fears, the fact
that she is alone, and that she keeps avoiding the things she finds hard:

But this specific thing not to be able to ask again right away, cause sure, I would fit
into one of these courses where you sit, that part, because then I would have a 
teacher and I could ask when I wanted to know - “how did you do this?” That … 
yes … well … that the resignation I feel. (D17)
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Uncertainty has to do with the unknown, of not knowing what the result from some 
action will be or what will happen over time. It is the feeling that anything of a give set 
of outcomes can happen. Uncertainty is emphasised by Anne when she speaks about her
personal future computer use:

[not knowing]: Yes, well … it … then … so you do not, you might not remember 
password and you do not remember … how to … well … I do not know. 
[uncertainty] The future will tell, how it will be. (A10)

Beatrice also shows uncertainty when she talks about solving technology related 
problems and compares her experience from her work life with the situation now:

Yes … yes … no, you do have to … take a lot more responsibility yourself. (B04)

4.4.5 Forced, importance and running
A participant feels forced every time s/he does something that s/he really does not want 
to do but feels s/he has to. This feeling of being forced was expressed both in the 
interviews and during the observations. Some of the participants in the introduction 
courses talked about not wanting to learn how to use computers or information 
technology but, since the times are changing, the feel they have to if they are not going 
to be left behind. This is also emphasised by Desdemona:

[importance] So there is a lot, there is a lot … of gravity in it, it is for real. So … 
mm … [fear] And then I feel a bit scared. [forced] But then to sit down and learn 
things just because you have to? (D18)

The quote above also holds the feeling importance. This is the label used when a 
participant marks something as important or unimportant. The way the participants feel 
about something, with regard to its importance, affects the way they act or feel in 
relation to it. What makes something important or not depends on factors in the 
situation and the surrounding. One such factor is expressed in the interview with 
Cordelia:

[no importance] But when you are in this part of your life, well, it goes on. I have 
managed for so long without that. It is. [comfort] It depends on what you are use to,
what you are accustomed to. (C09)

Life experience and the surrounding plays a role to making up the importance of 
something. The importance can also affect how something is approached and what other
feelings it creates:

[knowing] It is probably a lot of this that I, that I could understand how to do when 
you take photographs. [easy] It is such a simple thing, right, [no importance] but at 
the same time it is not something serious either, right? So. You see? [easy] There 
things that are more or less easy [no importance] that do not mean that much, [no 
fear] so you might not be as scared of those as of things that really matter. (D19)

One reaction to no importance could be running. Running is part of the flight 
mechanism that some of the participants revert to when they find something 
overwhelming. Instead of doing something that is hard they avoid it in some way 
or another, thus running away from it in some sense. This is something that both 
Desdemona and Emilia talk about but from two different perspectives. 
Desdemona is alone and has to struggle with those things on her own. Emilia on 
the other hand has help close at hand and therefore uses the immediate 
surrounding as a way of running, more or less an act of active not learning. The 
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example below is from the interview with Desdemona and illustrates how other 
feelings can lead to running:

[fear] So that is my experience, that this is why the fear comes, [not comfort] and 
then it is “oh, I would like to abandon this right away, period! [not fun] Oh, this is 
no fun, [inadequacy] this is something I probably never will learn so, hum, hum”. 
It gets too big. [running] It is easier, more comfortable in a way, but “I will tuck 
this away, I do not need it, I do not have to”. (D20)

Running in the data is an act of actively avoiding something, of “tucking it away”.

4.4.6 Fear, frustration and inadequacy
Fear has been used every time a participant displays something that has to do with 
being scared or worried. This label has also been used for the opposite of being scared. 
Fear, or the lack there of, is expressed by several of the participants. Like many feelings 
it often has a connection to the surrounding, other categories or subcategories or other 
aspects of feelings. The surrounding can help in countering fear by its attitudes and 
support. An example is when Anne talks at length about her lack of fear when it comes 
to the computer because a friend of her, who had used computers for a long time, told 
her that nothing would happen. The friend's reassurance gave her the confidence to try it
on her own:

[strategy] So all I could do what click here and there. And there were so many 
places, if it did not work in one place I tried in another, to click somewhere else. 
[no fear] So that it, no … you see I have never been scared. (A11)

For other participants, fear was something that seemed to be present but here to it was 
the surrounding that sparked it, directly or indirectly. In one case the reporting about 
computer viruses and cyber crime on the news and the following discussions among 
friends made one participant fear that this could happen to her. Desdemona worried that 
she might do something wrong when handling her mobile. In this case, the feeling of 
inadequacy in relation to her lack of knowing causes a more or less paralysing fear 
when it comes to doing things with the phone. This fear is increased if the action might 
relate to her surrounding, immediate or indirect, as in sending text messages.

Frustration is used when the participants express annoyance with something or 
someone. This frustration can be focused on the way they receive instruction, the way 
some artefact functions or they way a company goes about releasing software. It is hard 
not to observe the frustration software upgrades can cause. This was talked about during
the observations and it was clearly emphasised in the interview with Anne:

[frustration] That was very annoying and I thought to myself “why on Earth would 
they release a version before they have … yes … before everything is supported?” 
[not positive] For there was a lot that was not supported. “Not supported” it read. 
[frustration] Then I was a little annoyed. (A12)

Inadequacy is used when a participant expresses doubt about her or his own abilities, 
often in relation to a task and/or a situation where instructions have been given. This 
nuance is also used for its opposite, when participants express some form of self-
confidence. Here is an example that illustrates the former:

[inadequacy] Yes, that I, I feel these requirements then, that: ”Oh God, how can I 
sort this out, how was it now?” Yes, all the time those questions, “how was it 
again?” and [fear] add to that the fear of pressing any buttons, in case something 
would go wrong. (D21)
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4.5 Direct instructions from the immediate surrounding
Going through all the material and moving between collecting and analysing data, there 
were one situation that repeated itself in every interview and in the observations: direct 
instructions from the immediate surrounding. Taking a close look at those situations 
might help in understanding how some of the categories, including the core categories, 
work (or do not work) together.

