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OVERVIEW.
The following document is a summary of the first collaborative 
Barclays and The Age of No Retirement Xtra10 Design Lab. 

The Design Lab was launched on the 1st October 2015 — 
International Older Person’s Day — as a taster to explore a new 
future. A future that takes fuller advantage of all the opportunities 
presented to us by a longer, healthier life.
 
Now people are living for decades in retirement – and at least half 
of that in good health. A new retirement era is dawning. A new 
era of older workers, older entrepreneurs, older students, older 
community leaders – people in their 50s, 60s, 70s, even 80s who 
taking full advantage of their extra 10. An extra 10 years of healthy 
life, not at the end of our lives but right in the middle of our lives. 
A gift of an extra decade. This is nothing like the narrative of 
decline that predominates. There is massive disconnect between 
perception and reality. And herein lies enormous opportunity.

So on the 1st October 2015, 30 brave pioneering organisations came 
together to think what the Xtra10 could mean for them – for their 
brands and for their businesses, for their workforce, customers, 
products, services and the communities they serve.

They came together to represent the brave forward-thinking 
organisations who are going to pioneer a new tomorrow. Towards 
a stronger more inclusive multigenerational society. The following 
summary is what positive action could be created in just a few 
short hours, namely 8 prototypes for positive change for employees 
and for customers and for business.

The Xtra10 affects all of us. It is about you.



So who came?

Abellio Group 
Barclays
BBC
Big Lottery Fund 
Business in the Community
Capgemini
CA Technologies
CGF
DWP
Fujitsu
IBM
iHotels Alliance Limited
J. Walter Thomson
Maersk Group
Mott MacDonald
McDonalds Corporation  
Prudential
Ricoh
Sodexo
Standard Life
The Health Club Collection  
Thomson Reuters  
Vodafone



THINK OF ONE THING THAT OLDER 
CUSTOMERS OR EMPLOYEES CAN BRING 
TO YOUR BUSINESS THAT YOU ARE NOT 
CURRENTLY TAKING ADVANTAGE OF?

These are some of the starting points expressed by the 
participants at the start of the design lab when asked the 
following question:



Stepping into 
the future 
with Barclays.

The Age of No Retirement is very lucky to have worked with Barclays 
these past 12 months as they start to explore the merits of a 
multigenerational workforce, and what it means for their business in 
aligning products and services for a multigenerational customer base. 
With five generations of employees in the workplace‚ ranging from 16 
to 73 years of age, Barclays are embracing the value of a workforce 
which mirrors the wide age range of their consumer base (and society 
as a whole). They absolutely want to be the bank for everyone, whoever 
you are, regardless of your age.

For Barclays, ‘Age’ does not just reside within Diversity or Human 
Resources departments but lives in all parts of the organisations and 
at all levels - from the chief executive downwards. As they passionately 
talk about the benefits of a multigenerational strategy, the rationale 
behind it becomes clear and compelling. It makes good economic 
sense. It makes good customer sense. It makes good employee sense. 
It makes good societal sense. And they want to share their experiences 
and learnings with you.

Throughout the morning, Barclays shared with  the Xtra10 Design 
Lab participants what they had learnt — why rethinking age with a 
more positive narrative was good for business, for big business. Elaine 
Draper, Barclays’ Director of Accessibility & Inclusion, Stephen Roberts 
,  Barclays’ Director of Strategic Transformation  and Wendy Papworth, 
Barclays’ Director of Global Diversity and Inclusion  shared their 
experience of the power of embracing multigenerational thinking. They 
told stories about their employees of over 5 generations, returnships 
for the over 50s, multigenerational listening teams, brand raising 
initiatives designed by some of their eldest employees, the Silver Eagles 
campaign, Tea and Teach sessions for older customers, matching their 
employees with their customer profiles and for that most important 



bottom line. This was about what was good for the business first and 
foremost.

The Xtra10 Design Lab they said, had to be about sharing real world 
examples of positive change seen clearly within their business. This 
wasn’t about research or what ifs or buts, but about sharing the 
real tangible bottom line benefits of embracing a multigenerational 
strategy to any business.

The session ended with a powerful call to action from invited guest, 
Professor Lynne Berry , chair of the Commission on the Voluntary 
Sector & Ageing . She challenged every large organisation to wake up. 
‘’This is an age of opportunity and it is right in front of you. The world 
has changed and you need to start looking properly at the new and 
more positive view of age’.

‘This was an excellent opportunity to engage in 
some progressive and positive thinking about 
ageing and in particular older life with like-
minded organisations who really want to make a 
difference to employees whole working lives.’

Wendy Papworth, Director, Global Diversity and Inclusion

‘I reached the age of 65 and I wasn’t ready 
to retire. I’ve never been out of work since 
I was 15. Retirement scares me. I’m really 
thankful for my job at Barclays – and they 
took me on at the age of 68!’ 

