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Introduction.
This report covers the financial year, 1st April 2023 to the end of March 2024. Occasionally
you’ll come across mention of ‘Tappers’ to refer to the people who use our services as none
of the more common alternatives (service users, customers, group members, clients) fits the
bill in all cases!

Our mission
Our mission is to provide inclusive, locally accessible services and ongoing support to enable
people in Edinburgh to access the benefits of the internet and technology, particularly older
people, including those with disabilities and additional support needs. We sum up what
we’re about as ‘connecting people, encouraging community’.

The Need.

In today's world, people are living longer but facing increasingly complex challenges
including physical and mental health issues, financial pressures, social isolation, and a feeling
of being overwhelmed by negative news. Reliance on the digital world for basic needs can
further exacerbate issues, with many older people and those with additional needs facing
exclusion. Low or no digital skills can contribute to low self confidence, disempowerment
and isolation. There is a real need for accessible digital support from a trusted source to
help such people to overcome their frustration, and sense of helplessness, particularly
during transitions into retirement where digital skills become crucial for staying connected
and maintaining purpose.
See further

● Appendix 3. The Need Nationally and Locally
● Appendix 4:Tap into IT Where You Are Logic Model

Tap into IT Response to Need:Our services 2023-2024

Tap into IT is providing services to meet that need, ranging from one-off tech support and
training in digital skills for people in their own homes, to groups like the ones we've run in
various locations, 'connecting people and encouraging community' through tech. We reckon
this kind of help should be readily available on an ongoing basis in every locality. We're
working hard to that end, in partnership with Housing Associations and similar
organisations, churches, community groups, universities, colleges and schools.

Tap into IT services cater to two main needs profiles which last year I described as the
‘Connected’ and the ‘Unconnected’.

● The Connected group comprises
○ those who seek quick, one-on-one tech assistance and are typically socially

active, relying on Tap into IT for occasional support. Typically these are
people who access our one-to-one tech support or drop-ins (see outline of
types of services, below).

○ Some do favour gradual learning in a club-like environment, so come along to
our group sessions and help and encourage less confident Tappers in the
process.

○ Some struggle with digital skills due to factors like dementia or sensory
impairments, requiring ongoing help and so attend our groups on a regular
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basis (-which is where a long term presence in a location that is accessible to
them is so important).

● The Unconnected, mostly aged 80 and above, often harbour misconceptions about
technology or consider it to be irrelevant or daunting.

○ Those who can be persuaded to engage may grasp the basics within two
months, potentially transitioning to Connected groups or to the one-to-one
service.

○ Others, especially those with additional needs, face significant challenges in
acquiring digital skills and need more direct and ongoing help to do what they
need to do online. They tend to become regulars at our Connected groups.

Description of Current Services.

Services to the Unconnected.

‘Getting Connected’ groups help people (typically in the 70+ age group) get online

for the first time and give them and others the confidence to access more of the

things that are of particular interest or benefit to them. 3-4 people along with a

Group Facilitator and volunteer helpers meet online for up to 10 sessions covering

the following:

○ Device set up

○ The very basics of operating it

○ Lots of chat! Sharing interests, news, views, concerns, using the internet to

look things up which are related to what they are talking about and

interested in.

○ As group members begin to see how the internet can be of use to them and is

accessible with a bit of help, some start asking the questions and want to

have a go themselves.

Some individuals will connect further by themselves before long and others won't.

Those who need ongoing help to connect with others will continue to get help through a

‘Connected’ group.

Services to the Connected

● 1:1 Tech Support either via home visits or via remote access software (Teamviewer or

Zoom/equivalent screen share).

● Connected Groups.

Group sessions are very informal - not a class or

course of lessons. They are more like a club but

one where people can come and go at any time.

We welcome those who have ‘graduated’ from a

Getting Connected group and need ongoing help

as well as those who have to go online for some

reason and come to us to help them do just that.
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We offer a group activity using laptop/iPad/smartphone or whatever each person has

brought, whilst also attending to individual needs. The idea is to build confidence

together, helping each other out in tapping into more things of use and interest to us

online/using the tech.