4.5.1 The good examples
There are several examples where direct instructions are given with a positive result. 
Common to all the good examples is that direct instructions are given from someone in 
the immediate surrounding resulting in learning and/or knowing, often with the result 
that the learner now finds the task easy. 

Here are examples from three of the interviews:

• Anne gets instructions from one of her grandchildren about not trusting 
everything she finds on Wikipedia (A01). She now knows this to be true and she
connects it to the indirect instructions she gets from Wikipedia when she 
searches for something that does not exist. In another situation a different 
grandchild teaches her how to make short films on her computer. Both situations
lead to learning and/or knowing.

• Beatrice has a similar situation where her daughter teaches her how to do online 
banking (B02). This was also a situation where learning resulted in knowing and
where she now finds the task easy.

• Cordelia's situation is pretty much the same. After the girlfriend of one of her 
sons helped fixing some hardware related problem that prevented them from 
going online she showed Cordelia how to access the internet. The instructions 
were well received resulting in learning and knowing and she now finds it easy.

4.5.2 The bad examples
The bad examples all result in not learning and often one or more feelings. While the 
initial categories are the same (direct instructions and the immediate surrounding) the 
results are very different from the ones presented in the good examples. The bad 
examples are really what is emphasised by the participants while the good examples are 
often only mentioned in passing.

Here are some examples from the data:

• The first thing the participants in the beginner course I followed over a couple of
weeks told me was that they had previously been instructed by relatives or taken 
courses given by other organizations but, regardless of which, they had not 
learned what they wanted to learn and they had all felt that the instructions were 
given at a tempo that was much too high for them.

• Every time Cordelia talks about getting instructions from her sons (C01, C02) 
the words and results are always the same: after getting a series of unintelligible 
instructions at a much too high pace the situations leave a feeling of inadequacy 
and the lingering question “should I learn from that?”

• The interview with Desdemona is very much focused around those kinds of 
situations. She feels that the surrounding has no patience with teaching her. 
People give her instructions and then they leave before she has the chance to 
start learning:
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[frustration] The thing I find most frustrating is [direct instructions] the 
speed of the instructions. [no patience] And the fact that after ten minutes 
people walk away – [inadequacy] by that time I should be able to do it. 
(D22)

When she then tries to continue on her own she feels unsure about how to do it 
(uncertainty) which finally builds up to a fear about getting it wrong (D21) 
resulting in her giving up on the task (running) deciding that it is not for her 
(resignation) and that it has no importance for her (D20). 

4.5.3 The undecided examples
Common for all the above examples is that the immediate surrounding is “temporary”. 
It is a grandchild or a daughter, some other relative, a neighbour or a teacher that is 
there, gives the instructions and then, we can assume, leaves. There are examples when 
the surrounding stays:

• Cordelia has a husband but his total lack of interest in information technology 
makes him useless as a help. From time to time she feels that it would be good 
to have someone to exchange ideas with, something that I have interpreted as 
uncertainty.

• Desdemona expresses more or less the same ideas – that it would be good to 
have someone around at all times to help when she encounters a problem or feels
unsure as how to proceed.

• Emilia lives together with the person in her surrounding that supports her. This 
means that she can complete tasks that she does not know how to complete (not 
knowing) simply by asking (strategy). This has the side effect that she does not 
have to learn (no learning) how to do it.

This strategy of not learning by asking for help from the immediate surrounding is 
something that today works in Emilia's favour since the help is always readily available.
This is a functional strategy as long as that help is around. During the observations one 
person told me that he always told his male friends to teach their wives how to use the 
computer – at least how to do online banking and similar things – so that they would be 
able to manage on their own in case the friend passed away. There were participants in 
the group that was in that exact situation, having lost a loved one that had been in 
charge of the computer and household functions connected to it such as online banking.
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5 Discussion
Thinking back to the seven-year-old in the playground, it strikes me that when I was 
seven my grandfather was forty-seven. Now, some thirty years later it is just recently 
that he has become “old” in a noticeable way. This “becoming old” does not happen at a
given year in ones life. Other factors dictate what problems, physical and cognitive, a 
person encounters during the span of one's lifetime. The age of the interviewed 
participants in this study ranged from a few years below seventy up to about eighty. 
They all gave voice to problems of one kind or another during the interviews but it is 
not possible to pinpoint physical age as a factor when trying to understand these 
problems.

While the focus of this study is on the problems related to instructions, the surrounding 
and feelings, other problems, such as problems navigating information technology due 
to bad eyesight, motor skills or cognitive abilities were found in the analysis. When 
designing technological artefacts these things should be taken into consideration if the 
designer wants the artefact to be inclusive. That being said, the rest of this chapter will 
focus on the three core categories found in the analysis. It will then move on to discuss 
the methods used and their application in this study. The chapter ends with a conclusion 
and some suggestions for future research.

5.1 Instructions
When approaching information technology and its possible adoption by older users 
from a vantage point based on Friemels (2014) findings that information technology (or 
in his case the internet) is complicated and hard to learn, then the thought of 
approaching an older adult that is just embarking on this journey is something that 
requires time, patience and an open mind willing to try to understand the needs of this 
other, even if a full understanding of these needs might never be possible (van der 
Velden and Mörtberg 2012). Yet a reoccurring theme, almost word-by-word, in both the 
collected data and in the literature (Bean and Laven 2003) was a feeling that the 
instructions that the older adults receive from people in their immediate surrounding 
were not meant for them but some unknown other since the older adult receiving the 
instructions did not feel s/he had a chance to learn from them. This does not happen 
every time, but often enough to leave inexperienced users, or would be users, “lost in an
alien world” (Bean and Laven 2003, p. 5).

5.1.1 The problem with instructions
The fact that the older adults experience that the instructions they get often are given at 
a speed that do not let them comprehend and digest their meaning might be the result of 
several things affecting the situation. It might be related to a combination of the 
declining physical and cognitive abilities of the learner (Kuo, Chen and Hsu 2012; 
Johnson and Kent 2007; Becker and Mottay 2001), maybe in combination with the 
instructor's lack of understanding for those deficiencies, but it might as well have to do 
with the older adult users' lack of experience (Barnard et al 2013) with this alien world 
(Lunell 2011; Bean and Laven 2003) into which they are just taking the first steps.

