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Age-friendly services
In this module, you will learn about age-friendly services, which are an indispensable component of an 

age-friendly neighbourhood. Their availability and accessibility highly impact the quality of life of all 

residents, particularly the older ones. 
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Age-friendly neighbourhoods in urban and rural areas 

are necessary to keep older adults healthy and active. 

One of the basic components of age-friendly 

neighbourhoods is a thriving business sector. Small 

local businesses are directly connected with older 

people. They are more than just commercial activities; 

they help older adults reduce isolation and loneliness. 

Going shopping and using other amenities like a 

hairdresser or cafeteria gives the older person the 

opportunity to meet and talk with others. Often, 

shopkeepers or service providers become important 

figures in a local community as they lend a friendly ear 

ǘƻ ƻƭŘŜǊ ŎǳǎǘƻƳŜǊǎΩ ƴŜŜŘǎ ŀƴŘ ǇǊƻōƭŜƳǎΦ

Introduction
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The number of older adults has been growing 

continuously and is expected to grow 

substantially in the future. 

Despite this fact, many people feel that 

businesses do not see older people as 

customers and do not respond to their needs. 

As a service provider, making your business age-

friendly may have a positive influence on your 

bottom line due to:

Å increased number of customers

Å better reception as a customer-friendly 

service

Å more loyal customers as older persons tend 

to get attached

If a service is age-friendly, it is not only suitable 

for older adults but also many others, including: 

Å pregnant women,

Å parents with children in strollers,

Å people with sight, hearing or mobility 

limitations,

Å people with limited communication skills 

(E.g. foreigners not knowing your national 

language) and

Å people with a mental illness.

In the end, age-friendly services are good for all 

customers. 

Why services should be age-friendly?
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The Silver Economyisa new economy
sectorwhichemergedas a responseto 
the needsof the growingpopulation
group: older adults.

The European Silver Economy is 
expected to expand by approximately 
5% per year and contributeover5.7 
trillionϵby 2025 to 9ǳǊƻǇŜΩǎeconomy.

Did you know?



This module is designed to provide insight into age-friendly

services. The availability of such services at the local, 

neighbourhood level supports older people to remain 

independent and healthy for longer. It also contributes to 

higher social integration.

The purpose of the module is to show practical, no-cost or 

low-cost tips to make your business more age-friendly.

The module is divided into three chapters. First, you will 

learn about the services particularly needed by older 

adults. Then, the focus will be laid on their features. Finally, 

you will get some tips on how to attract oldercustomers. 

The purpose of the module
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What will you learn in this module

1

2

3

4

5

6

The types of age-friendly services.

The features of age-friendly services.

How to attract the clients.
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Chapters in this module

Age-friendly services: features

Age-friendly services: types

Age-friendly services

1

2

3 How to attract older customers
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Age-friendly services: types

In this chapter, you will learn about the different types of services an older adult, but not only, may need. 

In the currently fast-changing times, the necessity of making user-provider distance as small as possible 

became vital.
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What will you learn in this chapter
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Neighbourhood and proximity services.

Horticultural therapy
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The power of craftmanship.

Types of services older adults need.



In this chapter, you will learn about different types 

of services, particularly needed by older adults on a 

neighbourhood level. Meeting life's needs in the 

immediate vicinity increases the quality of life and 

helps older adults to stay healthy and independent 

for longer. Undoubtedly, it also has a positive impact 

on the development of local entrepreneurship and 

commerce. 

The importance of direct access to basic services has 

increased significantly during the pandemic period. 

Introduction
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A neighbourhood is a part of a town where people 

live. A town, suburban area or city can be 

composed of many different neighbourhoods.

The house and neighbourhood where one lives 

ƘƛƎƘƭȅ ƛƳǇŀŎǘ ǘƘŜ ƘŜŀƭǘƘ ŀƴŘ ǉǳŀƭƛǘȅ ƻŦ ƻƴŜΩǎ ƭƛŦŜΦ ! 

good neighbourhood is a safe, friendly space where 

people know one another and are ready to lend a 

hand. This strong sense of community is particularly 

important for vulnerable groups such as kids, 

women and seniors. 

Neighbourhoods should be compact and pedestrian 

friendly. They should be equipped with basic 

services like groceries or bakeries located within 

ŀōƻǳǘ ŦƛǾŜ ƳƛƴǳǘŜǎ ƻŦ ǿŀƭƪƛƴƎ ŦǊƻƳ ƻƴŜΩǎ ƘƻƳŜΦ 

This makes a quarter of a mile or 400 metres.