Who funded and received our services from April 2023 to March
2024?
We gratefully acknowledge funding and other support this year from the following to
provide services:
● Viewpoint Housing Association - to provide services to their tenants
● Our private customers (‘Self Funders’)
● The Eric Liddell Centre - to provide remote and Centre based drop-in tech support for

older Carers
● Slateford Longstone Church of Scotland (thanks to a grant from the Tor Foundation) - to

connect older members of their congregation and parish including many who are
housebound

● The Van Mesdag fund which, together with donations from a number of individuals, has
provided most of the income for the ‘Tap funded’ services to those on low incomes and
without an alternative source of funding

● the City of Edinburgh Council Community Grants – enabling the provision of devices on a
loan basis for use at the groups we run.

The largest percentage of our funding continues to be from contracts and fees rather than
grants, which we consider to be more sustainable in the long term (For funding breakdown
see 2023/24 Accounts which will be sent out to those attending our AGM on 3rd July 2024,
7pm online, and will be available on our website from mid June (www.tapintoit.org.uk).

Progress towards Our Priorities for 2023-2024

These were to:

1. Implement the revised evaluation plan to measure our outcomes and social impact
(see Appendix 4:Logic Model)

2. Engage more Viewpoint tenants over the next 3 years.

3. Consult with our membership to help us with user engagement and other challenges

4. Continue to review and develop our risk management and safeguarding practice as
we are called on to give more ‘hands on’ help in newer areas of service involving
many higher risk tasks (-access to online accounts, help to arrange/sort out
subscriptions to services, set up online shopping…), with more vulnerable Tappers
such as Tap funded individuals

5. Focus more on how we can improve the experience for our volunteers as well as
getting the best out of them for the benefit of those we help.

6. Employ an additional member of staff in response to ever- growing demand for a
reliable, trustworthy service geared to the needs of older people in their own homes.
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1. Evaluation.
We want to be able better to demonstrate the impact our services are having. The
numbers alone (see below) don’t convey that. We have continued to record what we
have helped each person with and can extrapolate the real life benefits to them, in
line with our Logic Model (see Appendix 4). However, to do so would be very time
consuming with the way our current database is set up and we have not had the
resources of time or expertise to work on that as yet.

2. Engaging more of the offline Viewpoint tenants
The following tables show the number of tenants reached in the context of our
overall numbers.

2.1. The Numbers

Services delivered in the year
The overall number of people served in the 12 months from 1 April 2023 to 31 March 2024
was 283, mostly aged 70+ years old, similar to last year (288), as follows:

Key:
● Viewpoint = tenants of Viewpoint Housing Association
● Self Funders = individuals who pay for our tech support at home service
● Tap funded = individuals receiving tech help which is funded by donations we receive
● ELC = Carers attending our monthly tech drop-in service at the Eric Liddell Centre,

Morningside
● VOCAL = Carers who come to quarterly tech drop-ins at the Voice of Carers Across

Lothian office in Leith
● Slateford Longstone = groups and individuals living in the community served by Slateford

Longstone church
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Programme

s April ‘22

to March

‘23

Numbe

r 23/24

Number

22/23

Groups

23/24

Groups

22/23

1:1

23/24

1:1

22/23

Beginner

s 23/24

Beginner

s 22/23

New

23/24

New

22/23

Viewpoint 112 120 105 95 7 25 3 9 50 72

Self Funders 122 98 20 4 102 94 2 2 36 22

Tap funded 24 30 5 16 19 14 3 4 9 9

ELC 15 17 15 17 0 0 0 0 9 7

Slateford
Longstone 20 17 20 15 0 2 10 3 8 7

VOCAL 6 n/a 6 0 0 6

Oxgangs
Care
Services n/a 6 n/a 6 n/a 0 n/a 0 n/a 6

Programme
Totals 283* 288 171 153 128 135 18 18 118 123

* the discrepancy from the overall number of people served is because some users accessed
more than one programme.