If your first encounter with a piece of new and alien information technology is someone 
putting one on your kitchen table and telling you: “Then you do like this and like this 
and like this and like this and then you do like this and like that and you just click …” 
then it is no wonder if you feel inadequate or frustrated. If learning to use the 
information technology is learning a new language (Lunell 2011), re-learning the 
meaning of previously familiar words (Bean and Laven 2003), and learning a set of 
previously unknown symbols (Culén, Finken and Bratteteig 2013) then it might not be 
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that surprising that most of the instructions lose their meaning and just become 
constants repetitions of “this” and “that”. To learn a new language you need time and 
repetition.

A key factor here might be familiarity and recognition. This familiarity is more 
important than we might first give it credit for. When Microsoft released Windows 8 the
large changes in the desktop environment created frustration and confusion among users
who based their computer use experience on previous version of the operating system. 
The same frustration can be seen in long time Windows users the first time they sit 
down in front of an Apple computer running Mac OS X or a computer running any of 
the many flavours of GNU/Linux. The problem is not restricted to Windows users. Any 
change in a familiar graphical interfaces, be it Microsoft Windows, Gnome or Ubuntu's 
move to Unity, will be upsetting to some long time users because they now have to re-
learn that which was previously familiar – and re-learning takes time and effort.

5.1.2 Is there a solution?
Larsson, Larsson-Lund and Nilsson (2013) found that many older adults preferred 
getting their first introduction from someone who was not part of the immediate family. 
Based on my observations, although I did not follow the groups through a whole 
semester, this might not be a bad idea. In observing the two groups I found that at least 
one of the groups had an atmosphere that was encouraging the participants to learn at 
their own pace and ask questions whenever there was something they felt they did not 
fully understand. A good mood within the group might not automatically lead to better 
learning, but it might encourage the participants to share their experiences in a way that 
“allows” the ones who are experiencing difficulties to talk about it.

Group atmosphere is something that Bean and Laven (2003) see as important for 
creating a good learning environment among older adults. Creating that open and 
sharing environment might not always be possible in a close family situation – as a son 
or a daughter you might not have the patience to sit with your mother or father for one 
and a half hour while they try to master, not fully successfully, the handling of the 
computer mouse; or wait for them to find the letters that make up their email address 
only to find out, once they are done and look at the screen, that they have misspelled it 
and need to start over again.

While learning in a generous learning environment among peers who face the same 
challenges and with instructors who understands the specific needs of the group might 
be a good way to learn –  it cannot be the only way. Barnard et al (2013) present three 
learning strategies: step-by-step instructions from someone else, reading manuals, and 
trial-and-error. In the analysis all strategies are presented in some form but step-by-step 
instructions and trial-and-error are the ones that are really put to the test.

Step-by-step instructions
The one most common among all the participants is step-by-step instructions. This 
strategy results in both good and bad experiences, that is, in some cases it leads to 
learning and knowing and in other cases it does not. Looking at the specific situations 
detailed in section 4.5 regarding direct instructions from the immediate surrounding, the
results seem to be context dependent. The “good” examples focus on limited, well 
defined tasks: do not blindly trust the information on Wikipedia; this is how you do 
online banking; this is how you access the internet. They seem to either tie in with 
previous knowledge and experiences or they are well defined. The “bad” examples, in 
contrast, do not seem to build on previous experience, it tries to teach a subject that is 
too broad or it does not give the learner enough time to get his or her head around it.
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What makes the step-by-step strategy tricky is that it needs a learner willing to learn, an 
understanding instructor and a context/subject that will let the first two align in 
understanding. If sending a text message is easy for the instructor but something the 
learner fear and feel is impossible to learn – how can they then configure the situation 
so that the learner can learn how to do it? The learner will need to overcome his or her 
fear and remove the mental blocks, but the instructor also needs to be aware of them and
understand that this task that is so simple that it is almost a second nature is almost 
impossible for the learner. Or to borrow from Latour (2004): the instructor might need 
to unfold text messaging from his or her perspective while the learner might need to 
fold some of it away.

Trial-and-error
This folding seems to be going on at both a conscious and subconscious level in the 
analysis and it seems to be a factor when successfully tackling problems. In the analysis 
this is most often connected to one of the other strategies, trial-and-error. Trial-and-
error as a way of learning, or at least trying to complete tasks, should not be 
underestimated. Continuing the metaphor about the “alien world” perhaps we are all 
born explorer (Talbot 2012) but over time we lose our curiosity while our worries grow 
and soon we might no longer be prepared to leave every thought of safety behind to dive
head first into uncharted terrain. Still the analysis suggests that folding away those 
worries might be a good idea since trial-and-error, even if sometimes reported as 
frustrating (Barnard et al 2013), to some extent seems to be a rather successful strategy.

The surrounding can have a positive or negative impact with regard to the older adult's 
willingness to use trial-and-error. Trustworthy confirmations that trial-and-error is not 
dangerous could have a positive effect on the willingness to use trial-and-error. 
Participants who feel alone in their struggles, who feel that they have no readily 
available support in the immediate or indirect surrounding point to this as something 
that is keeping them from employing trial-and-error as a strategy. This might be true or 
false. Support in the indirect surrounding could have positive impact: the older adult 
knows that s/he can get help if needed. Support in the immediate surrounding might 
have the opposite effect since trial-and-error is not needed to complete the task – simply
asking for help might get it done and with less effort or the risk of getting it wrong.

There are other findings in the analysis suggesting avenues of further inquiry to better 
understand why this strategy is not used more often. One example is that unless you are 
really curious (Talbot 2012) you might need some knowledge in order to know where to
begin. If you literally have no idea what to use the computer for it might be hard to start 
experimenting, or at least you need some form of motivation. Another is the ability to 
lay your worries aside and be able to accept failure, especially if the task you are trying 
to complete runs the risk of exposing your lack of knowing to others. So while this 
strategy seems to be a good way to learn more about information technology it also 
takes a bit of knowledge, a bit of desire to do something and/or a bit of courage.

