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Introduction

Tap into IT Where You Are (‘TAPit’) provides an inclusive, locally accessible service and
ongoing support to enable people to tap into the benefits of the internet and technology.
What follows is a quick reminder of our services then a report on what has been happening
over the year and the direction we’re heading.

Outline of Current Services

1. Beginner classes and Clubs in sheltered housing, and other community
locations.

We provide help to access the internet and to use digital devices such as mobile phones and
tablets. Each Club has a Club Facilitator, supported by Volunteer Tutors. Clubs help users to
stay online and to attain benefits beyond the initial beginner training, alongside social
interaction and fun.

2. Complementary Services.

We are also developing a number of complementary services designed to bring the practical
benefits of the internet to those with additional needs. We seek partnerships with funders
and specialist organisations where possible.

1.  ‘Assisted Digital’ Services for people with seriously incapacitating conditions who
will benefit significantly from access to the internet but who cannot do so without
additional help. Currently these include an Online Shopper Service for those living in
or around our Clubs who would like the convenience and cost savings of online
shopping but need help putting in an order. Also support for people in the
advanced stages of Dementia to access videos or music online that can help them
reconnect with their past and keep in touch with others and with what is going on
which helps to orientate them in the present.

2.  Oneto One iPad/tablet Accessibility Training (developed in collaboration with RNIB)
on the use of the accessibility features of tablet devices for people with sight loss
e.g. Macular Degeneration.

3. One to one training and remote support to users in their own homes

This service is delivered through trained Digital Support Workers. Users pay a fee and at
present we have over 125 active 1: 1 customers throughout Edinburgh.

Update on Beginner Training for Getting Online.

31 Users have received the 6 week beginner training/follow-up ‘refresher’ sessions in
2016/17. Of these, 2 were ‘self-funding’ and the remainder were funded by their Housing
Association or via grant funding. The difference it can make is illustrated
by this quote from Helen Stoddart.

“At the beginning it seemed too difficult to learn how to use an iPad. Now
| use it every day and send emails to Ireland America and Argentina so
much quicker than writing a letter.” Helen.
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Clubs Update.

82 people used the services of the Clubs over the year, 27 people per week on average
across the 4 locations. 15 (- or 60%) of those who had completed the beginner training used
the Clubs to access ongoing support at some point.

Brief Profile of each Club and Case Studies.

Balfour House

The Club at Balfour House started on 15th April 2016. Its location on Dalkeith
Rd, Prestonfield is close to a number of other Viewpoint Housing sites, with
other social housing nearby too. The Club has been facilitated by Ranald Lillie.
He has a relaxed and informal but competent approach, summing up the 2
‘terms’ at Balfour as follows:

“The new computer club at Balfour House has just finished its first year! We've
mostly done the usual stuff: discussing the life-cycle of pandas; learning Ogham;
identifying echidnas; researching local history; translating Greek poetry and
drinking tea, coffee and eating biscuits. We even managed to squeeze in a
beginner's course and a little work with laptops, tablets, phones and eBook
readers. Can't wait to see what 2017/18 brings us!”

(Ranald has his work cut out as a new Dad of twins who are a topic of great

interest too among Club Users!)

Case study:Molly (-in background of pic) is in her late 70’s and still regards herself as a fairly
‘new’ tenant, lookingfor opportunities to get to know others and engage in activities. No
previous experience in using a computer or the internet. Attended a 6
week ‘beginner’s’ group.

Positives

e Definite interest in what she discovered online. History. Places she’d
been. Film clips & old TV shows on Youtube.

e Continued on to Club for follow-up support and subsequently
bought her own tablet device (-which we were able to advise her on)
and got broadband.

Old Farm Court (OFC) Colinton

Is the longest-running of all the Clubs, set up by our forerunner and partner organisation,
Keeping in Touch Edinburgh (KiTe) in 2012, who transferred it to TAPit after they disbanded
in June 2015. It has a core of committed Users. 2016 has been a sad year with the death of 2
Club ‘regulars’, Margaret MacDonald and May Macnamara and ‘retirement’ of others such
as Peggy Willis and Frances Mullen. Clubs aren’t just about training and support in digital
skills; they are places where ‘community’ is strengthened and developed through the
sharing of interests and concerns.

Case Studies.

