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Introduction.
This report covers the financial year, 1st April 2020 to the end of March 2021 Covid
Pandemic year which has made a significant impact on our services.

Regular supporters will be familiar with our mission, summed up as connecting people,
encouraging community.  We 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.

Services since the Covid19 situation include:

1. Helping people in the 70+ age group get online for the first time 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, we are doing this via phone initially then via Zoom/Skype
screen share.

2. Facilitating groups of 3-4 people, online at present via Zoom/equivalent whilst Covid
restrictions but in person and/or online as appropriate once these are lifted. Tap into IT
Helpers assigned to the group show things that may be of interest to them online, making
use of 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. One to one tech support (-over the phone or remote connection) for older people.

Currently we are providing these services in Edinburgh to Viewpoint Housing Association
and other organisations e.g. the Eric Liddell Centre Carer Support/Dementia Support service
on a fee paying basis. We support others in the community who are either self-funding or
through grant funding (-listed in the Accounts for 2020/21 which will be sent out to AGM
attendees and be available on our website after 10th June 2021 (https://tapintoit.org.uk).

The service is delivered by
- a team of Digital Support Volunteers.
- a part-time Digital Support Worker (-for the 1:1 work), supplemented by additional staff on
a casual work basis as required.

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/Trustees, accountable also to our Members. See our website for further
details ( https://tapintoit.org.uk ).

‘Adapting to Thrive’.

We wouldn’t have been able to operate this year without continued funding of our services
by Viewpoint Housing. Our aim still is longer-term sustainability through contracts and fees
primarily rather than grants.  However this year due to the Pandemic, grants, particularly
from Scottish and UK governments have been of crucial importance.  One of the most
significant has been the Adapt and Thrive grant and the title sums up what this year has
been about for Tap into IT, giving us an opportunity to review our priorities, adjust the way
we work and develop our organisation to reach the people who most need our services for
the longer term.
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Review of priorities

We were aware that approximately 67% of UK over 75 year olds are offline, equating to
about 24,000 people in Edinburgh.  Aware too that they are at a major disadvantage in
today’s increasingly digital world.  The Pandemic has both highlighted and increased the
problems of digital exclusion.  In particular, the realisation that not being online contributes
significantly to one of the most - if not the most - pressing problems for the 75+ group:
loneliness, social isolation and its wider effects. So we need to redouble our efforts to
connect people, so reconnecting them with the people and activities that matter to them.

In the 2019/20 financial year, we provided services to 319 people, mostly aged 70+. 2020/21
presented a real threat to our continued operation as the sheltered housing and other Club
venues all had to close and we had to stop all but essential home visits. We adapted rapidly
to serve people online and have managed to serve 222 people this year.  Though down by a
third compared to last year, we are encouraged by the fact that we have reached twice as
many people who were unconnected previously compared to last year and had a higher
number of new referrals of Viewpoint residents from more locations.  See below, Services
delivered 2020-21 for more of a breakdown of the numbers.

How has this happened?
A variety of factors including

● Being more proactive -often with the help of Viewpoint Housing staff and others - in
approaching people in the 75+ age group with little or no previous ‘online’
experience

● More readiness on their part to “give it a go”since they couldn’t meet up with family
or friends or carry out essential tasks and their usual activities otherwise

● Focussing on what is most important to them - helping them join regularly in a small
online group with  others in a similar situation (-in the course of which they pick up
the skills and confidence to use a device and interact online without realising it)

● A team of committed Helpers with bags of patience and ‘people’ as well as ‘tech’
skills

● Being able to provide free devices and internet where needed thanks to the
Connecting Scotland and other schemes

● the shift to small online groups which means we are accessible to more people
across the city rather than being limited to a few locations.

● The funding to do this from Viewpoint and government

New service delivery model.
As a result, we have developed a new service delivery model to offer Housing Association
and similar organisations serving older people.  It is based on working with small groups with
similar needs.

● ‘Getting Connected’ groups for people starting from scratch.
● ‘Connected’ groups for people with basic digital skills at least who want to do more

online.
● 1:1 tuition/tech support but only where it’s not practical to provide this in the group

sessions or where required by the Housing Association for specific purposes e.g.
training resident committee members to use video conferencing, participate in
consultations, contribute to newsletters etc.

More information is available on our website.
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Looking ahead.

Our foremost priority will be to further develop Tap into IT in order to extend our services to
more people with little or no previous online experience as well as helping others to access
more of the benefits of being online. We aim to extend our reach to more sheltered housing
and similar locations in partnership with Housing Associations and other organisations
through the small groups model in person or online where appropriate.

Delivering the Service
Volunteer Helpers.

Whilst not all had the opportunity to be directly involved, we would
not have been able to adapt our services so rapidly to meet the current
situation without the cooperation of our 29 volunteers. People who
volunteer their time, skills and patience in the groups, on our Board,
keeping our website and Facebook page up to date and in admin and
other behind the scenes practical support.   Thank you all!