Alex Cano Lopez, Community Banker, Clacton On Sea, 
Barclays



‘We should be telling everyone about our 
multigenerational strategy. It is just as 
important as telling people about our credit 
card, current account or business loan.’

Ruth Layor, Community banker, Oldham, Barclays

‘We’re starting to see a measureable impact. 
We’re using inclusive design approaches to build 
services that are inclusive for all. This makes it a 
good experience for all customers.’

Elaine Draper, Director of Accessibility & Inclusion

‘Look at the demographics. Why would 
any business want to exclude that massive 
pool of customers?’

Elaine Draper, Director of Accessibility & Inclusion

‘I seriously cannot think of one 
disadvantage that an age diversity team 
would bring.’

Chirag Thakrar, AVP – Global Payment Networks, Barclays

‘Older people can be great at technology. 
Our silver eagles are proving this.’

Beverley Toomey, Community Banker, Middleton, Barclays 



At its very simple level it is the following:

 —   Stop downloading what we already know.  

  Move away from the past and let a new future emerge.

 —   Listen to everyone’s experience and ideas.

 —   Listen to what is bubbling under the surface.

 —   Don’t worry about right or wrong. Just start.

 —   Commit to action. 

 —   Learn by doing.

‘We cannot solve problems 
with the same kind of 
thinking that created them’  
Einstein

This was the challenge to our pioneering organisations — a 
new type of thinking. We used design thinking to create a new 
blueprint and new prototypes for action. We ran two Design 
Labs. The first explored work and multigenerational employees 
and the second session explored the opportunities of embracing 
multigenerational customers.

Each team of businesses where then given some ‘tools’ to help 
them look to the future and a short period of time (45mins for 
each session) to co-create positive steps for action which could 
be implemented and tested in their business. To help them 
lean into the future, they heard 5 generations of Barclays’ staff 
sharing experiences and insights on the value of the older worker 
and older customer,  some thought provoking insights and 
thoughts (some of which you will see over the next few pages).

We can now share these co-created prototypes with you.

DESIGN THINKING.
So what is design thinking? 



AGE & WORK

Design Lab session 1



Examples of some of the prompts and starting points/ideas for discussion which were used in Design Lab 1



Summaries of 4 work-inspired  
prototypes from Design Lab 1. 

1. THE TALENT BROKER

The Talent Broker has two main components. The first is to deconstruct every job role 
in an organisation into its smallest parts, along with the skill or skills required to deliver 
each component. The second is to create a register that enables each employee to 
evaluate and record their skills portfolio — skills specific to jobs they have already done 
but also identify valuable skills which may not have been used in a workplace.

The Broker then matches the right person/persons with the right tasks/ project / job. 
It creates a much more fluid and flexible work environment. It also has the bonus of 
helping staff to attain the right training for roles that they aspire as part of their skills 
audit and creates a culture of career-long learning within the organisation

2. TASK SHARING AT SCALE

Task Sharing at Scale is a prototype idea to create maximum flexibility for individuals, 
yet still ensure get jobs done on time. It is an idea specifically for shorter-term projects, 
and not around long-term job roles.  The prototype is about the skills and task that are 
needed within any one project.  The projects are defined in terms of timing, output, roles 
and responsibilities and then as long as there is a project manager there can in theory 
be hundreds of different of people, doing the smallest of roles. A project could even 
be between more than one company in an industry, e.g. car manufacturing; building 
construction; transformation projects - each requiring numerous diverse skill sets but 
with the right approach able to offer ultimate flexibility for all involved.

3. EXPERIENCE HUB

The Experience Hub is a safe place for employees of all ages to share experiences around 
the emotionally challenging aspects of life in the workplace. The idea is for different 
employees of all ages to share their experience — past and present — and to give 
support, advice and insights. This is designed to create a more emotionally tight and 
intergenerationally supportive company.

4. IN-CAREER APPRENTICES

The In Career Apprentice programme recognises the difficulty in attracting and retaining 
experienced older people for job roles – not just externally, but also internally from 
within the organisation. The ‘In Career Apprentices’ is a career programme that works 
with older employers to discuss the possibilities of a complete role change within an 
organisation. This has the advantage of keeping experience and  knowledge of the 
organisation within the business but allowing older employees to have the opportunity to 
try something completely new. 

If you would like to  explore any of these ideas with us  or want to get involved please 
contact at act@ageofnoretirement. org. 



AGE & THE 
CUSTOMER

Design Lab session 2



Examples of some of the prompts and starting points/ideas for discussion which were used in Design Lab 2



Summaries of 4 work inspired  
prototypes from Design Lab 2. 

