
 
 
 

 

Teaching Older Adults in 
Affordable Apartment 
Communities to Use 
Amazon Echo Devices  
A St. Mary Development Technology Case Study 



Project Summary  
In 2019, St. Mary Development 
Corporation (SMDC) surveyed residents 
within its affordable apartment 
communities to better understand 
resident technology usage and challenges 
(Technology Ownership and Usage Among 
Seniors in Affordable Housing 
Communities, 2019, St. Mary Development 
Corporation). The research provided 
important information on what kinds of 
issues and barriers older adults 
encountered in relation to technology use. 
The research reported financial barriers 
and learning barriers as limiting factors. 

Working with Trillnovo, a technology 
support company for older people, SMDC 
decided to test solutions to the barriers it 
identified in the 2019 research.  

COVID provided a unique opportunity to 
test one-on-one technology training 
because SMDC’s older residents felt 
isolated and were motivated to try new 
technologies. Voice-activated devices were 
a preference that came out of SMDC’s 
2019 research. With grant funding from 
foundations and donations from 
individual supporters, SMDC installed 
free Wi-Fi in several apartment 
communities and provided free Amazon 
Echo devices for interested residents. 

A goal of this research was to 
eliminate the barriers residents 
said prevented them from 
adopting new technology, and to 
advance how technology can 
support older adults in affordable 
apartment communities. 

One hundred and twenty residents were 
given Amazon Echo devices and trained to 
use them at no cost with free wi-fi access. 

Findings included: 

• With the introduction of the devices, 
many residents had regular access to 
the Internet for the first time.  

• Beyond television use, many residents 
did not feel they used any technology.  

• Free Wi-Fi created an interest in 
streaming services, and then a surge 
in residents seeking smart televisions 
and other streaming devices.  

• Once Wi-Fi became active, tech-savvy 
residents began using the free 
streaming services like Amazon 
Prime. When Trillnovo introduced 
Echos to residents who were new to 
technology, streaming traffic doubled.  

• By far, the most popular function for 
the Echo is playing music. 

• Based on the speeds provided, there 
are occasional peak times when 
bandwidth can be overloaded, 
resulting in poor connections. 

• Alexa had a difficult time 
understanding some residents with 
accents or speech impediments.  

• Alexa can speak too fast at times, 
leaving residents unsure of what was 
said. Several residents mentioned 
how the AI may randomly respond to 
questions that were not asked. 

• Some residents have mentioned that 
it can be difficult to hear Alexa, even 
with the volume increased. 

• Residents have shared their success 
stories with other residents, creating 
continuous interest in the Echos. New 
residents are still coming forth to sign 
up for training. 
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The Amazon Echo  
The Echo device is a smart speaker that 
connects to the internet to give users 
quick access to weather forecasts, 
reminders, and user-specific interests. 
The main component of this device is the 
voice-controlled artificial intelligence (AI), 
named Alexa. The user first interacts with 
a wake-up command, such as, “Alexa.” 
The device then waits for a prompt to 
enact. For example, “tell me the weather.” 
The device AI, Alexa, then speaks back to 
the user, either providing what was 
requested, asking for more information, 
or making a statement. 

The Echo device also gives users the 
ability to make hands-free phone calls to 
family, friends, or important contacts 
after syncing the device to a mobile 
phone. There are many additional 
functions available through the Echo 
device, which allow for a more tailored 
experience. Whether it be enjoying 
requested music, listening to an 
audiobook, or taking part in a guided 
exercise regimen, the Echo provides a 
wide breadth of actions (called “Skills”) 
with a low requirement of previous 
hardware use. 

A primary goal was to eliminate 
the barriers of entry to residents 
adopting new technology 
identified in the 2019 research, 
and further advance how 
technology can best support 
older adults living in affordable 
apartment communities. 

With Wi-Fi and Amazon Echo devices 
secured, the next step was to teach 
residents how to use the Echo device. 
Trillnovo developed a training program 
that included in-person instruction and 
written tutorials with the goal to observe 
how residents learned and create the 
most effective program.  

Initial Introduction to 
Residents 
SMDC selected five locations to participate 
in the technology project. The locations 
are, in order of setup, Lyons Place II, 
McBride Place, Twin Towers, Lyons Place 
I, and the Riverside Lofts. All apartment 
communities are in the Dayton, Ohio area.  

The project started with Lyons Place II in 
December 2020 after free Wi-Fi was 
installed. Dr. Frieda Bennett, who led the 
2019 research project, had already 
reached out to many residents as part of 
the previously conducted survey. This 
allowed Bennett the opportunity to 
provide information about the Echo 
device and measure resident interest.  

As a first step, a small selection of 
residents received the Echo. Trace Curry, 
a Technology Support Specialist and 
Consultant with Trillnovo, scheduled time 
with each resident in a designated office 
space at Lyons Place II, where he created 
an email account and Amazon account for 
the resident. These are the two user-
specific requirements for the Echo device. 
Once the required credentials were 
created, Curry configured the Echo device 
to the Lyons Place II Wi-Fi network and 
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completed the remaining setup for the 
device for each resident. 