2.2. Observations
● We are serving about the same number of

Viewpoint tenants overall as last year. We are
disappointed that more tenants are not making
use of the tech support groups, as we’ve been
working (-with the help of our members) to
increase awareness of the practical help we can
offer. Every week we help in various ways, such
as keeping in touch with family and friends by
email, text, WhatsApp, Facebook; online
shopping; checking utility/other
bills/statements and resolving problems online;
booking travel; renewing blue
badge/passport/driving licence; accessing
health information; arranging appointments; finding out what’s on and about people
and groups that share their interests.

● There has been a fairly significant rise in new ‘Self Funders’ this year (-more on that
below, Priority 6).

● We helped 18 older people get online and use a device for the first time (same as last
year). The average age of our users at present is 75 or over. We acknowledge that it’s a
real challenge to start at that stage, but the numbers above indicate that it is possible
where there is active encouragement from known and trusted people such as in the
Slateford Longstone church community.
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3. Consult with our membership to help us with user
engagement and other challenges

Who are our Members?
Members are individuals who apply to join and are accepted on the basis of a genuine desire
to support us in improving the quality of life of people who are most at risk of social
isolation by supporting digital inclusion. Members play an important part in ensuring Tap
into IT remains a democratic, inclusive, transparent organisation with a Board that is
appointed by and accountable to the membership as a whole. Members are encouraged to
provide feedback and suggestions to ensure ongoing improvements to the service.

● Membership has increased this year to 33, with regular appeals via our Facebook
page, newsletter and in group sessions

● We consulted with Members’ on the problem of low take-up of our services in some
complexes to help more Viewpoint tenants. Some of the suggestions we have taken
up with positive results include

○ Better publicity
○ Visits to tenant coffee mornings/other events to tell them what Tap into IT

can offer
○ Tenant reps /ambassadors and getting group members’ help in distributing

flyers
○ Plan to get Coordinators (-on site sheltered housing staff) more actively

involved in referring tenants
○ Continue to offer a programme of relevant activities e.g scam awareness

session. Spread them out over the year

● Other challenges that Members may help with in the coming year….
○ Continuing to promote our services/get the message across
○ Continue to provide feedback to help us shape and improve our services and

get our message across.
○ Continue to promote our services by ,for example, attending marketing

events.
○ Continue to enhance our services by assisting with social events.

We are also continuing to raise our profile through online community building and
engagement e.g through our Facebook page, newsletter / membership subscription and
website.
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4. Continue to review and develop our risk management and
safeguarding practice.
Tap into IT Safeguarding and Health and Safety along with all other policies and
procedures have been reviewed and rewritten to a large extent in the latter half of
2023, in consultation with the Scottish Council for Voluntary Organisations HR
service. They are part of staff and volunteer induction and made available to them on
our intranet.

In April this year, we signed up to the RBS Mentor Digital HR service. This provides us
with a structured and efficient way to manage HR processes and track compliance
including:

1. an online Holiday/Absence Management System
2. an online Accident/Incident Reporting System
3. Templates for Procedures and Contracts, simplifying the creation of

procedures and contracts, saving time and ensuring consistency.
4. Employment Law and Good Practice Guidance, ensuring compliance and

promoting a positive work environment along with
5. Contract and Procedure Assistance, providing guidance and help with

contracts and employment procedures, including updates in response to
changes in the law.

6. Secure Online HR Document Filing System, ensuring easy access and
organisation.

7. E-learning Programme (Mentor Learn), accessible to both staff and
volunteers, facilitating continuous learning and development.

5. Focus more on how we can improve the experience for our
volunteers as well as getting the best out of them for the
benefit of those we serve.
Tap into IT is indebted to our 21 volunteers for their skills, experience and time

● 15 volunteers support our groups and other services (2 of whom also serve as
Trustees on our Board);

● 4 further volunteers serve as Trustees;
● 1 volunteer helps with charity administration; and
● 1 volunteer supports our website, Facebook page and quarterly newsletter.