This means that in a good neighbourhood, 

everyone should have access to the services 

needed daily within five minutes of walking from 

their home. 

Providing basic services on a neighbourhood 

level may positively influence community 

building. A neighbourhood with proximity 

services and a strong community is a great place 

for everyone to live.

Neighbourhood and proximity services
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A grocery or service with direct 
customer contact should be located in 
an area highly frequented by 
pedestrians. 

Location

Small, local shops can better adjust their 
ǇǊƻŘǳŎǘǎ ƻŦŦŜǊ ǘƻ ǘƘŜ ƻƭŘŜǊ ŀŘǳƭǘǎΩ ƴŜŜŘǎΦ 
Moreover, shopping more often and in 
smaller quantities can save money 
because less food will go to waste.

Relevant assortment

Older adults value good quality food 
products from local providers. They 
greatly enjoy local food markets.

Food market

The ability to buy essential food products by oneself at an older age helps in remaining independent and healthy. Even 
shopping for two small rolls may be an excellent opportunity to socialise. Easier access to healthy food is also an important
feature of a good neighbourhood.

Food provision
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Larger shops are often very crowded and laud. It is easy to 

get lost in such a space. Moreover, self-service checkouts are 

sometimes tricky to use for older adults who prefer more 

direct contact with the seller. The seniors like very much 

small groceries located in the immediate vicinity. The 

ǎƘƻǇƪŜŜǇŜǊ ƻŦǘŜƴ ƪƴƻǿǎ Ƙƛǎ ƻǊ ƘŜǊ ŎƭƛŜƴǘǎΩ ƴŀƳŜǎ ŀƴŘ ǿƘŀǘ 

they usually buy. He or she can also adjust his offer to the 

customers' needs.

Indeed, shopping may be a vital way of alleviating loneliness 

which is considered to be a major cause of depression.

Local grocery
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The availability of food provision in some rural areas may 

be low, causing some seniors living in these areas to 

have difficultiesbuying food products.

In such a case, a great solution seems to be a shop on 

wheels which can reach every location. In many 

countries, franchise brands with shops on wheels are 

present. If you know that in your regionthere are 

neighbourhoods where a shop on wheels would be 

needed, maybe such a business idea is good to consider.

Shop on wheels
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Local canteens, milk bars and bistros 
are places where you can eat 
inexpensively and, more importantly, 
also healthily, unlike in fast food chains. 

To eat affordabily

There are some moments in life which 
require a special celebration. Dinner in 
a restaurant might be a good option.

To celebrate

It does not have to be a big meal, it 
can be just a cup of coffee or tea with 
a snack.

To socialise

It is true that the more often people eat with others, the more they feel happy and satisfied with their lives. In the past, 
mealtimes were events when the whole settlement or village came together. This is how a strong community was built. 
Similarly today the possibility of eating together is important not only for us as individuals but also as a community.

Places to eat and meet
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9ǾŜǊȅƻƴŜ Ƙŀǎ ǘƘŜ ǊƛƎƘǘ ǘƻ ŎŀǊŜ ŦƻǊ ƻƴŜΩǎ 

appearance; it is not restricted by gender or age. 

Local hairdressers, nail studios and beauty 

parlours are also needed in neighbourhoods with 

an ageing population. Besides, getting a haircut is 

a basic need not a luxury.

Visiting such venues is also an excellent 

opportunity to meet and talk with others.

Beauty and wellness
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That a barber is one of the oldest 
professions? Until recently, a barber 
has been considered almost an 
extinct profession.

Nowadays, it is experiencing a 
renaissance as a result of a 
lumberjack-style fashion.

Did you know?



Industrial mass production caused us to almost forget 

ŀōƻǳǘ ƘŀƴŘƳŀŘŜ ǇǊƻŘǳŎǘǎ ǘƘŀǘ ŀǊŜ ǘŀƛƭƻǊŜŘ ǘƻ ƻƴŜΩǎ 

specific needs. With the ongoing ageing population 

process resulting in a greater diversity of needs, the 

production of goods by craftsmen should become more 

accessible. 

Older adults value high quality and direct service. They 

can be dedicated customers of local craftsmen.

Craftsmanship is also good for the environment as it 

makes less waste and utilises less energy than a typical 

industrial production.

The power of craftsmanship
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We should generally cut down on meat 
consumption. If we decide to eat meat, 
we should have access to good quality 
one which a local butcher can provide.

Butcher

It is also nice to have a good 
confectioner in the vicinity. As the 
number of diabetics grows, the 
demand for sugar-free cakes will 
appear and this requires some skills.

