
Providing excellence in customer 
service for older people
Personal attention is important to older consumers, 
who prefer to do business face to face. They value 
personal relationships with service providers, and 
they want to know that someone in the company 
cares for them.

Civic socialising
Recent research has demonstrated the vital 
role local shops play in older people’s daily lives 
as an integral part of their social network.

“When older people shop locally, they establish 
important relationships with their shopkeepers. Both 
are aware they need each other, for the shopkeeper 
to stay in business, and for the older shopper to have 
local services.” Joan Stewart, PhD student, Monash 
University Healthy Ageing Research Unit, 2012.

Older people want personal interaction and 
value having a relationship with local traders.

With increasing competition from online traders, 
local businesses that meet older people’s 
expectations can find a very loyal customer base.

This feeling of community is strengthened when 
local traders engage with their neighbours to 
create a sense of cohesion and collaboration.

Overview
•  Tailor your food, products, and/or services 

to older people.
•  Promote discounts or special offers for older 

people.
•  Highlight additional services, such as home 

delivery.
•  Provide respectful human contact in person 

and on the phone.
•  Offer extra customer service for older adults, 

such as providing a drink of water.
•  Use large, clear fonts for signage, printed 

materials and websites. Also consider 
translating into other languages.

•  Participate in the community.

Specialised services
Offering services that cater for the needs of 
older customers will create a point of difference 
for your business and position it as a leader in 
customer service.

Older consumers often rely more on their 
community for advice and recommendations. 
They trust their friends for referrals about 
products and services. 

Consider asking your older customers how 
you can serve them better and what would 
make them shop with you more often.

Businesses not only depend on having customers, 
but also on recruiting and retaining workers. 
An age friendly business is a more attractive 
and welcoming place for mature workers.
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Making your business more age friendly is a 
powerful expression of social responsibility. 
Working towards the goal of creating an age-friendly 
business shows you are committed to making 
your community stronger. This will enhance your 
business’s reputation and create goodwill.

No-cost improvements

•  Provide respectful human contact, in person 
and on the phone.

•  Employ a diverse group of staff of different 
ages, backgrounds and experience to ensure 
all customers, including older people, feel 
welcome and comfortable.

•  Provide a ‘carry-to-car’ service to help 
customers with their purchases.

•  Design your products/services for 
smaller households, smaller incomes 
and smaller appetites.

Additional improvements

•  Become a Seniors Card participating business 
and make discounts and special offers available 
to seniors.

•  Participate in and support the community, 
particularly through organisations that are 
composed of or are important to older people.

•  Offer additional services to older customers, 
such as a home delivery service. If you cannot 
provide this service, consider working with 
a courier service. Accept orders by phone, 
in person and online when possible.

Information
All consumers make purchasing decisions 
based on relevant information provided in 
suitable formats and in appropriate forums. 

Older people have particular information 
needs that should be considered when 
designing communications materials, websites, 
advertisements and in marketing strategies.

Ensure information is available in a range 
of formats
Even though older people are the fastest growing 
group of internet users, many still find accessing 
information online unfamiliar. 

Provide information about your business in a range 
of formats.

No-cost improvements

•  Make information about your services available 
to older people via the internet, printed resources 
and through trained customer service personnel 
in store. Also consider that many older people 
receive information through their family, peers 
and social networks – consider how you can 
use these networks to get your message out 
to a new audience.

Additional improvements

•  Offer your materials and website in other 
languages for non-English speakers.

•  Offer audio recordings or Braille in offices, 
room numbers, departments, building directories, 
elevator call buttons, and the panels by the 
elevator door that indicate the floor number.

Print communication
Create age friendly brochures, advertisements, 
menus, labels, pricing, signage and web pages.

No-cost improvements

•  Offer to read materials aloud or help an older 
adult who appears to be struggling.

•  Use clear, easy-to-see signage.
•  Use a readable typeface, font size and colour 

contrast for printed materials. Helvetica is a clean 
sans serif typeface. Never use a font size smaller 
than 12 point. Design colour materials with 
effective contrast.

•  Use simple designs with sharp contrast and avoid 
patterned backgrounds.

•  Include positive representations of older people in 
advertising material.
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Websites
Increasingly, businesses are becoming aware 
of the impact of web accessibility and usability. 

Resources on accessibility are available from 
the Seniors Card Program.

No-cost improvements

•  Write in plain English, using short sentences 
and short paragraphs.

•  Adhere to accessibility requirements – always 
provide a PDF and a Word document instead 
of one or the other, and make sure you use 
headings to make pages easier to scan.

•  Include an easy-to-find phone number on the 
website so customers can talk to someone.

•  Use short video segments and other media to 
ensure faster load times on older computers.

•  Include easy-to-find instructions for web users 
who are less technologically savvy.

•  Include an easy option to resize text.
•  Use the seniors community to get the buzz going 

about your business. Email is a very popular 
online tool for marketing to seniors. Send 
emails with personal recommendations, real 
testimonials, or specific marketing information.

Additional improvements

•  Seek further advice on accessibility requirements 
for websites.
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