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Introduction.  
This   report   covers   the   financial   year,   April   2019   to   the   end   of   March   2020,   the   start   of   the  
COVID19   ‘lockdown’   but   whilst   I   will   be   reflecting   a   bit   on   the   implications   of   that   for   our  
services,   the   focus   of   review,   ‘stats’   and   draft   Accounts   relate   to   the   period   up   to   that   point  
but   not   including   it.  
    Regular   supporters   will   be   familiar   with   our   mission:to   provide   inclusive,   locally   accessible  
services   and   ongoing   support   to   enable   people   to   access   the   benefits   of   the   internet   and  
technology   ..particularly   older   people   and   those   with   disabilities   and   health   problems   in  
Edinburgh.   We’ve   now   summed   this   up   as   ‘connecting   people,   encouraging   community.’  
 
   The   way   we   did   this   up   to   Covid19   lockdown   was   through   the   following   types   of   services:  
 

1. Tap   into   IT   ‘Clubs’   -   with   groups   of   people   in   sheltered   housing   and   other   community  
locations   for   tenants/residents   and   people   living   locally.  
 

2. Visiting   people   in   their   own   homes,   generally   for   1:1   tuition   or   ‘tech   support’  
 

3. ‘Remote’   tech   support   i.e   by   connecting   to   peoples’   devices   over   the   internet   or  
advice/help   over   the   phone.  
 

    Our   ‘customers’   include   Viewpoint   Housing   Association   and   ‘self-funding’   individuals   and  
we   have   received   grants   for   services   to   other   groups   which   are   detailed   in   the   Accounts   for  
2019/20   which   accompany   this   report  
  (available   at    https://tapintoit.org.uk/PDF/TapintoIT-2020.pdf)  
 

Towards   Sustainability.  
 
We’re   still   working   at   sustaining   our   services   in   the   longer   term   through   ‘fees’   primarily  
rather   than   grants.   We   have   made   some   progress   towards   our   goals   of   securing   another  
Housing   Association   or   similar   customer   and   extending   the   Clubs   network   to   provide  
accessible   'digital   support'   to   older   people   in   each   area   of   Edinburgh.    We   ran   a   3   month  
pilot   project   with   Bield   Housing   Association   till   May   2019   -    a   Club   at   Manderston   Court  
sheltered   housing   complex   in   Leith.    They   made   it   clear   that,   though   they   were   not   in   a  
position   to   commit   the   funding   to   continue   the   Club   at   that   stage   due   to   being   about   to  
undergo   a   major   restructuring   and   strategic   overview,   they   were   very   interested   in   our  
proposed   service.    The   relationship   with   Bield   opens   up   the   possibility   of   future   partnership  
working   and   funding   as,   like   us,   they   are   committed   to   promoting   digital   inclusion   and  
community   building.   We   have   applied   for   a   3   year   grant   administered   by   CGI   who   provide   IT  
services   to   Edinburgh   Council   under   a   Community   Benefits   scheme   to   restart   the   computer  
club   in   Leith   in   partnership   with   Bield   again,   along   with   a   Club   in   Currie   in   partnership   with   a  
group   of   local   organisations   who   have   identified   a   need   there.   
 
We   have   also   been   testing   out   the   ‘market’   for   a   ‘drop-in’   tech   support/tuition   service   to  
local   residents   through   pilot   projects   at   Marchmont   St   Giles   church.   This   has   been   funded   by  
Council   Neighbourhood   Partnership   grants   but   with   a   view   to   users   paying   for   the  
continuation   of   provision.   Covid19   ‘lockdown’   started   towards   the   end   of   this   project   but   it  
looked   unlikely   that   we   would   have   been   able   to   continue   on   a   ‘self-financing’   basis   without  
further   modification.   However,   it   was   well   used   and   has   indicated   to   us   that   there   is   a  
demand   for   such   a   service   if   the   financing   of   it   can   be   worked   out.  
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How   has   the   Club/drop-in   helped   you?   Some  
responses   from   Marchmont   users.  