Ways we have sought to improve their experience over the last year:
● Through offering a variety of opportunities to help Tappers at our different

groups and other services.
● Through Group Facilitators providing ‘on the job’ direction and support at

group sessions
● As we provide access to the new e-learning platform (see 4 above)
● Through access to regular emails on ideas, resources and events available to

them
● Through our ‘Thank you’ event in June 2023 and Christmas/New year get

together to which all were invited

❝If we’re serious about being an inclusive society and if we believe in lifelong learning,
then we absolutely need to support older adults to take part in the tech revolution. Every
community should have a Tap into IT hub!❞‛
Elspeth, Tap into IT group volunteer (from https://tapintoit.org.uk/volunteer-experience/)
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6. Employ an additional member of staff in response to a
growing demand for a reliable, trustworthy service that is
geared to the needs of older people in their own homes.

● Steve Boyd started work as our new part-time (13 hours per week) Digital
Support Worker on 10th January.

● This extends our support from 2 to 5 days per week
● 36 new customers for this service over the past year to end of March, taking

the total to 122
● Systems, structure and procedures now in place (-for online bookings, card

payments together with HR and payroll developments mentioned previously)
to run the service more efficiently and grow it further.

Tap into IT Board.

The past year may have been one in which we have stood still in terms of the number of
people served but is also one of significant organisational development that is essential for
growth. I acknowledge the key role played by our Board and one sub-group in particular, the
‘Future group’ along with Administrator, Sara Oliver involving meetings almost every month
and a huge amount of work. All of this in addition to their ‘business as usual’ tasks of helping
with publicity, hosting or attending events and consultations and exploring new
opportunities.

Welcome to John Clayton. In last year’s Annual Report, we paid tribute to Simon Watkins,
our Treasurer since 2018 who was stepping down in September 2023. We were delighted to
welcome John Clayton to the role that month. John has mostly worked in IT and latterly in
Cybersecurity. Although his background is technical, John has been running his own
company for a number of years and his skill set will be very useful to the board.

Staff.

Lesley and Milo, our Group Facilitators (-see Appendix for profiles) have been hard at work
in responding to the many and varied needs of Tappers and supporting Volunteers. Also in
helping me out with the various challenges that arise such as with tenant engagement
(mentioned earlier), in response to which Lesley has done promotional visits, organised
events and produced flyers. As well as one of our more standard ‘in person’ groups, Milo
facilitated 3 online beginner groups which Tappers said they found so beneficial in the 3
excellent short feedback videos which he recorded (-see the Tap into IT Facebook page at
https://www.facebook.com/TapintoITwhereyouare).

Steve Boyd joined us in January as a Digital Support Worker, as mentioned earlier. He has
hit the ground running and is showing real commitment, skill and energy in the role.

After 5 years of faithful service to Tap into IT, Sara, our Administrator decided that the time
was right for her to move on to a full time post in Administration Management with a major
social care organisation, which she did in May and we wish her well in her new role. She
has made a major contribution to our organisational development over the last year in

● getting the Self Funder service on to a stable footing with systems and processes in

place for it to grow.
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● Bringing about the replacement of casual worker agreements with employment

contracts.

● Improving payroll processing.

● helping the Manager with financial management and monitoring - training, reality

checks etc.

● Playing a crucial role in the supporting the ‘Future’ sub group of the Board, helping to

identify key organisational development needs - systems and processes but also the

need to look at roles and tasks and being prepared to make a start on that with the

Administrator job description review.

● Putting the interests of Tap above her own e.g. being upfront where she felt she

needed less hours per week to meet the requirements of the job, but prepared to

take on extra responsibilities when required for our development plan.

Interviews for the vacant post take place in mid June so we hope to announce our new

Administrator at the AGM in July.

Priorities 2023-24

1. Continue to raise our profile, increase awareness of the services we offer and market
them effectively in order to tackle digital exclusion and social isolation and
loneliness.

○ strengthen and develop partnerships to serve those at most risk of digital and
social exclusion.

○ increase take-up of our tech support at home service.