At one end of the ‘digital support needs spectrum’ was F. (-who has since moved to a Care
Home), in her mid to late 80’s. She was a ‘regular’ from early on in the life of the Club but
always needed a lot of prompting and help. She became increasingly frail and was
developing Dementia. Despite that, she really enjoyed getting emails from relatives in
Australia and photos and updates from them via Facebook.
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At the other end of the spectrum is Jimmy. He is also a regular Service User of at
least 2 years standing, confident and competent in all the basic digital skills across
a range of devices. Each Club has at least one person like Jimmy, playing a key role
as a ‘Digital Champion’, encouraging peers to ‘stick at it’ and telling them about
things that may be of interest to them online. Often they are like him too in being
active contributors to the social side of the club and ready to help out with
practical tasks as need arises. Our thanks to each and every one of them!

Gillespie Crescent, Bruntsfield (GC).

This was the first of the Clubs set up by TAPit, in January 2013. A higher proportion of the
volunteers live locally, quite a few of whom are from the nearby church. Over the period in
which the Club has been running, we have had contact with nearly of third of the 120
tenants at GC. Also it has attracted more people from the local community (-thanks to the
welcome from Tenants at the Club) who represent about 25% of the average attendees
each week.

Case Study:Margaret is in her 80’s and still active and involved socially and in a range of
activities. She is local to GC and found out about the service from those who attend the
same church in the area. She is a prime example of the kind of person our service is for and
of it operating at its best. Margaret was sceptical of her ability to get online and unsure
whether she’d be interested in anything it had to offer. However, she was prepared to do a
beginner’s course which we were able to offer her on a 1:1 basis at home for free thanks to
funding from South Central Neighbourhood Partnership. By the second of the six lessons she
had bought her own tablet device and the following week, had signed up to broadband. She
was so motivated once she got started which, together with access to a device and
broadband connection to ‘practice on’ between sessions, helped her to make good
progress. She has mastered the basics but went on to attend the Club at GC for a ‘term’,
which helped to build her confidence and skills and discover new things online.

Role of the Clubs

The majority of our Service Users at the Clubs are in their 70’s and above. With the

exception of those like Jimmy at the lowest end of the spectrum, my perception is that the

Club is fulfilling a real need for ongoing support, possibly because, unlike others who don’t

attend at all after ‘beginner’ training or only for a short while, they don’t have ready access

to effective support from family or elsewhere. | would suggest that without the services of

the Club, they may well become ‘lapsed’ or very restricted users who are unable to tap into

the full benefits of the internet for them. The Case Studies also show that we are catering

for those with additional needs such as the onset of Dementia as well as those who, for

other reasons, need more ‘hands on’ help and tend to be overlooked otherwise.

Future Potential.

The learning and support ‘clubs’ or ‘hubs model is one that we wish to continue and develop

but we are aware that there is considerable room for improvement. We have made some

progress by consulting with our Digital Support Volunteers at Workshops in June and with

60 of our Stakeholders at a Workshop on September 2nd where we focussed on

e what we're about, clarifying our 'mission’

e how we get users more involved, how we promote 'membership' of Tap

e what we offer through the club or in other ways -'programme’, other services (-e.g.
online shopping, access to information, booking trips, events ...)

Update on Complementary Services.

2016 has also seen TAPit experimenting with the development of new services
which are designed to bring the practical benefits of the internet to those with
additional needs who are even less likely to have access to them under current
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provision than the average older person. Each have involved partnerships with funding
bodies and like-minded organisations and a considerable amount of planning and working
through of issues, not all resolved but providing plenty of learning opportunities!

Online Shopper Service

This pilot project was made possible by a modest grant from the Digital Challenge Fund,
awarded by SCVO Digital Participation Team. We have not as yet had opportunity to market
and launch this service properly. One regular customer who had participated in the pilot
was so pleased with it that she has continued to use the service for her fortnightly shop
since then. She phoned and left a message after her first delivery

“to let you know how successful it was - absolutely a delight. A nice chap came with it and
was very helpful.... It has worked out wonderfully well.”

Accessibility Training

Thanks to part of a Neighbourhood Partnership grant, we were
able to provide free places to 5 people in the wider community of
South Central Edinburgh with sight loss who needed specialist
training. We received the following feedback via a friend of one
of them.