Maria   R  

● Build   confidence   in   use   of   email  
● Recognise   that   emails   are   a   necessary   evil  

to   keep   in   touch.   
● Learning   more   about   her   phone  
● Good   to   have   a   place   to   go   &   commit   to  

attending  

Douglas   B  

● Less   terrified   of   smartphone!  
● Learned   some   apps   which   had   been  

struggling   with  

 

 
 
Recognition   is   due   at   this   point   to   the   key   role   played   by   our   new    Treasurer,   Simon   Watkins  
in   this,   his   first   full   year   in   office.   He   has   prepared   our   budgets   and   amended   them   as  
necessary   in   the   light   of   changed   circumstances   (-especially   since   the   onset   of   the   Covid19  
pandemic),   submitted   successful   grant   applications   and   managed   to   ‘balance   the   books’   at  
the   end   of   the   financial   year   (-see   accompanying   final   Accounts).   
 

Service   Development.  
The   Marchmont   ‘drop-in’   pilot   did   highlight   again   the   challenge   of   responding   to   the  
differing   needs   and   expectations   of   users   of   our   services.   Between   those   who   want   a   ‘class’  
or   ‘group’   and   value   the   social   interaction   and   those   who   leave   once   they’ve   learnt   what  
they   came   for.    In   recognition   of   the   needs   of   the   latter   group,   we   introduced   a  
questionnaire   for   users   to   indicate   their   particular   interests   at   the   start   of   a   Club/group  
‘term’,   then   tried   to   group   accordingly.   For   the   former,   we   try   to   avoid   being   too   structured  
and   make   sure   we   finish   with   tea/coffee   together!  
 
This   has   been   part   of   the   challenge   too   in   developing   our   performance   monitoring   and  
management.   Training   from   Evaluation   Support   Scotland,   funded   by   the   Corra   Foundation  
has   been   of   huge   benefit   to   me   over   the   year.   I   am   now   more   confident   in   setting   outcomes  
and   performance   indicators   relating   to   social   isolation   as   well   as   digital   skills.   
 
Also   this   year   I   benefited   from   the   Scottish   School   for   Social   Entrepreneurs   ‘Trade   Up’  
programme   through   access   to   experienced   Social   Entrepreneurs,   chance   to   work   things   out  
alongside   others   facing   similar   challenges   and   a   Mentor   from   the   business   community.  
 

Extending   our   Services  
We   are   grateful   for   the   continued   support   of   Viewpoint   Housing   Association   which   enables  
us   to   provide   a   service   to   their   tenants   and,   with   their   permission,   to   people   from   the   local  
community   also.   So   far,   these   have   been   based   in   3   sheltered   housing   locations   in  
Bruntsfield,   Southside   and   Colinton.    We   do   share   the   goal   of   extending   the   service   to   more  
VHA   tenants.   We’ve   sought   to   do   so   this   year   with  

● Approx   6   monthly   postings   of   flyers   to   tenants’   flats   and   to   notice   boards   and   in   the  
local   area  
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● ‘Get   Online’   week   (14-20th   Oct)   ‘open   days’   at   each   of   the   Clubs,   supported   by   Good  
Things   Foundation/Lloyds   Banking   Group   with   a   ‘finale’   of   a   ‘VIP’   visit   at   Gillespie.  

● Seeking   to   foster   more   of   a   sense   of   ‘community’   through   
○ launching   a   newsletter   in   Sept   (-now   on   its   5th   edition   with   75   subscribers)  

which   is   generating   a   lot   of   interest   and   engagement   (-some   of   our   Club   Users  
have   submitted   articles   for   it).   Likewise   ‘one   offs’   such   as    an   online   Advent  
Calendar   with   with   links   to   seasonal   topics   and   competitions   with   prizes   on   offer  
including   one   donated   by   ‘The   Helpful   Book   Company’   following   a   review   by   one  
of   our   Users.  