Staff
Digital Support Workers. Lesley Scarles and Milo Van Mesdag are employed in the role of
DSW on a Casual Work basis. They have risen to every challenge such as providing
reassurance and help over the phone to connect someone who is well on in years and
terrified at the very thought of using an iPad or whatever for the first time. They have shared
their experience and skills in our fortnightly Volunteer/Staff meet-ups. They have been
flexible and accommodating, often at very short notice. They have helped in
problem-solving and sorting things out.  They have provided the cover necessary for Mike
Ellis (-part-time DSW as well as Manager) to get on with the additional
management/organisational development tasks that have arisen over the past year. Thank
you!

Sara Oliver Administrator. This year in addition to her usual efficiency in day to day admin,
preparing of financial reports, year end accounts etc, Sara has completed at least 2 major
development tasks:

1. presented to our Board a thorough initial review of costings that has taken us a long
way towards our goal of developing a realistic, sustainable and transparent pricing
policy

2. succeeded in setting us up on a mainstream online Customer Relations database
(Salesforce) including the provision of staff training on it. This is a key step towards
our goal of effective performance monitoring and reporting on our social impact.

I am delighted to report that as part of a supplementary Adapt and Thrive grant, we can
continue to employ Sara for a second day per week this year to follow these and other tasks
through to completion.

I would also like to pay tribute to our Board of Directors. It has been a busy year with a lot of
extra work to discuss and approve changes, apply for funding and plan ahead.  As usual they
have gone the extra mile to get us where we are and deserve our thanks.
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Feedback from customers/users

Online chat group

“ Just a wee thank you for
sending us Ann & Gerry on a
Zoom call. They have made a
big difference to us both. Just
an amazing pair. So very nice.
More than pleased to see &
hear them on a Monday
morning. Makes our day so
much better. So what can I say
but yet another thank you

again.”

Pat & Bill 70 +

1:1 Tech support (-fix mobile phone)

“ Just want to say a Big Thanks to you
for your prompt service and expert
help, you really got me through a
worrying situation. We had our usual
chat this morning with our families
who are abroad. Jack feels happier
when he knows I have my phone with
me when I am out on the Hills.
Luckily I had it with me when I
slipped on mud up Braid Hills and had
to call for Help – 2 broken bones and

torn ligaments in my ankle..”

Stromah, 70 +

Beginner training

“We delivered a gift parcel to Ian this week after which he emailed to thank
me. This is a breakthrough as he said he has been trying to email me for a
few months but for some reason it didn’t work. Next step is a zoom call
which he said he can do as well. It will be good for me and his befriending
volunteer to be able to video call him, so this has been great for us. Thanks
very much for your help with him and with the other older people I’ve

referred.”

Heather Macdonald,Oxgangs Befriending Service
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Services delivered 2020/21.
In this financial year, we have provided services to 165 people, mostly aged 70+, as follows:

Services Users

Services to Viewpoint Housing residents 45

Eric Liddell Centre clients 16

Self-funders 79

Self funders in Covid risk categories -> some grant funded support+some self funded 17

Users funded by grants 65

Total 222

With the help of:

Volunteers (not all active this year due to Covid-related circs) 29

‘Front-line’ Staff (-part time, 2 on casual work/as required basis) 3

Points to note
Points to note

● The overall number of people served is about a third less than last year (222
compared to 319) due to the Covid situation.

○ Home visits had to stop -> Self-funding customers was maintained on the
whole (with a drop from 109 customers served to 96) but had to switch to
‘remote support’ (via phone/internet)

○ Clubs had to stop ->drop in number of Viewpoint residents served served
from 59 to 45; we were able to retain contact with only a handful of the 50
usual non-residents Club attendees

● Despite the lower number overall, there was a much higher proportion of beginners
and new referrals

○ We helped 46 older people get online and use a device for the first
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time/transition to a new device - more than doubled from last year’s number
(22).

○ 75 of the 222 customers/users were new referrals of whom 26 were
Viewpoint tenants who were new to us, mostly from locations we hadn’t
been able to provide a service to previously.

○ Despite lower numbers overall, the work has been more intensive given the
higher number of beginners and challenges of serving them remotely.
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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 Enterprise 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.

Note:With the change in our service model to small groups, the ‘Club Facilitator’ role is no
longer required and has been deleted. The Manager retains responsibility for the
supervision, training and suppport of staff and volunteers involved in the groups.

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.
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Staff.
Executive Director + Digital Support Worker. 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 holds a CertHE in Business Studies
and SVQ Level 3 in Business Administration.

Digital Support Workers (-on a Casual Work basis as required)

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)

Has evaded previous attempts to get a ‘bio’ from him so we’ll have to be
content meantime with a few bits and pieces gleaned from his twitter
profile and elsewhere! He has an Informatics degree in Cognitive Science
(computer science and philosophy) and when he’s not beavering away for
us, is  “an aspiring writer.  Currently working on a visual novel and a
tabletop RPG about politics IN SPACE.  Especially interested in interactive
narratives.”  He’s incredibly patient and a great encourager generally but of
technophobes in particular.

Digital Support Volunteers - currently assist the Facilitator at Clubs.

Members. We have 21 members at present.
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