5.2 The surrounding
As can be seen from the discussion about instructions the surrounding can have a huge 
impact on the older adult user with regard to information technology. The surrounding 
can function as an important inspiration both when it comes to willingness to use and 
the specific ways of use. This can bee seen both in the analysis of the interviews and the
literature (Trocchia and Janda 2000; Barnard et al 2013). I found four levels of the 
surrounding in the data and all of them helps in shaping the use (or non use) of 
information technology and its many applications. On all those levels it can play a role 
in the acquisition of a first computer, inspire the use or non use of social networking 
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sites for communication, cause anxiety and worry about being shut out from society or 
the fear of being the victim of cyber crime.

5.2.1 Role and responsibility
Can we, as the surrounding, help older adult users in their interaction with information 
technology? Considering the importance we play, as family members, friends, 
neighbours or members of society, we undoubtedly can. We need to be aware of this and
act accordingly. Both Trocchia and Janda (2000) and Braun (2013) point to the 
importance of the surrounding in shaping the attitudes of older users towards the 
internet or social networking sites in their respective case. This is something we will do 
just by being ourselves. But if we want to influence them in a specific direction, what 
responsibility do we have then?

When engaging with older adults trying to master skills connected with information 
technology, we might have to slow down and try to feel what their needs are and then 
consider what the best way to help is and if we are willing to commit to this 
engagement. Not fully engaging might leave the older adult more frustrated and lost 
than s/he was before getting our “help”. “Fully engaging” means being ready to dedicate
time, possibly repeatedly, as well as being willing to question our own ideas about the 
task at hand to find what hides in the folds. All actions cause a re-action and if we are 
not careful our attempts to help might not help closing the “digital divide among 
seniors” (Friemel 2014), but rather widen it.

If this is true, instead of stepping back and saying “I will not engage in this” I propose a 
different strategy. Looking at the examples of direct instructions from the immediate 
surrounding, it seems to be a good idea to break large and complex tasks (for example 
using the computer) into smaller more manageable tasks (starting the computer, using 
the mouse, accessing the Web). This might require more time to reach the overall goal 
but perhaps it will make the road less bumpy. Another important thing is that the 
instructor needs to give the older adult space to make the skills his or her own. One way
could be to give the instructions, show how it is done and then take a step back and let 
the older adult do the work while sticking around to make sure that the learner “gets it 
right”. Once it seems like the older adult is getting the grasp, the instructor could advice 
him or her to keep training and encourage trial-and-error without the instructor present. 
This might help to mitigate the possibly negative effect of the support always being in 
the immediate surrounding. Retreating to the indirect surrounding while still being 
accessible might help to create enough of a barrier for the older adult to work on the 
task on his or her own before asking for help, ultimately transforming the step-by-step 
instructions into learning and, either directly or through the help of trial-and-error, 
knowing.

5.3 Feelings
Working with feelings proved to be the a challenge in many way since they can be hard 
to spot in the data, hard to understand, and hard to separate from one another. This 
might be the reason that feelings never was fully developed in the analysis and the 
nineteen nuances found within feelings never became subcategories. It is also hard to 
work with feelings for they require the researcher to try and see things from the other's 
perspective, something that is never easy and probably impossible to fully succeed with.
Still feelings seems to be too important to ignore.

5.3.1 From achievement to challenge
Feelings emerge as the result of some stimuli. Someone in the immediate surrounding 
demonstrates something that leads to a reaction in the observer. Sometimes it leads to 
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the feeling that this is fun and curiosity is sparked, creating a wish to explore the thing 
that triggered the curiosity further. Other times it creates an indifference in the observer 
who finds the thing no(t) fun or feels no curiosity towards it. Fun and curiosity could be 
linked to the achievement and challenge emotions in the framework of Beaudry and 
Pinsonneault (2010). No fun could be linked with loss emotions such as dissatisfaction, 
disappointment or frustration, but no curiosity, a feeling that in the analysis could be 
linked with indifference, is harder to classify – indifference seems to have no place in 
the framework.

Information technology also seems to have the ability to create more or less conflicting 
emotions. A situation where the immediate surrounding demonstrates something can 
have the fun/curiosity effect at the same time as it sparks a fear. It appears like the new 
input generates a positive reaction (fun/curiosity) that then conflicts with previous ideas 
about information technology as a threat (fear). Going back to the framework this 
conflict then is between achievement (fun) and loss emotions (fear), between lack of 
control/technology as opportunity and high level of control/technology as a threat. This 
finding is consistent with findings made by Stein et al (2015) in as much as one event 
can cause emotions from several classes.

5.3.2 From deterrence to challenge
Trocchia and Janda (2000) show how feelings of frustration and inadequacy, loss 
emotion in the framework by Beaudry and Pinsonneault (2010), can trigger defence 
mechanisms that help the individual cope with the situation. This is consistent with the 
findings from the analysis where inadequacy might lead to running which is a way of 
seeking distance from the thing triggering the emotion, a sort of defence mechanism. 
The same is true for fear, classified as a deterrence emotion. This might effect learning 
situations since the analysis shows that instructions can both amplify and mitigate 
feelings such as fear or inadequacy. It is also important to note that this is not only 
related to learning situations. Talk over coffee or perceived social pressure can amplify a
fear or feeling of inadequacy that then can lead to some form of distancing or defence. 
But the surrounding can also have the opposite effect, confirming that fear is not 
necessary since “nothing bad will happen”. The importance of the surrounding in 
relation to loss emotions was also noted by Beaudry and Pinsonneault (2010) who found
that anger leads to seeking social support which might lead to information technology 
use.

