
 

 
 

 

 

Being Client-Centred: 
 

Determined to radically 
improve the system of 
support for adults with 
disabilities, 
Supported@Home 
Burlington knew that 
understanding the  
experiences of potential 
clients was integral to the 
group’s success. As the 
end users and primary 
stakeholders of the 
service, their input and 
stories fuelled the service 
design process. 
 
Methods such as 
analyzing a day in the life 
of a real couple in 
Burlington, developing a 
spectrum of client needs, 
conducting interviews, 
facilitating focus groups, 
using photovoice, and 
employing fictional client 
profiles in the design 
process, helped to weave 
rich research insights 
from clients into the 
development of a 
meaningful service 
offering. It is through 
these empathetic 
processes that unmet 
needs were identified, 
complexities understood 
and targeted, innovative 
solutions were  
developed. 



 

 
 