"Huge praise for you from H, one of the blind people who has
been receiving instruction from Ranald. ...When H says that Ranald is "streets ahead" of
every other teacher she's ever had, that is a statement to be treasured....."

Update on 1:1’s and Tech Support for Home Users including Remote Support

We have 125 ‘self-funding’ customers (-those who have used our services at least once in
the past year) as at early Jan 2016. There remains a need for a ‘tech support for home user’
that is sensitive to the needs of older people and those with additional needs.

Volunteers and Staff.

Digital Support Volunteers

Currently we have 17 Digital Support Volunteers who play a
key role in the delivery of our core services through the
Clubs some ‘recruits’ from the Lloyds Banking Group Digital
Champion programme

Training

We have had at least 1 Volunteer training session or
workshop per year since starting the Clubs. The Volunteer
Workshops in June 2016 were preceded by an online survey
to get their views. They were instrumental in a rethink of our
approach to Club and the need for clearer boundaries and
clarification on Volunteer/Facilitator roles which we have
since made available in the Volunteering section of our
website.

In addition to the Workshop, the following has been made
available:

e Training on the accessibility features of the iPad/tablets with RNIB - 7 of our Digital
Support Volunteers/Staff accessed these joint ‘workshops’ held at GC and OFC Clubs

e UK Online Centre Digital Champion Course -a single e-learning module and takes about
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2 hours to complete.
e Information about relevant training webinars and resources e.g. from the UK Online
Centres Network, the SCVO Digital Participation, Digital Unite etc

Staff

Sue Tewfik was our Volunteer Co-ordinator from May 2015 until October 2016.
It was a completely new role to her but she had been a Volunteer at the Club in
Colinton -originally run by Keeping in Touch Edinburgh ('KiTE') for 2 years previously
and came highly recommended. | would like to thank Sue for her commitment and
enthusiasm. She undertook Volunteer Manager training and completed the Certificate
in Volunteer Management from Volunteer Scotland. Sue initiated a process of getting
Digital Support Volunteers more involved through a survey which she designed and the
workshops referred to above, which she helped to run. These pointed the way to some
major improvements in the way that the Clubs operate which we're now in the process of
implementing.

Becky Harper stepped down from the Administrator post in July 2016 but we are all
delighted that she is back as a volunteer at the Gillespie club, where she plays a key role and
is highly regarded.

Subsequently we have reviewed our staffing and have ‘upgraded' the
Administrator' role by adding more responsibility for the day to day operation of
our services, and by sharing the responsibility with the Club Facilitators for
volunteer co-ordination & support. We appointed Dawn Exley to the role in
January 2017. Dawn has considerable Office Manager experience and is already
proving her worth in getting our systems & processes into shape!

Governance, Business Review and Partnerships

What the Board have been up to behind the scenes.

I would like to pay proper tribute to my 5 fellow Directors on the Board of TAPit who put in
hours of work but I’'m already on warning to shrink this report drastically. See the ‘About Us’
section of our website for their profiles.

Within the past year, the Board has

e undertaken a business assessment exercise with the intention of ensuring that it is
sustainable.

e agreed a revised organisational structure, supported by appropriate policies and
procedures, new personnel arrangements with revised job descriptions and a Staff
Handbook , together with an examination of training needs.

e appointed an Executive Director supported by an Administrator, an interim Chairperson
and a Treasurer for the Board.

e explored new partnerships which have enabled us to develop services further such as
home shopping and training on use of accessibility features for people with a disability.

e Agreed our next 3 year Business Plan.

A person who has been key to all this happening and our subsequent Business Plan is Jack
Sanderson. Jack is a retired local authority head of Department who has done a power of
work for us in a voluntary 'business consultant' capacity. We express our deep appreciation
for his very significant contribution.

Membership.

We are committed to involving service users in the strategic development of the company,
as outlined in our “Articles of Association”. As a relatively young organisation, the
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membership agenda has only been addressed within the last year by a working group
comprising representatives from each computer club, facilitated by a member of the Board.
Ideas were then sought at our Stakeholder Workshop in September 2016 on how to launch
‘membership and subsequent visits were made to each of the Clubs in the first instance
which has resulted in 11 people becoming members.

Partnership Working.

We would also like to acknowledge the support of our partners and in particular

Viewpoint Housing Association who continue to be a major purchaser of our services,
Helen Barclay, Director of Housing and Property Services and Ray Chambers, Senior Housing
Officer have made time to meet with me on a regular basis to review and support progress.
The support of the Local Co-ordinators makes a big difference too.