Deterrence emotions is on the opposite side of challenge emotions on the 
opportunity/threat scale in the Beaudry and Pinsonneault framework. If information 
technology can be viewed as an opportunity instead of a threat a feeling such as fear 
could maybe be turned into curiosity or excitement. A hint of this was found in the 
analysis and this is also consistent with findings from Bean and Laven (2004). Even if 
the positive connection between excitement and information technology use was 
indirect in the findings of Beaudry and Pinsonneault (2010), it still points towards one 
possible avenue in closing the digital divide among seniors, the idea that we need to get 
every older adult excited to use information technology. If this is to happen, someone 
should not only get the older adults excited about using information technology, s/he 
should also carry through and turn this excitement into actual, knowing, usage.

5.4 Discussion of the methods
Grounded theory and situational analysis are powerful tools for working with qualitative
data. The constant focus on the data forces you to really work with it and try to make 
sense of every last bit of it. Letting previously analysed data drive the collection of 
further data is also a good way to make the research evolve through the data. Using the 

35



maps of situational analysis really helped in making connections between different parts
of the data and understanding how they were related while the memos of grounded 
theory proved a good way to keep track of the research, conserve ideas and making it 
possible to go back and see how certain lines of thought had emerged from the data 
analysis.

In my initial research proposal I warned against the use of grounded theory. I worried 
that the limited time available for doing the thesis would not make justice to the 
methodology. While I am not sure that time was the biggest problem, I would say that 
knowledge about the methodologies, their theoretical underpinnings, their origin in 
sociology and practices that comes with that were the real problems. Add to this 
situational analysis that tries to “push grounded theory more fully around the 
postmodern turn” (Clarke 2005, p. xxi) and the road to really comprehending the 
methodology becomes long if you are not already familiar with symbolic 
interactionism, the postmodern turn (Clarke 2005) or the pragmatism of John Dewey 
and George Mead (Corbin and Strauss  2008). I was not and however much I wanted to 
at one point, I had to tell myself that it was not possible to really get into it if I wanted 
to finish the thesis within a perceivable future. How this have affected my work is hard 
to say but it definitely runs the risk of turning the methodologies into mere tools for data
analysis where the lack of understanding of their background somehow affects their 
application.

Choosing situational analysis proved to have another drawback since I now had two 
methodologies for the price of one. Not only did I have to learn situational analysis, but 
I also had to learn grounded theory, something that I had just enough knowledge about 
to doubt its suitability for the work in the first place. I fear this made it hard to use either
methodology “to its full potential” (Urquhart, Lehmann and Myers 2010, p. 377) even 
though I hope I have done them some justice. If given the chance to start over I would 
still go for the same methodologies, but I would probably try to approach them from a 
different direction, focusing less on the philosophical underpinning, important as it may 
be, and more on their use. If we really want to understand people we cannot just listen 
to what they say – we also need to look at what they do. Perhaps the same is true for 
scientific methodologies.

5.4.1 Recording and transcribing interviews
First recording and then transcribing the interviews verbatim was very time-consuming. 
Lacking good tools and experience made it even more so and this resulted in a gap 
between the initial data collection, its transcription and the subsequent data analysis. A 
tremendous help when transcribing is a media player that lets you slow down the 
recording. This way the number of interruptions for catching up with the recording is 
lowered and the transcriber can focus on getting the words down on “paper”.

Some grounded theorists warn against recoding (Holton 2007). One problem is that the 
amount of data might become overwhelming. My experience is that this is more or less 
true. The amount of data collected from the recorded interviews as opposed to the 
unrecorded interview is not even comparable and from time to time it felt overwhelming
trying to go through it to make sense of it. Still I feel that having the transcripts really 
helped in doing the analysis. Being able to work with the data, sentence-by-sentence, 
line-by-line or word-by-word, if needed, at least gave a sense of security: it was all there
– I just needed to figure it out.

Given the time between the interview and finishing the transcripts, the analysis had 
already started in my head. It is worth noting that when comparing my initial 
perceptions of what had been said with the transcripts, I had to re-evaluate some of my 
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preconceptions regarding the data. This makes me feel that, though time consuming and
at times overwhelming, it was still well worth the effort.

5.4.2 Reliability and validity
It seems that no thesis is complete without some notes on the reliability and validity of 
the work. Still some scholars questions the usefulness of those terms with regard to 
qualitative research as “[t]hese terms carry with them too many quantitative 
implications” (Corbin and Strauss 2008, p. 301). Juliet Corbin instead proposes the use 
of the term “credibility”, a term that should “indicate that findings are trustworthy and 
believable in that they reflect participants', researchers', and readers' experiences with a 
phenomenon but at the same time the explanation is only one of many possible 
'plausible' interpretations possible from data” (Corbin and Strauss 2008, p. 302). She 
then sets up eight conditions for quality in qualitative research (Corbin and Strauss 
2008):

1. Following through with the chosen method and avoiding “combining 
philosophically different qualitative methods” (p. 302).

2. There should be a clear purpose from the start and the “researcher should be 
very clear at the onset of a study whether the aim is description or theory 
building” (p. 303).

3. The research should be and “remain aware of his or her biases and assumptions” 
throughout the research since he or she “is such an integral part of both the 
research process and the findings” (p. 303).

4. The “researcher should be trained in doing qualitative research” (p. 303).

5. The researcher should be sensitive towards the participants, the topic and the 
research. Thus, the researcher cannot distance him or herself from the research 
but feel it at the “gut level” (p. 304).

6. The researcher should be willing to work hard but also “to relax and get into 
touch with the creative self” (p. 304).

7. The research must “be aware of the implications of decisions he or she makes 
throughout the process” and anticipate “potential criticisms, and carry out data 
collection and analysis in ways that contribute to credibility” (p. 304).

8. That the research should spring from “a desire to do research for its own sake” 
(p. 304)

I feel comfortable that I live up to the second, third, fifth, sixth and eight criteria. The 
first is hard to say but given my limited experience with grounded theory and situational
analysis and the limited scope of my research I can only say I have done the best I can. 
As for my training I have done qualitative research in the past but not at this level and 
there have been more than one time during this process that I wished I would have had 
more training – be it in coding technique or doing interviews. As for the seventh 
condition I have done the best I can and I have tried to present what I have done as a 
way to be open both to myself and to the reader in order to make it easier to spot the 
merits and shortcomings of my work. 
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6 Conclusions and future research
Design for older adults is often focused on design for declining capabilities (Kuo et al 
2012; Johnson and Kent 2007; Hawthorn 2003; Becker and Mottay 2001). Taking a 
different approach and acknowledging that ageing is not one unified experience opened 
up for understanding ageing in many different ways. With this perspective designing for
declining capabilities is only one way of designing for older adults. To better understand
possible different approaches we must first learn what it means to be an older adult in 
relation to information technology.