○ our   Facebook   page   (110   ‘followers’),   twitter   feed   and   website.  
 
We   are   also   working   with   Heather   Jeffrie,   appointed   to   the   new   post   of   Tenant  
Communication   and   Participation   Officer   to   address   concern   for   the   take-up   of   service   at   2  
of   the   Clubs   in   particular.   One   observation   from   analysis   of   our   efforts   so   far   is   that   ‘word   of  
mouth’   and   talking   to   people   directly,   albeit   time-consuming,   are   the   most   effective  
methods   in   encouraging   tenants   who   haven’t   already   done   so   to   give   IT   a   go,   given   the   right  
environment   and   help   and   in   the   company   of   their   peers!  
 

Delivering   the   Service  
Volunteer   Helpers.  
 
Central   to   the   provision   of   our   services   of   course   are   the   36   people  
who   volunteer   their   time,   skills   and   patience   at   the   Clubs,   on   our  
Board   of   Directors,   behind   the   scenes   in   raising   awareness   online,   in  
print   and   at   events   of   what   we   do,   in   delivering   flyers,   in  
minute-taking   and   helping   with   other   admin   and   ‘systems’   tasks,   in  
making   tea   and   preparing   food   and   the   myriad   other   things   that  
need   doing.     Since   ‘lockdown’,   they   have   shown   their   commitment  
all   the   more   in   adapting   to   the   new   situation   and   continuing   to  
serve.    We’re   fortunate   indeed   to   have   such   an   able   and   willing  
bunch   of   people   and   I’m   hugely   grateful   to   every   one   of   them.  
 
 
Given   the   importance   of   the   support   and   development   of   Helpers,   the    ‘Club   Facilitator’  
(-perhaps   ‘Group   Facilitator   in   the   light   of   the   new   situation)   is   a   key   role   for   our   service.  
Currently   Mike   fulfils   the   role   on   a   part-time   basis   but   we   have   recognised   the   need   to  
recruit   to   it   once   we   secure   additional   group   work   opportunities.  
 
Sara   Oliver   took   up   the   post   of    Administrator    in   August   last   year.    Not   only   is   she   on   top   of  
the   ‘routine’   tasks,   she   has   also   achieved   her   first   major   objective   of   setting   up   and  
implementing   an   effective   financial   accounting   and   reporting   system.    Her   next   priority   is   to  
coordinate   the   process   of   improving   our   performance   monitoring   and   management   system.   
 
I   would   also   like   to   pay   tribute   to   our    Board   of   Directors .   We’re   still   in   the   more   challenging  
stages   of   development   into   an   effective   and   sustainable   organisation.   It’s   a   privilege   to   work  
alongside   a   group   of   people   who   are   so   focussed   on   getting   things   done   for   the   good   of  
those   who   it   is   our   business   to   serve.  
 
Services   adapted   to   the   current   Covid19   situation.  
 
Thanks   to   continued   support   from   Viewpoint   Housing   Association   and   Scottish   Government  
‘Resilience’   Fund   grant,   we   have   been   able   to   to   provide   the   following   services   since   the  
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start   of   ‘lockdown’  
 
1.   One   to   one   tech   support    (-over   the   phone   or   remote   connection)   for   example   in   helping  
users   to   set   up   &   learn   how   to   use   'Zoom'   and   the   likes   or   access   websites   for   social   contact  
and   meetings   of   their   groups,   church   etc,   health   appointments   and   various   other   activities  
that   have   had   to   move   online.  
 
2.   Facilitating   online   'chat   groups'    of   3-4   people.   This   might   be   with   friends   who   would  
otherwise   be   meeting   for   coffee,   with   relatives   who   can't   visit   now   or   others   who   are  
isolated   and   could   do   with   people   to   'see'   and   talk   to.   The   Volunteer   Helper   assigned   to   the  
group   can   use   ‘screen   share’   to   show   things   that   may   be   of   interest   to   them   online   -   there's  
a   growing   list   on   our   website   at   https://tapintoit.org.uk/things-to-do-at-home/   and  
Facebook   page   https://www.facebook.com/TapintoITwhereyouare/  
 
3.   Helping   'beginners'   get   online    and   giving   them   and   others   the   confidence   to   access   more  
of   the   things   that   are   of   particular   interest   or   benefit   to   them.   In   the   current   situation,   they  
are   doing   this   via   phone   initially   then   via   Skype   'screen   share'.  
 