1. LIFETIME MORTGAGE

As more companies learn to appreciate the value of the experienced older worker, and 
as the older worker (earning well beyond traditional retirement age) becomes a much 
bigger part of businesses, more companies will begin to develop products that are 
targeted to these older worker.

The Lifetime Mortgage is such an example of what will be needed, and in fact is much 
needed now. As banks and lending institutions become more accustomed to older customers 
who are still working and earning, they will begin to create mortgage and mortgage-related 
products to be repaid over longer — lifetime or even inter-generational — terms. 

2. LIFESTYLE TOOL

Let’s get away from the age categories of 20-29, 50-59, 80-89 and so on. They are so 
irrelevant in a world where who we are has very little to do with our age, but who we are 
as individuals. The Lifestyle Tool is a retailer idea — an in-store data interface where the 
customer enters their requirements / desires / wishes and the retailer then tailors its service 
to best suit that customer’s needs. It acknowledges that ‘age’ marketing is redundant. The 
customer’s preference profile builds up over time and can be shared across the retail sectors 
to enable customisation of service at every service provider interface.

3. UNIVERSAL DESIGN

The Universal Design prototype is premised on the concept ‘simple is beautiful’ – that 
the simple concept of inclusive design should be placed at the heart of all product and 
service design. While most products and services are currently developed by isolated 
siloed R&D teams, Universal Design will open the design process to involve input and 
insights from all departments within an organisation and should involve external insights 
of customers of all ages. Universal Design is a much broader whole-life view of its 
potential customer base and will creates products which will be used by more customers 
of a wider profile.

4. DARE TO DECONSTRUCT

The Dare to Deconstruct prototype involves the deconstruction of an organisation’s 
products and/or services into their smallest constituent parts. These parts can 
then be reassembled in different ways and different combinations according to 
customer specification. Dare to Deconstruct addresses the increasing trend towards 
customisation, personalisation and modularisation, and also helps to address the varying 
needs of an increasingly-multigenerational customer base. It doesn’t matter if you’re 16 
or 65 – everyone today should be viewed equally as a valued consumer. 

If you would like to  explore any of these ideas with us  or want to get involved please 
contact at act@ageofnoretirement. org. 



4 prototype summaries 
In addition to the 8 prototypes that the teams developed in the Design Labs,  a 
number of interesting starter ideas were also discussed. Here are a few which 
need to be developed:

Work ideas.
 — How can we offer life mentoring?
 — Make it OK to choose sidewards and even downwards careers
 — allow employees to be able to move more away from conventional 
salary / job bands / grades. 

 — Revisit 'old' ideas discarded from the past with younger members of 
the teams

 — Getting alumni to mentor new members of team
 — Rethink non-monetary employee benefits (caring, healthcare cover, 
hobbies, volunteering ) 

 — Translate dull Government guidance tools using more inspiring  
design-led thinking.

 — Buddy system between generations
 — Reverse mentoring — younger people to older
 — Reverse apprenticeships
 — Uber style rating for employees and employers
 — Create multigenerational teams

Customer ideas.
 — Look at the language — use the same words?
 — Confront advertising agencies on their ageism
 — Confront marketing departments on ageism
 — Challenge teams to develop new products for over-50s
 — Create a customer lab where we bring in all people of all ages to work 
on ideas together

 — Stories of end to end experience
 — Create more authentic customer experiences
 — Change the language to be more inclusive of all generations, rather 
than grouping together and isolating over-50s

 

If you would like to explore any of these ideas with us  or want to get involved please 
contact at act@ageofnoretirement. org 



Next steps.

Contact us.

Jonathan Collie
Co-Founder
The Age of No Retirement
+44(0)7887624385
jonathan@ageofnoretirement.org

Georgina Lee
Co-Founder
The Age of No Retirement
+44(0)7802536793
george@ageofnoretirement.org

www.ageofnoretirement.org
@ageofnoretirement
#ageofnoretirement
#xtra10

We need action. If we want to realise the benefits of the Xtra10 and make 
change then we have to work together and collaborate, and then share 
what we have learned.

We have co-created 8 Big Business prototypes which is just the beginning. 
There are many more ideas to be developed – alumni management; 
modern retirement planning; multigenerational performance 
measurement… We are looking for bold corporate leaders  to work 
together  to lead  the implementation of the prototypes.  If you would like 
your organisation to be an Xtra10 pioneer then get in touch at  
act@ageofnoretirement.org.

If you are already doing positive age-related projects in your company 
— for employees and customers — and you want to share them with the 
wider business community then get in touch at  
stories@ageofnoretirement.org.

If you would to explore multigenerational or Xtra10 strategies within 
your business then our design-led ‘Opening Your Mind’ workshop is the 
best way to begin your journey of discovery. Contact Jonathan Collie or 
Georgina Lee directly.