Once setup was completed, a guided 
introduction to the Echo device began. An 
informative handout was provided to the 
resident to refer to some of the basics, 
which are to be covered soon thereafter. 
The introduction began with an 
explanation of the physical device, 
making note of the power source, the 
notification lights, and the four interface 
buttons. The device explanation was 
followed by teaching the Echo AI, Alexa, 
the resident's voice by asking the AI to 
“learn my voice.” The voice learning 
introduction allowed the resident to 
become familiar with stating specific 
commands to Alexa.  

Alexa completed the voice 
introduction by greeting the 
resident by name based on the 
account information. This was 
often when a resident first began 
to grasp the smart speaker 
concept. Some residents 
appeared astonished at the 
capabilities at this point, while 
others appeared curious yet 
reserved.  

The introduction continued by referring 
to the handout sheet provided, which 
included commands such as weather 
forecasting, timing/reminder functions, 
list creation, and specific inquiries. At this 
point, the resident was encouraged to 
engage in several suggested commands. If 
a resident seemed familiar with the 
concept, they were encouraged to try 
commands of their own choosing.  

It was very important during the 
introduction to emphasize the 
pronunciation of the AI personality, Alexa. 
Often, residents mispronounced the 
name, causing the device to remain 
unresponsive.  

Residents practiced the wake-up 
command to encourage the correct 
pronunciation, which was also included 
on the handout. While residents generally 
understood that the Echo was not a real 
person, introducing the concept of 
artificial intelligence proved helpful for 
resident understanding. A few examples 
were also shown of what to do if the 
device appears to be unresponsive, as 
well as structuring commands in a proper 
format for the Echo AI.  

Once a resident had shown proficiency in 
stating commands, an explanation was 
given for more personalized functions. 
These functions included commands 
related to music, adjusting settings, and 
calling features. Commands were 
introduced that helped the resident 
control the sound levels with their voice. 

The introduction to music commands was 
the most exciting feature for most 
residents. This gave the resident an 
opportunity to listen to their favorite 
musical artist or genre. However, a point 
was made that the free service had 
restrictions, and an example was given of 
how the paid music service worked.  

If a resident had an interest in syncing 
their smartphone to the Echo, additional 
guidance was provided by installing the 
Alexa application and linking the phone 
to the Echo. Examples were then provided 
of how a resident can use their Echo to 
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make phone calls, as well as a brief 
introduction to the Alexa mobile 
application. 

As the introduction ended, a preview was 
given of the most advanced feature of the 
Echo, referred to as Skills. Skills are user-
created commands that provide even 
more functionality to the Echo device. 
Skills were presented as something for a 
resident to learn over time as they made 
progress and became more confident with 
their ability to interact with the Echo.  

It is important to stress that 
residents were encouraged to use 
the basics first through habit-
forming commands, such as 
daily alarms or daily weather 
inquiries, before moving on to 
more complex skills. 

The one-on-one training concluded with a 
review of what was introduced while 
addressing any remaining questions. The 
device was then placed back in its original 
box and given to the resident. Residents 
were encouraged to contact Curry or their 
SMDC Service Coordinator if there were 
any further questions or concerns after 
the training. 

The introduction presented above was the 
format used in all SMDC apartment 
communities. The time ranged from 60 to 
90 minutes, depending on the number of 
resident questions. Residents with 
cognitive, auditory, or visual disabilities 
were more likely to need more time than 
residents without those disabilities. 

Group Training 
As the project continued to the third 
location, Twin Towers, Curry suggested a 
group Echo device presentation to better 
engage residents. A less comprehensive 
yet informative introduction would be 
given to a larger group of residents 
showcasing the Echo’s functions. One goal 
of this was to encourage residents who 
were skeptical of using the Echo by 
showing them some of the things it could 
do. This technique was very successful. 

During the group presentations, time was 
also dedicated to answering questions and 
scheduling residents for one-on-one 
training.  

Group presentations were 
successful as residents shared 
their interest in the device with 
each other. Curiosity grew with 
many residents as they trusted in 
their ability to operate the device 
with voice commands and saw 
other residents succeed too. 

Additional Training 
After the initial one-on-one training, 
many residents were still uncertain about 
their ability to successfully use the Echo. 
Curry heard from residents across all 
communities who shared they wanted 
more guidance and instruction. This was 
usually due to lack of retention of the 
initial training. Other residents thought of 
new questions they wanted to ask.   
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Curry provided an additional one-on-one 
tutorial session for residents who were 
struggling.  

After providing a refresher guide 
to the Echo device, Curry found 
resident retention improved as 
more residents began to grasp 
concepts related to the device. 
Follow-ups appear to be a key 
factor in getting residents to 
adopt the Echo device into their 
daily routines. 

Wi-Fi reporting data for each apartment 
community confirmed an increase in 
resident usage after additional training 
follow-ups, as device connectivity was 
tracked at a macro level.  

Resident Participation 
As of Q1 2022, more than 120 residents 
had been trained and given an Echo 
device.  