Meeting the participants in this study, who were all recruited on the basis that they had 
lived more than sixty-five years, made it very clear that ageing is not just one 
experience. I did not meet just another older adult information technology user during 
the interviews or the observation. I met Anne, Beatrice, Cordelia, Desdemona, Emilia or
any of the participants in the SeniorNet Kalmar courses. I am glad I did not expect 
uniformity for I would have been gravely disappointed.

Data collection and analysis guided by the methodology of situational analysis and 
grounded theory resulted in three core categories: the surrounding, instructions and 
feelings. They all played vital and diverse roles in the lives of the older adults I engaged 
with and I ended up with a multitude of ways to understand ageing in relation to 
information technology where ageing as decline was only one. I also met ageing as 
time for fun, as fear of change, as resistance to change, as habit, as fear of technology, 
as trying new things, and ageing as experience, to name a few. Several of them could be
present in a single participant during the relatively short time we spent together but no 
participant seemed to incorporate them all.

How then do you answer a question, even as open as “What is important and/or 
problematic in the daily lives of older adults with regard to their use of information and 
communication technology?” if you still want to do justice to all possible ways of 
ageing? My only answer is “you do not”. You focus on one or a few of them, such as 
trying new things or fear of technology, and you take it from there.

The two main problems that emerged in the analysis were poor instructions from the 
surrounding and feelings such as fear or inadequacy that those instructions created. The 
problems all have to do with the interplay between the older adult, the surrounding and 
the information technology. Here then, is my proposition as to how we can start to 
reconfigure this setting in order to lessen the impact of those specific problems:

By unfolding the use of the specific information technology the surrounding can 
meet the older adult at a point where the older adult's previous experience 
intersects the information technology in some way. Connecting the information 
technology with previous experience might help in turning fear of the technology 
into excitement or curiosity. By giving the older adult room to explore this new 
feeling while staying committed to continually helping the older adult the 
surrounding can create a supporting learning environment just right for someone 
taking his or her first steps into the digital age.

6.1 Future research
Since I initially stated that we need to go beyond designing for declining abilities I will 
now try to give some suggestions as to how we may proceed and since feelings, or 
emotions, was the part that was least developed in the analysis, and also the part that 
was hardest to get into – that is where I will put the focus in my suggestions.
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First, if it is true that there are different ways of growing old, designing for seniors as it 
was initially portrayed in this thesis would be design for ageing as decline. Would it be 
possible to design for other ways of ageing, such ageing as fear of technology or ageing
as resistance to change? Maybe we need to better understand what it means to grow old
in order to find out if this type of design is fruitful and what it would look like. 
Changing the human element of the surrounding might be harder than changing the 
artefacts the older adults, and the rest of us, interact with.

My second suggestion is that we need to better understand emotions. There is a growing
body of work around design and emotions6 and maybe it is possible to design for 
emotions such as fear or inadequacy. Design for in the sense that the design would help 
mitigate the negative emotion – or better still, turn them into excitement. Maybe the 
artefacts can be designed to be less frightful. In order to find out we must understand 
what it is that makes them scary in the first place.

What does it mean to grow old in relation to information technology? This is something 
that can be viewed from many different perspectives. Two things that might help to 
better understand how information technology could be less problematic in the lives of 
older adults – and it is not problematic for every older adult – would be to study 
emotion related both to ageing and information technology. One might affect the other. 
If you for example study ageing as fear of technology, you might find that this fear is 
not only with regard to technology but to many things. Maybe ageing, to this older 
adult, means losing control and perceiving everything as a threat. We might need to 
better understand the whole situation before we start isolating and test our ideas in a 
more substantial way.

6.2 Closing reflection: An age related digital divide?
The term digital divide, in its phrasing, to me hints at something bad. There is a gorge 
opening up, threatening to divide society. An age related digital divide would then mean
that there is a gap between information technology use related to age: The boat is sailing
and a large part of the older adult population is still on the quay. This might spark the 
panicked question “how do we get them on board before it is too late?” Too late in what 
sense? Too late because they are old and might not have that many years left, or too late 
as in before they no longer have a chance to get on board at all? The former questions is
nothing we can control and the latter begs the questions “when will that be?” A more 
relevant question might be “do they want to go sailing?” and if not, “should they be 
forced?”

Right from the onset of this research it became clear that ageing is not one thing. True, 
adding year to year in one's life is ageing, but it is only one aspect of it. Ageing is also a 
social construct and different cultures, such as the nomadic culture of the Sami people a 
hundred years ago or the present day hip inner-city Swedish crowd, might have very 
different ideas about what ageing is. Analysing the different perspectives on information
technology use expressed by the participants also showed different ways of growing old
in relation to this phenomenon: excitement about new things; fear of the unknown; 
indifference to change. The Swedish drive for digitalisation, both public and private, is 
really threatening to make the digital divide an acute problem. Banks no longer handle 
cash and the “24 hour government agency” might, in its drive to be more accessible, 
actually become less accessible to those not skilled in the arts of information 
technology. The economic rationality behind those drives for digitalisation are easy to 
grasp, but what will be their consequences?