Confectioner

Bread is one of the basic products we 
like to consume on daily basis. Local 
bakeries offering tasty and healthy 
bread will be very much appreciated 
particularly by older adults.

Baker

Food quality is essential to keep us in good health. Unfortunately, many food products offered in large retail stores are 
produced industrially. They are full of chemicals and made of poor quality components. Even though they may taste good, they 
are detrimental to our health.

Food craftsmanship
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A torn ear from your favourite leather 
handbag or a belt where holes need to 
be added? This is what the 
leatherworker deals with.

Leatherworker

Shoemaker is a disappearing profession 
nowadays. A local shoemaker is 
important for older adults as he can 
repair the old shoes but also adjust the 
new ones to specific feet needs.

Shoemaker

Instead of buying new clothes, many 
older adults would rather remake the 
old ones or make new ones by a tailor. 

Tailor

Older people are often very attached to their belongings and would rather fix them than throw them away. Unfortunately, 
many neighbourhoods lack craftsmen who can do this.

Clothes, shoesandaccessories craftmanship
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A local optician is also very much 
needed in a neighbourhood as not only 
older adults but also younger people 
need to wear glasses nowadays.

Optician
Although traditional watches are not 
as popular nowadays as before, some 
specialists able to repair them will be 
needed.

Watchmaker

A ring that has become too tight or a 
broken chain? This is something your 
local jeweller can take care of.

Jeweller

Older people are very attached to things with which memories are associated, such as jewellery or watches. The possibility of
getting them repaired if needed would be very welcomed in an age-friendly neighbourhood.

Accessories and crafts
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Women tend to live longer than men. It is often said 

that old age is characterised by feminisation. This 

fact is worth considering when thinking about 

services needed in your neighbourhood.

Prevalence of women
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This is a fairly new service, and the 
demand is growing continuously.

Electronic device repair

Repairing home appliance instead of 
throwing it away is sometimes 
possible. It is essential to have 
someone who can do this in the 
neighbourhood.

Home appliance repair

Riding a bike is recommended for 
almost everyone and is becoming 
increasingly popular. Therefore, local 
bike services are needed.

Bike repair

Older adults, but not only, are often unable to carry out repairs on a variety of household items. It would be great if a person 
had access to these services within 15 minutes of walking.

Repairs
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Restoration of old furniture is 
becoming more and more popular not 
only among older adults.

Furniture carpenter

Older adults are also bound to their 
furniture. Sometimes it is enough to 
change upholstery fabric, and the 
furniture will be again aesthetic and 
useful.

Upholsterer

Demand for these services is 
particularly prevalent in old buildings, 
which often are inhabited by older 
adults.

Locksmith and plumber

A personal custodian service who can fix the light or can take care of the garden is very welcomed by the older adults, 
particularly those with some health issues.

Home caretakers
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Last but not leastthe cleaning services are crucial in 

an ageing neighbourhood. It is not just about 

domestic cleaning services but also about washing 

and hanging curtains, and cleaning upholstery or 

windows.

Cleaning services
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Take a walk around your neighbourhood. Try to 

observe what services exist. Are there any missing?

Think about those which would be needed. 

Activity 1
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CHAPTER 1BUILT MODULE 4

Quiz

Click the Quiz button to edit this object



Chapter summary

You have learnt about different services older adults may particularly need.

¸ƻǳ ƘŀǾŜ ƭŜŀǊƴǘ ŀōƻǳǘ ǘƘŜ ƎǊƻǿƛƴƎ ƛƳǇƻǊǘŀƴŎŜ ƻŦ ŎǊŀŦǘǎƳŀƴǎƘƛǇ ƛƴ ǘŀƛƭƻǊƛƴƎ ŀ ǇǊƻŘǳŎǘ ǘƻ ƻƴŜΩǎ ǎǇŜŎƛŦƛŎ ƴŜŜŘǎ.

You have learnt what neighbourhoods and proximity services are.

Age-friendly services: types
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Summary of acquired skills

You know what services might be needed.

You know what neighbourhoodand proximity 
services are.

Congratulations! You have successfully completed this chapter!

Chapter completed!

Age-friendly services: types
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You have learned about the power of 
craftsmanship and how you could use it.3



Restart

Now you can either repeat this chapter or follow our 

study recommendation by clicking on one of the 

buttons below:

What is next?

Age-friendly services: types

Next
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Age-friendly services: features

In this chapter, you will learn about the features of age-friendly services. Remember that making your 

service more age-friendly is not only good for your customers in older age but also for others.
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What will you learn in this chapter

1

2
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Features of age-friendly services responding to typical 
limitations of older adults.