 

Technology Usage 
With the introduction of the Amazon Echo 
devices, many residents had regular 
access to the Internet for the first time. 
While the 2019 research indicated that 
more than 50% of SMDC residents owned 
a smartphone, during Echo training, 
nearly half of the residents expressed 
their lack of proficiency with their 
smartphones, even suggesting they 
wouldn’t have considered the Echo device 
due to not being “tech-savvy.” These 
residents would often express their 
inability to understand technology.  

When asked what they felt 
inhibited them from 
understanding technology, the 
most common response was a 
lack of know-how. Beyond 
general television use, many 
residents did not feel as if they 
used any technology.  

On the other hand, some residents were 
far more knowledgeable about technology 
and thrived with their devices. These 
experienced residents often had multiple 
devices connected to their home Wi-Fi. 
Experienced residents typically 
contributed their technical understanding 
to a previous career or personal interest. 
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Residents Served (as of Q1 2022)

10

20

30

40

Lyons Place I Lyons Place II McBride Place Twin Towers

40

18

39

26

The Riverside Lofts community is not listed. The 
project began after the publication of this report.



New Interest in Services 
After following up with ten residents at 
Twin Towers, six of the residents signed 
up for premium Amazon services and 
expressed interest in purchasing another 
device. A similar pattern developed at 
Lyons Place II and McBride Place, where 
several residents took an interest in doing 
more with their Echo devices.  

As of Q1 2022, Curry began following up 
with all the residents that had the Echo 
device for more than six months. An 
informative handout (see attached) was 
created for these experienced users with 
more than 50 commands and skills for the 
residents to try. The handout also 
included information for discounted 
premium services related to audiobooks 
and music.  

More follow-ups will be necessary across 
all active locations to better understand 
the increase in technology usage. 

The introduction of Wi-Fi has 
also created an interest in 
streaming services.  

The initial integration of Wi-Fi was 
predominantly for the Echo device, 
however, due to changing conditions at 
the locations, residents started to use Wi-
Fi for entertainment purposes. This 
created a surge in residents seeking smart 
televisions and other streaming devices.  

Premium streaming services such as 
Netflix, and devices such as Roku, have 
become a popular supplement for cable 
television to more experienced residents 
using community Wi-Fi. This surge was 
detected in the monthly Wi-Fi reports. 
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Increasing Comfort with 
Technology 
As more residents have begun to 
understand how to use their Echo devices, 
Echo traffic has increased. This has also 
created an increase in web traffic for 
residents using Amazon Prime services. 
By far, the most used function for the 
device is playing music. 

We expect residents to increase their 
usage of the Echo device, Wi-Fi, and 
Amazon Services as training follow-ups 
and new introductions are provided.  

Of the 10 residents at Twin 
Towers who had follow-up visits, 
7 initially considered themselves 
“less experienced” with 
technology. However, after 
several months of exposure to 
the Echo device, those residents 
felt their ability to interact with 
technology had improved. 

Several residents mentioned they were 
proud to show friends and family their 
control over the Echo. One resident even 
stated how he plays his guitar for Alexa as 
she critiques him, which has encouraged 
him to play more often. Curry has 
collected a multitude of resident success 
stories; residents are delighted to find 
themselves understanding a concept that 
previously felt too challenging.  

If this small sample of residents is an 
indicator of what is to be expected, then 
technology usage will increase with 
experience.  

Observations 
For more than a year, the SMDC resident 
technology project has been actively 
providing free Wi-Fi, Echo devices, and 
support to the designated apartment 
communities. Curry has spent more than 
140 hours with SMDC residents, learning 
many of the challenges present for older 
adults integrating new technology into 
their lives. During this time, events have 
occurred that are worth discussing 
regarding the project. 

Wi-Fi Issues 
Some issues were present early into the 
project with the Wi-Fi installation. Lyons 
Place II and McBride Place Wi-Fi initially 
failed to provide service to all residents. 
Upon first installing Wi-Fi at Lyons Place 
II, not enough access points to cover all 
areas of the building were included. This 
led to some residents being unable to 
connect to Wi-Fi from their apartment 
units, postponing their Echo device setup 
for upwards of 8 months. (Wi-Fi 
installation during COVID was extremely 
difficult.)  

The same issue was present in McBride 
Place, which also caused residents a delay 
in receiving their devices. Lyons Place II 
Wi-Fi issues were resolved in November 
2021. McBride Place Wi-Fi issues were 
resolved in March 2022. Twin Towers and 
Lyons Place I have had few Wi-Fi 
disruptions. 
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With the free Wi-Fi, residents are left to 
their discretion regarding how much 
bandwidth they use. There are currently 
no restrictions on Wi-Fi usage. Based on 
the speeds provided, there are occasional 
peak times when bandwidth can be 
overloaded, resulting in poor connections. 
More resource-demanding residents have 
been encouraged to consider their 
neighbors or explore personal internet 
options. 

Long term questions include: 

• How will the Wi-Fi continue to be 
provided to the residents? 