  

Service   to   Viewpoint   tenants   in   ‘lockdown’   -   some   examples  

Online   chat   group  
“    Thanks   to   Samuel   (-young   Volunteer),  
we   have   been   able   to   screen   share.  
Today   we   looked   at   Tap   into   IT’s   website  
and   found   links   which   allowed   us   to  
visit   the   Louvre   and   the   Uffizi   ,   to   watch  
penguins   at   Edinburgh   zoo   and   a   lively  
bird   feeder   in   the   US.   As   well   as   that,  
we   exchanged   stories   of   how   we   are  
managing   lockdown   including,   of  
course,   food   shopping   and   daily  
exercise   routines.   It   was   also   good   to  
hear   today   that   one   of   our   club   users  
has   put   in   her   first   online   food   order  

unaided. ”  
 

1:1   Tech   support  

● 4   sessions   with   DB,   93   year   old   gentleman  
(St   Alban’s   Ct)   to   get   him   onto   Zoom   for   his  
regular   book   group  

● IP   (Gillespie)   unable   to   get   online   ->help  
him   reset   his   router.   

● MD   (Gillespie)    unable   to   get   into   her  
Virginmedia   email.   Fixed,   added   shortcut  
to   desktop  

● MW   -   mouse   pointer   not   working;  
● LF   (Croft-an-Righ)   troubleshoot   PC   security  

software;advice   re   Windows   7   to   10  
upgrade  

● AP   (St   Alban’s   Ct)   help   to   complete   setup  
of   a   new   iPad.  

● 3   tenants   at   Gillespie,   able,   with   a   bit   of  
help,   to   watch   a   friend’s   funeral   online  

‘Beginner’   training  

● C   A   at   Inverard,   now   in   touch   with   his   80+   year   old   sister   in   Tasmania   using   the   mobile  
broadband   tablet,   with   help   from   one   of   our   Volunteers.   

● D   C   at   Longstone,   after   a   shaky   start   since   the   mobile   signal   doesn't   seem   great   where   he   is  
and   he's   a   complete   beginner,   now   getting   on   to   some   of   the   model   railway   sites   that   is   his  
passion.   
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Other   Developments  
We   will   be   in   a   better   position   to   present   the   ‘numbers’   -   and   also   the   longer   term   impact   of  
this   forced   change   to   our   services   which   nonetheless   has   presented   some   new   opportunities  
-   in   next   year’s   Report!   It   has   also   driven   progress   towards   some   of   our   organisational  
development   goals.   For   example,   we   have   given   Helpers   a   Tap   into   IT   email   address   for   more  
secure   sharing   of   phone   numbers/other   info   required   for   1:1   or   small   group   working.   This   in  
turn   gave   access   through   our   Google   Drive   account   to   tools   like   ‘Forms’,   ‘Groups’   and   ‘Meet’  
which   have   made   training   and   supervision   much   more   ‘do-able’   at   last,   along   with   feedback  
on   progress   towards   user   goals   and   sharing   of   ideas   and   information.  
 