○ Consult with our membership to help us with user engagement and other
challenges

○ use our database more effectively for impact monitoring and reporting, in line
with the our Logic Model (see Appendix 4)

2. Fully implement Mentor Digital resources for HR processes and compliance.

3. Make use of Mentor Digital e-learning platform for staff and volunteer development.

Thank you for your interest and support in this vital work. If you’d like to find out more and
perhaps become a Member of Tap into IT, please go to www.tapintoit.org.uk where there is
also a contact form and you can subscribe to our newsletter (-bottom of home page).
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Appendix 1. Organisational Structure Tap into IT

Tap into IT Where You Are Ltd is a company limited by guarantee with charitable status. It is
also a Social Enterprise. 1

Who delivers our services?
Our services to groups are delivered by 3 part-time Group Facilitators assisted by a team of
Volunteers. A part-time Digital Support Worker delivers 1:1 tech support at home, in person
or remotely.

The Manager/Executive Director of Tap into IT coordinates activities and supports both
Volunteers and Staff with the help of a part-time Administrator under the oversight of a
Board of Directors/Directors accountable also to our Members. The Executive Director also
delivers 1:1 tech support to some people in their own homes as well as being one of the
Group Facilitators. See our website for further details ( https://tapintoit.org.uk ).

Appointment of Directors
As per our Articles of Association, any member of the Charity is eligible for election
/appointment as a Director unless they are an employee of the company (except in the case
of the Manager/Executive Director). The Board may appoint any willing member to be a
Director at any time. At each annual general meeting, one third (to the nearest round
number) of the Directors (except the Executive Director) retire from office, based on those
who have served the longest, along with all the Co-opted Directors. A Director who retires
from office is eligible for re-election.

1 “Social Enterprises are innovative, independent businesses that exist to deliver a specific
social and/or environmental mission. All their profits go towards their mission.” (Social
Enterprise Scotland).
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Appendix 2. Directors, Staff ,Volunteers, Members.
Directors.

Bridget Stevens (Chairperson).
Bridget is a former Director of the University of Edinburgh’s International Summer
Schools. She also ran part-time courses for adults living or working in Edinburgh. Her
retirement commitments include membership of several City of Edinburgh Council
committees, Merchiston Community Council, the Audio Description Association of
Scotland (she is a qualified audio describer and trainer-assessor). Bridget also writes about
community issues for local magazines and other publications, and is a Trustee of several
other charities.

Mike Ellis (Manager/Executive Director) is a former Social Work professional with 27 years
experience, from 'hands-on' to management of social care services for adults. His
knowledge of user need in this field together with an understanding of the obligations and
demands on Social Landlords and Social Care providers is invaluable, and provides many
networking opportunities and channels for referral of people likely to benefit from the
services of Tap into IT.

Sheona Hall Formerly Head of Learning Support at Firrhill Secondary School, Edinburgh,
started with Tap into IT as a Computer Club volunteer. As well as relevant teaching
experience, which includes those with additional needs, Sheona has also been involved in
staff support and training together with strategy development and implementation.

Moray Rumney started out as a volunteer for a couple of years at the Gillespie Crescent
club before becoming a Director. Moray has worked in the telecommunications industry
since 1984 and is currently an independent consultant. His business, technical and growing
financial background provides the board with a complementary set of skills.

John Clayton (Treasurer) volunteered for Tap into IT prior to retiring in 2023. He has since
joined the board as Treasurer to help further the cause. John has mostly worked in IT and
latterly in Cybersecurity. Although his background is technical, John has been running his
own company for a number of years and his skill set will be of great use to the board.

Lorence Fizia was in Manufacturing and Design of Food Packaging until his retirement. He
assists with the clubs as well as sitting on the board. Although not an IT professional as
such, Lorence used computers continually in his work and gained experience in problem
solving and systems set up.

Lindsey Anderson was a volunteer at Tap Into IT for several years before joining the board.
She brings a variety of experience from her volunteer work with charitable organisations
across a number of sectors and roles. In her professional life, Lindsey has a background in
customer service and over ten years experience working in IT support and systems
training.
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Staff.
Executive Director + Group Facilitator + Digital Support Worker. Mike Ellis, see above.

Part-time Administrator. Vacancy as at May 2024.