• Will the current speeds be adequate 
as more residents begin utilizing the 
Echo device and other technology?  

Echo Device 
The Amazon Echo device has been a great 
choice for its simple requirements. It is no 
surprise that the smart speaker has 
maintained its rank as the “Top-Selling 
Smart Speaker” for several years in a row. 
There have been no supply issues with the 
device, allowing SMDC to purchase Echos 
for all interested residents. Some staff at 
SMDC own an Echo, and the remaining 
staff has been offered a device if they are 
interested.  

The Alexa AI is regularly updated by 
Amazon, giving it long-term viability. 
Amazon also gives experienced 
developers the chance to add functions to 
Alexa-enabled devices, creating a vast 
number of possibilities. Nevertheless, the 
technology is far from perfect.  

There are issues related to 
flawed programming and 
hardware limits to be 
considered. For instance, the 
device has a difficult time 
understanding residents with 
accents or speech impediments. 
Alexa can also speak too fast at 
times leaving the resident unsure 
of what was said.  

Several residents have also mentioned 
how the AI may randomly respond to 
questions that were not asked. 

Residents have mentioned that it can be 
difficult to hear Alexa, even with the 
volume increased. This particular 
instance is due to the size of the device. 
The Echo device provided to the residents 
is one of the smaller design models, which 
has been notorious for creating, as 
consumers have stated, a “muffled sound” 
effect. This problem is often resolved in 
the larger speakers of the same product 
line; however, it was not feasible to 
purchase the larger speakers in bulk.  

At the present, the Echo Dot device is still 
a strong choice for residents. Most of the 
connected residents have expressed how 
pleased they are with their Echo device, 
and how they look forward to what is still 
to come. 

 9
    A St. Mary Development case study in conjunction  

with Trillnovo Personal Electronics Support



Echo Device Support 
At the start of the project, it was decided 
that Curry would provide training and 
support for the Echo devices. Service 
Coordinators – individuals who connect 
our residents to services, like free 
community health programs, home health 
access, and safe and reliable 
transportation – assisted in relaying 
interested residents’ contact information 
to Curry, who would then schedule the 
residents for setup. However, contacting 
the residents can often be unsuccessful as 
they may not answer their phones, even 
after leaving voicemails. Service 
Coordinators have also assisted in such 
cases by leaving notes in resident 
mailboxes, or scheduling the resident 
based on the available dates provided by 
Curry. 

Residents also seek support for their 
devices outside the scope of the project. 
Curry made it a priority to assist the 
project-specific requests first, before 
addressing other requests. Service 
Coordinators often help before notifying 
Curry.  

There is a real demand for 
ongoing technical support that 
may be best addressed in a 
future project.  

Each location has hosted the ongoing 
Echo introductions on site. Lyons Place II 
provided an office with limited outside 
interruptions which proved most effective 
for educating. Twin Towers, McBride 
Place, and Lyons Place I do not have the 
same accommodations, though areas 
were used that were adequate with an 

occasional disturbance. Over the project 
duration, residents have had no issues 
meeting in the designated locations. 

Online Scams 
Occasionally, Amazon-disguised scam 
artists may contact residents by phone, 
suggesting suspicious activity is occurring 
within their account. Knowledgeable 
residents avoid giving the perpetrator 
additional attention, preventing any 
malicious actions from being taken. Less 
knowledgeable residents may continue to 
speak to the perpetrator before reaching 
out to Curry about the interaction. So far, 
these instances have been resolved before 
any harm has been caused.  

There has been a rare instance of theft at 
Lyons Place II and McBride Place. Thus 
far, three residents’ Echo devices have 
been stolen. Curry first confirmed that the 
device account had been inactive before 
deregistering the stolen device. 
Afterward, a new device was registered 
and provided to the resident. The most 
recent occurrence of this instance was in 
January 2022. 

Not everyone is receptive to new 
technology. Residents in each community 
have expressed their thoughts on the 
Echo device “spying” or “listening in” on 
their life. This miscommunication is 
sometimes spread within the community, 
though has not appeared too harmful to 
the project. Curry addressed all concerns 
related to privacy and provided full 
transparency of the device capabilities, 
even helping residents disable unwanted 
settings. 
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Increasing Interest 
Residents have shared their success 
stories with other residents, creating a 
continuous interest in the Echo device. As 
of April 2022, residents are still coming 
forth to sign up for training. SMDC has 
made it a priority to keep the residents 
engaged in their understanding and use 
of technology. One way this has continued 
is through the Digital Signage project that 
began during Q1 2022.  

The project, funded by the 
NeighborWorks Digital Divide Grant, 
provided digital displays that present 
information specific to the community 
and residents. Some of the slides have 
included information about free health 
screenings, reminders of community 
events, valuable health tips, positive 
affirmations, and useful Alexa commands. 
In the Biltmore Towers location, the 
digital signage, piloted by a mental health 
grant, communicates how to reduce 
mental health stigmas and ways to seek 
help. A secondary effect of the digital 
displays is the modern technology touch it 
adds to the community. Residents have 
provided feedback on the project at the 
first installed location, Twin Towers, 
stating they “like the display system” and 
“it provides good information.” With the 
Echo project running simultaneously with 
the Digital Signage project, residents 
experience both passive and active 
approaches to technology. 