Horticultural therapy

Functional bathroom

Functional bedroom
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About Universal Design.

About Universal Design



Most older people are healthy, independent individuals. 

However, with age, some changes may occur, and they 

can get some physical restrictions. It is estimated that:

Å 1/3 of older adults have hearing problems

Å 2/3 of them need to wear glasses

Å many of them have some mobility issues with 

different intensities (which may also depend on 

weather and other circumstances)

Fortunately, most changes in your business venue can be 

easily introduced so that it can become age-friendly.

Age-friendly
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It is estimated that even one-third of us will get dementia 

in older age. The longer we live, the more probable 

getting dementia becomes. You can learn more about 

dementia in the Healthy 05 Cognitive impairment and 

Dementia and Built 03 Dementia-friendly home modules.

Going shopping is one of the favourite activities of older 

people and those affected by dementia. Therefore, these 

venues should be adapted to their needs to enable them 

to remain active and independent for longer.  

Dementia-friendly

Age-friendly services: featuresCHAPTER 2BUILT MODULE 4

HEALTHY BUILT

https://hands-on-shafe.eu/en/healthy
https://hands-on-shafe.eu/en/built


In this chapter, we will focus on the features of age-

friendly services which respond to the typical limitations 

linked with:

Å Mobility

Å Sight

Å Hearing

We will also refer to dementia as well as visual and sound 

communication. Finally, Universal Design as the 

recommended approach of designing spaces, products 

and services will be presented. 

Introduction
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The floor should be slip-resistant even 
when wet. 

Anti slippery floor
Older adults, if having some mobility 
impairments, may need support on 
armrests when sitting or standing up. 

The chairs or sitting places should not 
be too low or too soft.

Chair with armrest

Heavy doors can pose a real barrier. 
Pay attention that they are easy to 
open. If it is particularly heavy and 
difficult to move, you may consider 
installing an electric door drive. 

Easily opening doors

Remember that if you make your service or product available only for the young, you exclude the old. However, if you make it 
ŀǾŀƛƭŀōƭŜ ǘƻ ǘƘŜ ƻƭŘΣ ȅƻǳ ǿƛƭƭ ƛƴŎƭǳŘŜ ŜǾŜǊȅƻƴŜ ŀƴŘ ŜȄǘŜƴŘ ȅƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ǊŀƴƎŜΦ

Mobility

Age-friendly services: featuresCHAPTER 2BUILT MODULE 4



It is true that making a venue fully accessible to e.g. a 

wheelchair user can be unrealistic due to financial 

limitations or simply limited space. 

However, there are other smaller and less costly 

measures which you can introduce to increase the 

safety of your customers.

Think about:

Å the entrance: are there stairs? Is it possible to make 

fewer of them?

Å are the pathways uncluttered and allow for moving 

with a walker?

Mobility
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Pay attention to the counter level, which should be 

available to wheelchaired users. The recommended 

height is 90cm.

Many older adults have mobility problems with their 

ŀǊƳǎΦ ¢ƘŀǘΩǎ ǿƘȅ ǘǊȅ ǘƻ ŀǾƻƛŘ ǎƘŜƭǾŜǎ ƘƛƎƘŜǊ ǘƘŀƴ мрл 

cm level. 

Mobility: counter and shelves
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For vision-impaired persons, good lighting is essential. 

As you know from the Built 02 Age-friendly home, 

older adults need more light than younger people. 

They require three times the light to see as younger 

people. The venue should be evenly lit, avoiding 

building up shadows or dark corners. Lightning and 

surfaces should not produce glare as older adults are 

very sensitive to it.

Large windows and natural lighting are welcomed, but 

if overheating becomes a problem, install some 

shadings.

Sight

Age-friendly services: featuresCHAPTER 2BUILT MODULE 4

BUILT

https://hands-on-shafe.eu/en/built


Many shops, including the local ones, introduce 

magnifying glasses to help their customers read 

descriptions of foodstuffs in small print.

Such a magnifying glass can be fixed on a food shelf.

Sight
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When you use some text, ensure that 
the font is large enough, is simple in 
shape, and there is sufficient contrast 
between the font and background.

Product descriptions

Sometimes a verbal description is not 
necessary and graphics are sufficient. 
Make sure they are understandable.

Recognizable washroom signs

Ensure you have a good sign for your 
business that is easy to see and read. 
Check if local regulations referring to 
signs and banners exists.

Well visible exterior signage

Visual communication uses visual elements to communicate information or ideas. It is very important for older adults and 
those with cognitive impairments. It should be easily recognisable and well visible.

Visual communication
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