Group Facilitators

Lesley Scarles
Lesley qualified as a Librarian and worked in BBC Information & Archives in
London. She returned to her home-city and joined the University of
Edinburgh, firstly in subject libraries and latterly as a multimedia lab support
officer and graphic applications trainer.

Milo Van Mesdag (-on a casual work basis as required)

Milo has been a Digital Support Worker with TapIntoIT since the early days of
the coronavirus pandemic, starting mostly with one-on-one tech teaching and
now running in-person groups. In his spare time he's a writer and game
designer, and rabid reader of philosophy and history.

Steve Boyd, Digital Support Worker.
Steve has over 28 years’ experience in IT roles ranging from individual and
group IT systems support to systems administration and internal network
infrastructure maintenance. Prior to this, he worked in the electronics field
and has an HNC in Electronics.

He retired from his last role during the pandemic in 2021 and started
volunteering in early 2022 to help support people who may otherwise be
disadvantaged in their use of technology.

Tap into IT benefits greatly from the contribution of services by 21 volunteers, as follows:
● 15 volunteers support our groups and other services (2 of whom also serve as Trustees

on our Board);
● 4 further volunteers serve as Trustees;
● 1 volunteer helps with charity administration; and
● 1 volunteer supports our website, Facebook page and quarterly newsletter.

Members. We have 33 members at present.
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Appendix 3. The Need Nationally and Locally?

The information below is based on fairly recent UK Stats from ONS Exploring the UK’s digital
divide

Number of “internet non-users” (those who have never used the internet or last used it
more than 3 months ago) has been declining over recent years. Since 2011, this number has
almost halved, but in 2018 there were still 5.3 million adults in the UK, or 10.0% of the
adult UK population, in this situation.

Over half of all adult internet non-users were over the age of 75 years in 2018 ->5% of the
adult population or 2.6m.
->if applied to Edinburgh? Adult population (over 18) = 437,449 ->5% =21,872

But also need to factor in lack of basic digital skills. Lloyds Bank UK Consumer Index 2018
(PDF, 3.16MB) 8% of UK adults (4.3m) estimated to have zero. Lower %age in Scotland
though - just over 7%.

The pattern of internet use by age is replicated when looking at digital skills, with 76% of
those with zero basic digital skills aged over 65 years in 2018 (PDF, 3.16MB).

How does the basic digital skills stats correlate with the above?

The communications benefits were also reflected in the results of the Lloyds Bank research.
40% of online respondents indicated that being online helps them feel less alone, a benefit
that is felt even more strongly among disabled people online, who are 27% more likely to
express this view than non-disabled people (PDF, 3.16MB).

Lists of why it matters with ref to Centre for Econ & Busin Research (CEBR).

Will the need diminish within a few years time? ONS study notes:

There is a pattern of increasing internet usage among the older age groups, which is
important given that the UK’s population is ageing (see Living Longer: how our population is
changing and why it matters). However, it is difficult to know how this will affect the digital
engagement of future generations. While those in the older age groups in the future will be
part of a generation who are more digitally engaged than their predecessors, this may not
persist as they age. For some, health problems as they age could lead to a decline in digital
engagement, particularly if ageing impacts on cognitive ability. Technology may also change
again so that the digital skills they have developed through their life will no longer be the
skills that are needed. However, it is also possible that technology in the future may enable
the older age groups to engage more easily than is currently the case. This can already be
seen, for example, in the development of voice activated internet services that remove the
need for specific skills. Part of the challenge will therefore involve ensuring that support is
available to help the older generation make the best use of new technology.

Need - Local Context.

Estimate of over 75’s in Edinburgh who are offline based on ONS stats (see above): Adult
population (over 18) = 437,449 ->5% =21,872
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Appendix 4. Tap into IT Logic Model.
“A logic model tells the story of your project or programme in a diagram and a few simple words. It is a model that broadly describes the journey of change you

want to make. It shows the connection between the need you have identified, what you do to address this need, and how this makes a difference for individuals

and communities." https://evaluationsupportscotland.org.uk/wp-content/uploads/2020/05/ESS-LM-1c-Logic-model-guide-March-2022.pdf
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