Turning a gaze to the future, 
opportunities will arise to enhance the 
current projects. Curry has proposed 
creating additional functions for the Echo 
device, named “Skills,” tailored for the 

SMDC residents. These functions would 
include guided mobility exercises, surveys 
to address mental health, and community-
specific features (such as a mail delivery 
notification). Podcasts for health and 
wellness could also be created and 
delivered to residents through the Echo. 
Additionally, digital displays could be 
designated at certain locations for purely 
educational purposes. Local health 
organizations could hold live-streamed 
Q&A segments that SMDC residents could 
participate in. Numerous applications can 
arise now that the proper foundation has 
been placed. 

Across these technology projects, it is 
crucial to encourage curiosity. Some 
residents may have no interest in learning 
about technology, and they should not be 
pressured into doing so. Furthermore, 
Curry emphasizes it is essential that 
residents first be connected with on a 
personal level.  

Each resident must be reminded 
of the abundance of knowledge 
they’ve already acquired 
through life, so that they may 
find the courage within 
themselves to grasp something 
foreign. The success of these 
technology projects depends on a 
healthy relationship between the 
resident and the technology 
provided.  

As the residents find confidence in 
themselves through learning something 
new, the impact expands to other areas of 
their lives, reinforcing independence and 
their ability to grow.  ∎ 
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/HDUQ�D�ZRUG�RI�WKH�GD\� ³$OH[D��2SHQ�:RUG�RI�WKH 'D\�´
'LVFRYHU�D�QHZ�OHDUQLQJ�VNLOO� ³$OH[D��/HDUQ�6RPHWKLQJ�´
7U\�D�QHZ�UHFLSH� ³$OH[D��2SHQ�%HVW�5HFLSHV�´
+HDU�D�IUHH�DXGLRERRN�RQ�$XGLEOH� ³$OH[D��SOD\�VWRU\�´

100,000
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$PD]RQ�6NLOO�&RPPDQGV

*DPHV�DQG�7ULYLD

3OD\�WKH�JDPH�VKRZ�-HRSDUG\� ³$OH[D��3OD\�-HRSDUG\�´
3OD\�µ$UH�\RX�VPDUWHU�WKDQ�D��WK�*UDGHU¶� ³$OH[D� 3OD\��WK�JUDGHU�´
7HVW�\RXU�NQRZOHGJH�RI�6WDWH�FDSLWDOV� ³$OH[D��2SHQ 6WDWH�&DSLWDO�4XL]�´
3OD\�D�VRQJ�TXL]�JDPH�ZLWK�XS�WR���SHRSOH� ³$OH[D� 3OD\�6RQJ�4XL]�´
([SORUH�D�FKRLFH�EDVHG�DGYHQWXUH�JDPH� ³$OH[D��2SHQ 0DJLF�'RRU�´
3OD\�WKH�JDPH�VKRZ�'HDO�RU�1R�'HDO� ³$OH[D��3OD\�'HDO RU�1R�'HDO�´

5HOLJLRQ�DQG�6SLULWXDOLW\

+HDU�VHUPRQV�E\�3DVWRU�7'�-DNHV� ³$OH[D��2SHQ�7'�-DNHV 6HUPRQV�´
6D\�D�&DWKROLF�3UD\HU� ³$OH[D��DVN�&DWKROLF�3UD\HUV WR�SUD\�´
3OD\�D�UDQGRP�%LEOH�YHUVH� ³$OH[D��%LEOH�YHUVH�´
6WDUW�WKH�GD\�ZLWK�D�PRUQLQJ�SUD\HU� ³$OH[D��VWDUW P\�PRUQLQJ�SUD\HU�´
/LVWHQ�WR�WKH�+RO\�4XUDQ��³$OH[D��2SHQ�4XUDQ�5DGLR�´
7U\�D�-HZLVK�%OHVVLQJ� ³$OH[D��2SHQ�-HZLVK�%OHVVLQJV�´

+RPH

6HW�XS�DQ�$OH[D�+RPH�6HFXULW\�PRQLWRU� ³$OH[D��6HWXS $OH[D�*XDUG�´
�5HTXLUHV�$OH[D�$SSOLFDWLRQ�

$GGLWLRQDOO\��$OH[D�FDQ�ZRUN�ZLWK�OLJKWV�LQ�\RXU�KRPH��\RXU�WHOHYLVLRQ��RU�HYHQ
VWDUW�\RXU�FDU��7R�XVH�WKHVH�IXQFWLRQV�ZRXOG�UHTXLUH�DQ�$OH[D�FRPSDWLEOH�GHYLFH�

VROG�VHSDUDWHO\�

5DQGRP�6NLOO

7U\�D�UDQGRP�VNLOO�IURP�D�FDWHJRU\� ³$OH[D��5DQGRP 6NLOO�´
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$PD]RQ�(FKR�&RPPDQGV