Also

e Lloyds Banking Group employee volunteer ‘Digital Champions’ including remarkable
contributions e.g see the ‘Good Things Foundation’ website post
https://www.goodthingsfoundation.org/news-and-blogs/case-studies/lloyds-digital-cha
mpion-programme , also featured on the UK Online Centres Network

e Stephen Davidson and Sheila Sneddon of RNIB ‘One Digital’ Project

e Jenny Ridge, CEO and team from ACEit

e Edinburgh Social Enterprise Network, especially Lindsey Crawford, their Health
Development Officer has been excellent in providing relevant information about
possible contract and funding opportunities.

e Yvonne Currie, Senior Manager, Risk Assurance at PwC UK for her Mentoring under the

PwC programme supporting Social Enterprise

The Scottish Govt funded ‘Digital Participation Team’ based at SCVO

The UK Online Centres Network

Local Opportunities for Older People (LOOPS)

Aleks Pakula from ‘Living It Up’

The University of Edinburgh Student Community Engagement Development Officer

Funders.

Given our social goals and the income level of two thirds of our customers, we're likely
always to need a proportion of grant funding even though our aim is to get as near
sustainability through trading as possible. We would not have been able to achieve what
we have done in 2016/17 without the support of the following (-in order of receiving
funding):

e Digital Challenge Fund: £1100 funding for our Shopper Service Pilot

e CGI (-a multinational company who are providing transformational ICT services to
Edinburgh Council, see www.cgi-group.co.uk) : £4000 grant for beginner training

e John Lewis via Judith Hunter, Community Liaison Coordinator who provided us with
a Lenovo Yoga tablet for use at Clubs/Beginner training.

e South Central Neighbourhood Partnership £2,500 to extend the support to in South
Central citizens who are housebound and unable to make it along to a beginner's
class/club and to provide specialist training for people with sight or hearing loss.

e Scotmid who provided vouchers which we used for the lunch at our Stakeholders’
Workshop in September

e Lintel Trust who have encouraged us greatly by their support, including £8,000 initial
funding for the Administrator post.

e lan Murray MP, £80 donation following visit in Feb 2017.
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We’'re also grateful for listings in /support through membership of the following Resource
Directories/Organisations.

A Local Information System for Scotland (ALISS) , Edinburgh Voluntary Organisations Council
‘Red Book’, entry in Edinburgh Council’s ‘Get Up and Go’ directory, Membership of Age
Scotland member,Scottish Council for Voluntary Organisation, Edinburgh Social Enterprise
Network.

....And to various publications for featuring us
including:

Daily Record article ‘Pensioners Get to Grips with
Technology 2/7/16, , ‘Connecting at Christmas’ feature
in Dec editions of both the Canalside and SW Edinburgh
South West, Evening News photo from lan Murray MP’s
visit to Gillespie Club this Feb and lan’s newsletter and
Early Day Motion 945 in support of Tap into IT.

Going forward

We are confident that:

e thereis a growing need to tackle the 'digital divide' and get everyone online for the sake
of the individuals themselves, their families and communities and the organisations and
businesses seeking to offer them services and products

e with our background, experience and community connections, we're in a unique
position to respond to that need.

Business Plan Goals over the next 3 years include

1. Upgrade our monitoring system

2. Recruit a pool of Digital Support Workers to extend our range of services as required

e.g. offering routine online shopping help at the Clubs, respond to the increasing

demand for ‘user friendly’ 1:1 support, deliver on current grant commitments etc.

Streamline the Staff and Volunteer Training Plan and Resources

Improve internal communication

5. Recruit a Webmaster (-on a Volunteer basis if possible) to implement our web & social
media strategy and set up and administer online Volunteer+User forums

6. Increase Membership and User involvement

7. Complete our ‘Housing Services’ review and define our service ‘model’ or ‘template’.

8. Work out and implement a marketing plan to make our services available to more
Viewpoint residents as well as extending them to other housing providers.

9. Review our fees & funding to ensure sustainability whilst seeking further short-term
‘capacity grant’ funding in year 1 e.g. for additional Digital Support Worker hours

10. Apply to become a Charity.

W

Please ask if you would like any further information on the way we work or our future plans.
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