6 See http://www.designandemotion.org/ for more information.
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Using present day information technology might be second nature for most people in 
the workforce. But technology change. The older adults seem comfortable working with
the now less and less common phone. Some of them has embraced the mobile phone 
while others use it unwillingly. Some of them use the internet almost daily while others 
dreads the day they will be forced to get a computer to be able to cope with everyday 
social and economic activities. Should they be forced? What we force upon people 
today might rightly be forced upon us, be it ten or fifty years down the road, and the 
technology we are forced to use then might be as alien to us as the computer might be to
the non computer using older adult of today. Let us hope then, that we, if we continue 
this drive towards complete digitalisation, whatever that might be, do not lag behind 
like all the older adults today who are still standing on the non digital quay. Let us hope 
that Hanson (2009) is wrong and that the drive to learn and adopt new technologies 
might not decline with age. Else, we might one day find ourselves left on the shore as 
the last ship sails and the moon fades away.7

7 Bob Dylan, Black diamond bay, from the 1975 album Desire.
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Appendix B: Participants' quotes in Swedish
Below are the Swedish originals of the quotes along with the reference in the text. The 
reference also marks the participant who said it (A, B, C …). The quotes are kept in the 
order they appear in the text.

C01 Då gör du så och så och så och så gör du så och så och det är bara att trycka, 
det är inget farligt, det händer ingenting.

A01 Sen har de varnat mig, det gör alltid mitt barnbarn, han varnar mig när jag går 
in på Wikipedia: "Du ska inte tro allt som står där," säger han. Det har han ju 
lärt sig i skolan då och det är ju vanligt, eller ja, människor då som skriver just 
där och ibland händer det att man ska leta efter någonting och då står det "Vill 
du starta denna sida?" för då finns det inte utan då kan man få det beskedet 
tillbaka ... "Vill du starta denna sida?".

A02 Men jag ser ju folk som sitter och spelar, så sen när de skickar förfrågningar så 
förstår man ju att det är vad folk gör mycket, och nu har de ju telefonerna så 
var de sitter någonstans så spelar de ju detta.

D01 … och så en sak jag lärde mig det var ju att det står ju en text, alltid, nedtill …

D02 Det enda jag inte lärde mig det var hur man zoomar bilden ...

C02 Så sätter han den på bordet och så börjar han peka ”då gör du så och så och så 
och så gör du så och så och det är bara att trycka, det är inget farlig, det händer 
ingenting,” sa han då. Jaha, så … det tror du att jag skulle lära mig på det?

A03 … alltså att man inte, man kanske inte kommer ihåg lösenord och man kommer
inte ihåg … hur man ska … ja … men jag vet inte. […] Ja. Och hur man ska 
göra, liksom, när man …

A04 Så var det ju att trycka både här och där. Och det var ju så mycket, gick det inte
på ena stället så försökte man ju på det andra, att trycka på något annat ställe.

B01 Men just det här när man ska lägga in foton jag antar man ska gå in här och där
och då skulle jag vilja att det fanns en mall som kunde tala om hur man ska 
göra. Annars får man väl läsa sig till det på datorn och annars finns det väl 
böcker och så som man kan läsa lite i.

D03 … plus att de låter mig oftast inte trycka själv. De trycker åt mig och jag sitter 
där och tittar hur mycket som helst “oj, oj, oj och så tryckte de och så var det 
något” - det är bara gissningar när de har gått.

D04 Och då tryckte jag bara, jag råkade nog trycka på "Bakåt" då och då kom hela 
bildgalleriet och det upp och det hade jag ju i texten innan där. "Dutt, dutt, dutt,
dutt" för det är ju den då och den och den och den, man trycker de olika upp 
och ner eller på sidled då va.

B02 Och just när det gällde första gången jag skulle betala räkningar så hade jag en 
dotter som visade mig hur man skulle göra …

C03 Ja du, det är inte länge det, det är egentligen som så att [sonen] de hade bytt till 
en sådan här platta och då kom han hem med den där datorn när vi fick in 
fibern och då hade vi sagt att vi skulle köpa någon sorts, och då kom han ju 
hem med den där datorn och det är ju en helt vanlig, ja, det är en sådan där platt
dator alltså som man fäller upp då. Så sätter han den på bordet och så börjar 
han peka … 

D05 “Ah,” tänker jag, “det är väl bättre att slå numret och prata med människan?”
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A05 Men jag får ju bilder för jag har fått ett barnbarnsbarn och där får jag ju bilder 
på Facebook ibland …

B03 Sen blir man ju lite uppskrämd ibland när man hör på teven och det att de 
håller på och […] Man hör ju många som har blivit kapade när det gäller 
konton och så …

D06 … sen är jag så jäkla medveten om att det är en utveckling, jag är tvungen att 
leva med i. För att jag också ska kunna, säg att det eller det upphör eller si och 
så. Till exempel man skickar sina räkningar på lådan, där är ju en grej. Hur 
länge för vi göra det då? Ja, det vet vi ju inte. Och betala mina räkningar är ju 
jag också tvungen till som alla andra. Ja, eller hur?

A06 Många de vågar ju inte trycka, de vågar ju inte ha mikrovågsugn och “jag har 
en torktumlare och det kan jag aldrig, åh usch nej!” och hushållsassistenten och
det är många som inte vågar …

A07 … det är ju bara det att jag inte vet i vilken ordning utan då försöker man ju på 
alla sätt och sen ibland så lyckas man ju och då blir man riktigt lycklig och “där
kommer det fram någonting”.

A08 Men jag får ju bilder för jag har fått ett barnbarnsbarn och där för jag ju bilder 
på Facebook ibland och det är lite kul.

D07 Mm, det var ju verkligen inte viktigt att ta kort egentligen men jag kände, när 
det gick så pass bra och så var det ju roligt.

D08 Så ärligt talat när det har ringt SMS, det kommer ju en liten dutt då och det 
plingar, så har jag inte öppnat den, jag har, ja, "nej, det där var ett SMS, det 
bryr jag mig inte …" Det som jag säger, jag flyr, jag tar inte till mig, jag prövar
inte ens  … Vilket jag gärna skulle vilja, men samtidigt, skulle jag skicka ett 
SMS så är det ju så pytte pytte smått. Då kommer det här in va [tar på 
glasögonen], ja, men jag ser ju för sjutton inte.

D09 Men det var tack vara att hon hade sin mobil här och hon ville visa lite bilder 
då som jag kom på att "men gud ja". Ja. Så det är inte bara elände, det är 
faktiskt lite roligt.