&DOOLQJ�)XQFWLRQV��UHTXLUHV�WKH�$PD]RQ�$OH[D�SKRQH�DSSOLFDWLRQ�

&DOO�DQRWKHU�(FKR�XVHU� �$OH[D��FDOO�>QDPH@����0XVW EH�DQ�$OH[D�FRQWDFW��
&DOO�D�QXPEHU�RU�SKRQH�FRQWDFW� ³$OH[D��PDNH�D�FDOO�´
$QVZHU�DQ�LQFRPLQJ�FDOO� �$OH[D��DQVZHU�WKH�FDOO�� RU��$OH[D��DQVZHU��
+DQJ�XS� �$OH[D��KDQJ�XS���RU��$OH[D��HQG�WKH�FDOO��
0HVVDJH�DQRWKHU�(FKR�XVHU� �$OH[D��PHVVDJH�>QDPH@��
6HQG�D�WH[W�PHVVDJH� �$OH[D��VHQG�D�WH[W�WR�>FRQWDFW QDPH@��

7R�GR�DQG�/LVW�IXQFWLRQV

&UHDWH�D�QHZ�WR�GR�LWHP� �$OH[D��FUHDWH�D�WR�GR��
$GG�WDVN�WR�WR�GR�OLVW� �$OH[D��DGG�
JR�WR�WKH�JURFHU\ VWRUH
�WR�P\�WR�GR�OLVW��
&KHFN�WR�GR�OLVW� ³$OH[D��ZKDW¶V�RQ�P\�WR�GR�OLVW"´
&UHDWH�D�VKRSSLQJ�OLVW� �$OH[D��DGG�>LWHP@�WR�P\�VKRSSLQJ OLVW��
&KHFN�\RXU�VKRSSLQJ�OLVW� �$OH[D��ZKDW
V�RQ�P\�VKRSSLQJ OLVW"�

1HZV�DQG�:HDWKHU�IXQFWLRQV

&KHFN�KHDGOLQHV� �$OH[D��ZKDW
V�LQ�WKH�QHZV"�
&KHFN�ZHDWKHU� �$OH[D��ZKDW
V�WKH�ZHDWKHU�OLNH"��RU �$OH[D��ZLOO�LW�UDLQ�WRGD\"�
+HDU�WKH�ZHDWKHU�IRUHFDVW� �$OH[D��ZKDW
V�WKH�ZHDWKHU WKLV�ZHHNHQG"
*HW�WUDIILF�LQIRUPDWLRQ� �$OH[D��ZKDW
V�WUDIILF�OLNH"�

(QWHUWDLQPHQW�	�/RFDO�LQIRUPDWLRQ�IXQFWLRQV

)LQG�RXW�ZKR�DQ�DFWRU�LV� �$OH[D��ZKR�SOD\V�>FKDUDFWHU@ LQ�>PRYLH�RU�79
VKRZ@"�

)LQG�RXW�ZKR�VLQJV�D�SDUWLFXODU�VRQJ� �:KR�VLQJV�WKH VRQJ�>WLWOH@"�

*HW�WKH�QDPHV�RI�EDQG�PHPEHUV� �:KR�LV�LQ�WKH�EDQG >QDPH@"�

*HW�PRYLH�TXRWHV� �*LYH�PH�D�>PRYLH@�TXRWH��
*HW�D�UHFLSH� �$OH[D��KRZ�GR�\RX�PDNH�FKRFRODWH�FKLS FRRNLHV"�
'LVFRYHU�QHDUE\�UHVWDXUDQWV� �$OH[D��ILQG�PH�D�QHDUE\ SL]]D�UHVWDXUDQW��RU
�$OH[D��ZKDW
V�WKH�QHDUHVW�FRIIHH�VKRS"�

*HW�RSHUDWLQJ�KRXUV�RU�D�SKRQH�QXPEHU�IRU�ORFDO�EXVLQHVVHV� �$OH[D��ILQG
WKH�DGGUHVV�IRU�.URJHU���RU��$OH[D��ILQG�EXVLQHVV�KRXUV�IRU�>EXVLQHVV�QDPH@��
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$PD]RQ�(FKR�&RPPDQGV�/LVW

6SRUWV�)XQFWLRQV

&KHFN�JDPH�VFKHGXOHV� �$OH[D��ZKHQ�GR�WKH�>WHDP@�SOD\ QH[W"�
&KHFN�JDPH�UHVXOWV� �$OH[D��ZKDW�ZDV�WKH�VFRUH�RI WKH�>WHDP@�JDPH"�
&KHFN�UHVXOWV�RI�\RXU�IDYRULWH�WHDPV� �$OH[D��JLYH PH�P\�6SRUWV�8SGDWH��

&DOHQGDU��5HPLQGHU��DQG�$SSRLQWPHQW�)XQFWLRQV

&UHDWH�D�UHPLQGHU� �$OH[D��UHPLQGHU���RU��$OH[D��UHPLQG PH�WR�FKHFN�WKH�RYHQ
LQ���PLQXWHV��

&KHFN�RQ�H[LVWLQJ�UHPLQGHUV� �$OH[D��ZKDW�DUH�P\�UHPLQGHUV WKLV�ZHHNHQG"�
RU��$OH[D��ZKDW�UHPLQGHUV�GR�,�KDYH�WRPRUURZ"�

$GG�DQ�HYHQW�WR�D�FDOHQGDU� �$OH[D��DGG�>HYHQW@�WR P\�FDOHQGDU�IRU�>GD\@�DW
>WLPH@��RU��$OH[D��DGG�DQ�HYHQW�WR�P\�FDOHQGDU��

&KHFN�FDOHQGDU�HYHQWV� �$OH[D��ZKDW
V�RQ�P\�FDOHQGDU IRU�WRPRUURZ"�
�$OH[D��ZKHQ�LV�P\�QH[W�HYHQW"�
(GLW�D�FDOHQGDU�HYHQW� �$OH[D��PRYH�P\�PHHWLQJ�IURP ���WR����

�$OH[D��DGG�>HYHQW@�WR�P\�FDOHQGDU�IRU�>GD\@�DW�>WLPH@��
�$OH[D��GHOHWH�>HYHQW@�IURP�P\�FDOHQGDU��
�$OH[D��PRYH�P\�>HYHQW�QDPH@�WR�>WLPH�RU�GDWH@��

(YHQWV�	�DSSRLQWPHQWV�UHTXLUH�D�GHYLFH�ZLWK�D�FDOHQGDU��VXFK�DV�D�VPDUWSKRQH�RU�D�WDEOHW�

4XHVWLRQ�)XQFWLRQV

$VN�IRU�KHOS� �$OH[D��KHOS��
$VN�D�JHQHUDO�TXHVWLRQ� �$OH[D��KRZ�WDOO�LV�>SHUVRQ RU�REMHFW
V�QDPH@"�
*HW�:LNLSHGLD�LQIRUPDWLRQ� �$OH[D��:LNLSHGLD��>VXEMHFW@��
�:LNLSHGLD�LV�DQ�(QF\FORSHGLD�UHVRXUFH���SURQRXQFHG�µZH�NH\¶�

7HOO�$OH[D�WR�FRQWLQXH�UHDGLQJ�D�:LNLSHGLD�HQWU\� �$OH[D��WHOO�PH�PRUH��
)LQG�RXW�ZKHQ�D�KROLGD\�LV� �$OH[D�ZKHQ�LV�>KROLGD\@"�
/HDUQ�DERXW�D�KROLGD\� �$OH[D��ZK\�GR�ZH�FHOHEUDWH >KROLGD\@"�
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$PD]RQ�(FKR�&RPPDQGV�/LVW

0XVLF�)XQFWLRQV

0XWH�RU�XQPXWH� �$OH[D��PXWH���RU��$OH[D��XQPXWH��
6WRS�RU�SDXVH� �$OH[D��VWRS��
&KDQJH�YROXPH� �$OH[D��VHW�WKH�YROXPH�WR�>D�QXPEHU EHWZHHQ���DQG���@��
6HW�D�PXVLF�DODUP� �$OH[D��ZDNH�PH�XS�WR�>DUWLVW� VRQJ��JHQUH��SOD\OLVW��RU
DOEXP@�DW���$0�´
6HW�D�PXVLF�WLPHU� �$OH[D��VHW�D����PLQXWH�WLPHU�WR >VRQJ@��
3OD\�D�VWDWLRQ�EDVHG�RQ�DQ�DUWLVW� ³$OH[D��SOD\�>DUWLVW@ UDGLR�´
*HW�DOEXP�LQIRUPDWLRQ� �:KDW�\HDU�GLG�>EDQG@�UHOHDVH >VRQJ�RU�DOEXP@"�

6DPSOH�PXVLF�IURP�DQ�DUWLVW� �$OH[D��VDPSOH�VRQJV E\�>DUWLVW@��
)LQG�D�SDUWLFXODU�DOEXP�RU�VRQJ� �$OH[D��ILQG�>VRQJ RU�DOEXP@�E\�>DUWLVW@�´
$GMXVW�7UHEOH� �$OH[D��VHW�WKH�WUHEOH�WR�>D�QXPEHU EHWZHHQ����DQG��@��
�7UHEOH� �+LJK�VRXQGV�IUHTXHQFLHV�

$GMXVW�%DVV� ³$OH[D��VHW�WKH�EDVV�WR�>D�QXPEHU�EHWZHHQ ���DQG��@�´
�%DVV� �/RZ�VRXQGV�IUHTXHQFLHV�

5DWH�VRQJV�IRU�D�EHWWHU�SOD\OLVW� ³$OH[D��,�>OLNH RU�GLVOLNH@�WKLV�VRQJ�´

7LPLQJ�)XQFWLRQV

6HW�DQ�DODUP� �$OH[D��VHW�DQ�DODUP�IRU���D�P���RU �$OH[D��ZDNH�PH�XS�DW���LQ�WKH
PRUQLQJ�´

6HW�D�UHSHDWLQJ�DODUP� �$OH[D��VHW�D�UHSHDWLQJ�DODUP IRU�ZHHNGD\V�DW���D�P��

6HW�D�WLPHU� �$OH[D��WLPHU��RU��$OH[D��VHW�D�WLPHU IRU����PLQXWHV��
&UHDWH�D�QDPHG�WLPHU� �$OH[D��VHW�D�SL]]D�WLPHU�IRU ���PLQXWHV��
6HW�PXOWLSOH�WLPHUV� �$OH[D��VHW�D�VHFRQG�WLPHU�IRU ��PLQXWHV��
&KHFN�WLPHU�VWDWXV� �$OH[D��KRZ�PXFK�WLPH�LV�OHIW RQ�WKH�SL]]D�WLPHU"��RU
�$OH[D��ZKDW�DUH�P\�WLPHUV"´

&DQFHO�D�WLPHU� �$OH[D��FDQFHO�WKH�SL]]D�WLPHU��RU �$OH[D��FDQFHO�WKH����PLQXWH
WLPHU��

$VN�WKH�WLPH� �$OH[D��ZKDW�WLPH�LV�LW"�
$VN�WKH�GDWH� �$OH[D��ZKDW
V�WKH�GDWH"�
$VN�ZKHQ�WKH�QH[W�DODUP�LV� �$OH[D��ZKHQ
V�P\�QH[W DODUP"�
&DQFHO�DQ�DODUP� �$OH[D��FDQFHO�P\�DODUP�IRU���S�P��
6QRR]H�DODUP� �$OH[D��VQRR]H��
&KHFN�GDWHV� �$OH[D��ZKHQ�LV�>KROLGD\@�WKLV�\HDU



 18
    A St. Mary Development case study in conjunction  

with Trillnovo Personal Electronics Support

$PD]RQ�(FKR�&RPPDQGV�/LVW

0XOWL�XVH���3HUVRQDOLW\�IXQFWLRQV

5ROO�D�GLH� �$OH[D��UROO�D�GLH��RU���$OH[D��UROO�D ���VLGHG�GLH��
)OLS�D�FRLQ� �$OH[D��IOLS�D�FRLQ��
3LFN�D�QXPEHU� �$OH[D��SLFN�D�QXPEHU�EHWZHHQ���DQG ����
*HW�WKH�GHILQLWLRQ�RI�D�ZRUG� �$OH[D��ZKDW
V�WKH�GHILQLWLRQ RI�>ZRUG@"�
*HW�WKH�VSHOOLQJ�RI�D�ZRUG� �$OH[D��KRZ�GR�\RX�VSHOO >ZRUG@"�
6LQJ�D�&KULVWPDV�FDURO� �$OH[D��VLQJ�D�&KULVWPDV�FDURO��
³$OH[D��JLYH�PH�DQ�(DVWHU�HJJ�´

³$OH[D��JRRG�PRUQLQJ�´

³$OH[D��WHOO�PH�D�MRNH�´

³$OH[D��,�ZDQW�WKH�WUXWK�´

³$OH[D��UDQGRP�IDFW�´

³$OH[D��JLYH�PH�D�KXJ�´

$PD]RQ�0HPEHUVKLSV

䘴�$�GHELW��FUHGLW��RU�$PD]RQ�JLIW�FDUG�LV�UHTXLUHG�䘴

$XGLEOH�$XGLRERRN�6HUYLFH�

/LVWHQ�WR�WKH�ZRUOG
V�ODUJHVW�VHOHFWLRQ�RI�DXGLRERRNV��DV�ZHOO�DV�SRGFDVWV��H[FOXVLYH

RULJLQDOV��DQG�PRUH�

Ɣ $XGLEOH�3OXV �����PRQWK��OLVWHQ�DOO�\RX�ZDQW�WR�WKRXVDQGV RI�LQFOXGHG�WLWOHV�LQ
WKH�3OXV�&DWDORJ�

Ɣ $XGLEOH�3UHPLXP�3OXV�� ����PRQWK��LQFOXGHV�WKH�3OXV &DWDORJ�����FUHGLW�SHU
PRQWK�IRU�DQ\�SUHPLXP�VHOHFWLRQ�WLWOH�

$PD]RQ�3UHPLXP�0XVLF�6HUYLFH�

,QFOXGHV�DFFHVV�WR�RYHU����PLOOLRQ�VRQJV�ZLWK�QR�DGYHUWLVHPHQWV�

Ɣ 8QOLPLWHG�0XVLF ��)UHH�IRU����GD\V�����PRQWK�

$PD]RQ�3ULPH�VHUYLFH�

,QFOXGHV�$PD]RQ�3ULPH�0XVLF�6HUYLFH��)UHH�'HOLYHU\�6HUYLFH��3ULPH�9LGHR�6WUHDPLQJ�

0HGLFDWLRQ�GLVFRXQWV��DQG�PXFK�PRUH�

Ɣ $PD]RQ�3ULPH�� ����PRQWK >0HGLFDLG�8VHUV������2II� �����PRQWK@