 

The   ‘Stats’.  
Services   delivered   in   the   year  
In   this   financial   year,   we   have   provided   services   to   319   people,   mostly   aged   70+,   as   follows:  
 

Services  Users  

Viewpoint   Sheltered   Housing   Clubs  59  

VHA   Club   visitors   (one   off)  50  

Marchmont   Neighbourhood   Club   Users  34  

Marchmont   Club   visitors  14  

Manderston   Court   Sheltered   Housing   Club   Users  10  

Manderston   Club   visitors  2  

1:1   Self-funders  109  

1:1   Grant/other   funded   (beginners/additional   needs)  41  

Total  319  

Of   whom   beginners:  22  

With   the   help   of:   

Club   Volunteers  32  

Other   Volunteers  4  
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Types   of   service   provided  
●   We   helped   22   older   people   get   online   and   use   a   device   for   the   first   time   (or   in   a   small  
number   of   cases,   restart   where   they   haven’t   mastered   the   ‘basics’   previously);  
 
●   We   provided   ongoing   ‘tech’   support   at   home   to   users,   either   through   home   visits   or  
‘remote   support’   to   109   customers   or   through   the   Clubs;   and  
 
●   We   provided   specialist   support   to   19   people   with   additional   needs   (grant   funded).  
Our   services   are   ‘labour   intensive’   given   that   most   of   our   users   are   typically   aged   in   their  
mid-seventies   and   above   (some   in   their   90’s),   often   with   additional   needs   and   unfamiliar  
with   technology.   50%   of   our   service   delivery   is   in   people’s   own   homes,   the   remainder   in  
accessible   communities   nearby.  
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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.   “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   Enterpise   Scotland).  

A   Digital   Support   Worker    is   a   member   of   staff,   however   employed   (permanent,   casual   work  
or   subcontractor   basis)   who   assists   customers/service   users   to   get   started   and   develop  
confidence   ‘online’   and   in   using   digital   technology.  
 
A   Club   Facilitator    manages   Club   sessions,   directing   and   supporting   Volunteers,   and   assessing  
and   monitoring   service   users   progress   towards   agreed   goals   in   accessing   the   benefits   of   the  
internet   and   digital   technology.  
 
Notes   from   Tap   into   IT   Articles   of   Association.  
 

● Members   can   nominate   and   appoint   Directors   at   the   AGM.   One   third   retire   from  
office   each   AGM.   

● Additional   Directors   are   co-opted   by   the   Board   as   required.  
● Co-opted   Directors   retire   from   office   at   each   AGM   but   are   then   eligible   for  

re-appointment.  
 
We   are   committed   to   involving   service   users   in   the   strategic   development   of   the   company,  
as   outlined   in   our   “Articles   of   Association”   and   seeking   to   clarify   the   role   of   Members  
following   consultation   with   Edinburgh   Voluntary   Organisations   Council.  
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Appendix   2.   Directors,   Staff   ,Volunteers   and   Members  
of   Tap   into   IT.  
 
Bridget   Stevens,   Chairperson.  
Bridget   is   a   former   Director   of   Continuing   Education   at   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.  
 
Mike   Ellis,   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   trustee.   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.   
 
 
Simon   Watkins,    was   formerly   a   Committee   Clerk   in   the   Scottish   Parliament   and   Director   of  
an   EU   Programme.   He   has   experience   of   governance   issues   and   managing   funds   and   is   on  
the   Board   of   two   other   Scottish   Charities.  
 
 
 
 
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   person,   Lorence  
used   computers   continually   in   his   work   and   gained   experience   in   problem   solving   and  
systems   set   up.  
 
 
 
Staff.  
Executive   Director   +   Digital   Support   Worker/Club   Facilitator .   Mike   Ellis,   see   above.  
 
Part-time   Administrator .    Sara   Oliver    brings   over   15   years   administrative   experience   in   office  
management,   human   resources   and   finance.    Committed   to   excellence   in   service,   Sara’s  
philosophy   centres   around   what   role   she   can   play   in   helping   others   find   solutions.    Sara  
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holds   a   CertHE   in   Business   Studies   and   SVQ   Level   3   in   Business   Administration.  
 
Digital   Support   Workers   (-on   a   Subcontractor   basis   as   required)    David   Jeffrey   and   Bob  
Sutherland.  
 
Digital   Support   Volunteers    -   currently   assist   the   Facilitator   at   Clubs.   
 
Members.    Currently   we   have   23   members.  
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