A09 Så … en nackdel kan jag tycka med datorer och sånt här, det är att det, att man 
… att talförmågan, att konversationen försvinner. 

C04 Och så sen när jag vill ringa då vill jag i regel prata med folk då får jag ju klart 
besked med en gång ju. Det är nog det vi är vana med va?

D10 Så att det är min upplevelse, det är därför både skräcken kommer och det här 
att "åh, det här skulle jag vilja överge med en gång, punkt!”

D11 Och då när hon hade gått så tog jag faktiskt fram mobilen och tänkte: "Va 
roligt, och va kort hon har ... åh," liksom, ja – ”det var roligt”. Så tänkte jag, 
"jag prövar," och då såg jag att hon zoomade va.

C05 Det där med Facebook det är jag i alla fall inte intresserad av. Nej! Jag hör vad 
de andra berättar att de läser att, det och det gör de och det och det gör de och 
det har de haft till mat idag. Nej! Nej … Nej, nej inte för mig. Nej.

D12 Jag såg ju bara nu när hon var med, var hemma här, och hade datorn med sig. 
Ja, så kopplar de in där och så gör hon det och  jösses alltså, denna nya värld är
ju både rolig och lite skrämmande då va men det var ju … vi vill ju, vi tittade 
på det då och ta fram det och om det finns och de då och så va.  Jag menar man
blir ju nöjd då jag fick ju se precis det jag frågade efter så visst är det 
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fantastiskt!

C06 Men det kan ju vara kul lite sådär ibland man vill, som sagt man vill se något 
sådär enkelt alltså. För jag har ju aldrig i mitt liv varit med eller haft en tanke 
på att … att … det ska, att vi skulle haft dator eller nått.

D13 Man har lite bråttom. Jag skulle vilja kunna lära mig "svisch" så. Men … så är 
det ju inte.

C07 … ja, jag är inte det som har ett väldigt tålamod att sitta och peka och sådär. 
Nej det har jag inte. Men det kan ju vara kul lite sådär ibland man vill, som 
sagt man vill se något sådär enkelt alltså.

C08 Jag var lite mallig när jag kunde baka en kaka efter det där receptet i alla fall.

D14 … jag tycker ju om att gå och fota lite och hej och hå och det,  det lärde jag 
mig precis själv, faktiskt och tryckte tills jag fick bilder. Det tyckte jag var bra 
gjort.

D15 … så känner jag det här då "åh gud vad ska jag göra nu för denna människan 
som har hjälp mig till hit", ja, förstår du Jag kan inte bara släppa det och ta 
emot det utan då måste jag i min tur ställa upp på någon – alltså hitta på det 
eller det eller någonting då då. Så jag, då vill jag inte bara släppa det och bara 
insupa att “herregud så bra jag har det att någon hjälper mig”. Det … då känner
jag mig larvig mot den människan liksom, alltså, då kan jag inte släppa det. 
“Åh visst ja, jag måste ju göra det ja, jag kan ju bara baka och …” så alltså, om
du förstår, någonting tillbaka liksom va. Visa sin uppskattning då.

D16 Så jag samtidigt som jag tror på det så är det rädslan som är för stor  men jag 
har en längtan till att kunna härbärgera det, det kan jag ju säga.

D17 Men just det här att inte få fråga direkt igen för visst jag skulle kunna passa på 
en kurs där man sitter så, så sätt va, den biten, för då har jag en lärare, jag kan 
när jag vill va, höra mig för - "hur var det du gjorde detta?". Det …  ja …  
alltså uppgivenhet känner ju jag. 

A10 Ja men … det … då … alltså att man inte, man kanske inte kommer ihåg 
lösenord och  man kommer inte ihåg … hur man ska … ja … men jag vet inte. 
Det får ju framtiden utvisa. Hur det blir med det.

B04 Ja … ja … nej men man får ju … ta mycket mer ansvar själv nu

D18 Så det är mycket, det är mycket … allvar i det, alltså det är ju på riktigt. Så att 
… mm. Och då kan jag känna lite så rädsla. Men sen är det till att sitta och lära 
sig saker bara för att man är så illa tvungen till något va.

C09 Men är man då i den här tiden av livet då, äh, det rullar på och så. Jag har klarat
mig så länge utan det där. Det är ju. Det beror sig väl på vad man är van vid, 
vad man har vant sig med.

D19 Och det var nog mycket det här att jag, att jag kunde komma fram till hur man 
gör när man fotograferar. Det är ju en enkel grej va men samtidigt det var inget 
allvarligt heller va. Alltså. Förstår du? Det finns ju mer eller mindre saker som 
är enkla, betyder inte så mycket, alltså att man är inte lika rädd för det som 
kanske om det gäller.

D20 Så att det är min upplevelse, det är därför både skräcken kommer; och det här 
att "åh, det här skulle jag vilja överge med en gång, punkt! Åh, det här var ju 
inget roligt, det här var ju ingenting jag förmodligen aldrig kommer att lära mig
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alltså, hum, hum". Det blir för stort. Det är enklare, bekvämlighet i och för sig, 
men “stoppa undan den här, jag behöver ju inte, jag måste ju inte”.

A11 Så var det ju att trycka både här och där. Och det var ju så mycket, gick det inte
på ena stället så försökte man ju på det andra, att trycka på något annat ställe.
[no fear] Så att det, nej ... rädd ser du det har jag aldrig vart.

A12 Det var man väldigt irriterad på för då tänkte jag såhär "varför i sjutton släppa 
ut en version innan de har fått med … ja … så att det stöddes allting. För det 
var väldigt mycket som inte stöddes. Stöds ej, stod det. Då blev man väldigt 
smått irriterad.

D21 Ja. Att jag, jag känner det kravet då, att "gode gud, hur ska jag kunna reda ut 
det här, hur var det nu?" Ja, hela tiden de frågorna då "hur var det nu?" och plus
att man är väldigt rädd för att trycka på något, om det skulle bli något fel.

D22 [D]et jag tycker är mest frustrerande det är att det går fort. Plus att efter tio 
minuter så går folk härifrån – då ska jag kunna det här …
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