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Senior Digital Skills Support

AbilityNet and BT Group are working in partnership
to help improve the digital skills of older and
digitally excluded people across the UK.

Over 65's are more likely to be digitally excluded and
have a disability:

36% of over 65's don’t have foundation digital skills*
42% of over 65's have a disability**

AbilityNet's expert team of Digital Skills trainers
provided free digital skills training to support older
people (65+ years) in London, Birmingham, Glasgow,
Edinburgh, Manchester, Cardiff and surrounding
areas.

In Phase 1 of our project, we have supported 5063 people, through 4
different interventions.
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very relaxed, the teacher was
easy to understand, as an older
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*** numbers add up to more than 5063 due to some people being supported
in more than one way




Who we supported

AbilityNet exists to improve the lives of disabled and older people. Our
partnership with BT was no different; focusing on supporting people

aged 65+,

There is no ‘one size fits all’ approach to tackling digital exclusion. This
especially applies to disability and digital inclusion, with over half of our
Digital Skills beneficiaries having a disability, we approach each
individual in a catered way, understanding what they want to learn.

Demographic Data

&

Gender

56%

of session
attendees have a
disability*

*out of 227 sampled

Prefer not to say
3.5%

B5-94
12%

Male
22.8%

75-B4

Female 47 9%

62.7%

Prefer not to say

*light blue is ‘mixed’ and dark grey is ‘prefer
not to say’

Age

These included vision,
hearing, learning, mobility,
memory, stamina, mental
health, dexterity, and
neurodiversity.

Ethnicity*
Other  Asian
2.1% 9.3% Black

0.2%

65-74
42 4%

White
T 2%

2.7%
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Having a ball - Rob’s Story

After support from Digital Skills trainer Carole, Rob has become more
confident to bank online, use his email, and message his friends on his
phone.

“I was born in 1956, and we didn’t have computers. There were slide
rules, lump hammers and bolsters! I've managed to navigate through

it with the help of my son. Computing is second nature for that
generation, isn’t it?”

Rob, 67, is a semi-retired bricklayer
and ballroom dancing enthusiast. He
reached out to us after seeinga TV
advertisement about our Digital
Skills support. Along with his friend
Brian, Rob attended weekly sessions,
where they went through topics they
chose, including: banking online,
emailing, and using WhatsApp.

Rob has used WhatsApp to connect
with his friends at ballroom dancing:

“WhatsApp is amazing. | have a lot of friends on WhatsApp. I'm a very
big dancer. You make friends from all over, not just in the UK but
abroad, and | can contact them. And it's just expanded your world”

O

“Carole was brilliant. And we've ¢ T T TITT YT
become good friends. We learned a lot, ST T 1 1Ty
” I L A
and we had a ball. N R A
Rob ° o
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Our Approach

Across phase 1, we worked across four different areas to engage with and
support as many people aged 65+ as we can. Our inputs show what we
set up, and our outputs show the engagement we have had as a result.

Input Output
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@ {III’ Trainers recruited, g ;’J sessions
adding to our network LI' | 'I'J
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volunteer and staff led 1to 1
and group sessions

15 \/D 7,450

Modules of training . individual training
created ¢ modules completed
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Bitesize videos > —o—\ o v!ews of bitesize training
created Qﬁ videos
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T+ Webinar sessions (> webinar attendees
Q covering topics like o o o 658
online safety, top tech .
tips, and support for e playbacks of webinar
dementia sessions
Digital Voice
Roadshows staffed to 1,658 : :
EI support older people conversations with older
- —F with the digital people at roadshows
switchover
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Helen’s Story

Through experiencing lockdown, Helen recognised her need for better IT
skills. She contacted AbilityNet and boosted her confidence to stay safe,
shop, and book holidays online.

Helen told us:

“During the lockdown, | was annoyed because | didn't know more
about it. We all had to use the internet for so much”

Helen saw our advert for the
training, and from there
received three one to one
sessions with trainer Caroline,
focusing on staying safe
online.

“I am doubtful as to whether
I’'m putting myself in the
wrong position. Not seeing
a person face-to-face is

hard for my generation to

accept. You don't feel you
have someone to go back to

if something goes wrong.”

Helen’s gained the confidence to embrace the internet and learnt how
to shop online. She has bought groceries, and items for her home since.

The training has given

“It has been great to see Helen the confidence to

Helen’s confidence grow book a holiday with one
from IT basics to booking of her friends, including

her holiday online.” booking flights and
accommodation online.

Caroline

-~ -~ In partnership with
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ital Skills Training - Modules

For our digital support sessions, we created 15 modules of training. These
have been completed a cumulative 7,450 times by over 65s.

15 {v) 7,450

Modules of training Times modules
created were completed b

The modules focus on a variety of
introductory topics:

DK e

1. An Introduction to Tech 8.How to access Public Services e.g.
2.An Introduction to the Internet Gov.UK
3.Getting to know your Smartphone  9.Downloading Apps: Android

or Tablet 10.Downloading Apps: Apple
4.Staying Safer Online 11.How to make a video call
5.CGetting started with Email 12.How to manage your health online
6.Using Social Media, e.g. Facebook 13.How to bank online
7.0nline entertainment, e.g. 14.How to shop online

watching TV online 15.Using a computer for documents

“The session was very
informative, clear & concise. | look
forward to further training.
Opportunities were given for
questions and always explained
well.”

“1 never knew how to do
certain things but now | do

Zoom calls, Video calls,
Group chats, great session”

Skills session

attendee Skills session
attendee

P ~ In partnership with
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Digital Skills Training - Impact

T )
g 6,960 95%

Digital support sessions Total apten?ances
led by our trainers to sessions

Rated training
sessions ‘excellent’
or ‘good’

In Phase 1 of our project, our trainers have

led nearly 3,500 digital support sessions our sessions have

for over 65s. They have offered a variety of helped people to:

group and one to one sessions, including

sessions at people’s homes. Since 83%

attending sessions: tJhseesV\e’L‘;E)H;antfgmg”

82%

Use their device most

3in4 4inb5 days
are mgretc;)nfliqdent are morcleokn?\évleﬁlgeable
about tec about tec
(o)
©0 0 ¢ ©0 0 65%
11 11 Find it easier to
. manage their day to
over3in5 3In 4 day life online
are less isolated are more independent

67%

Participate in new
activities online

: o —
s —
=

85%

Keen to learn more

“I thoroughly enjoyed the
sessions. Have learnt a lot and
feel more confident. The
facilitator was very easy to
approach.”

Skills session attendee

P ~ In partnership with

*This includes people who have attended more than once
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Mimi’s Story

Mimi is a French speaker living in
London. She received Digital
Training Skills as part of our
partnership with BT. She told us:

“I got involved with the training
because | was struggling with the
internet, with everything [IT-
related]. It's such an important skill
to have nowadays. Children learn it
from an early age but it’s hard to
master when you'’re older”

Steve, an AbilityNet Digital Skills Trainer, taught Mimi to use her phone;
texting, emailing, and using apps.

“I'm so glad that | took this course - it has been a real eye-opener”

Mimi highlighted that it “can be uncomfortable” asking her family and
friends for support, but felt she could “ask anything” in the course.

Working with Steve, built Mimi’'s confidence and knowledge, including
technical language and staying safe online.

Before After

“If | received a text, | “Thanks to Steve’s help I've installed my
was afraid to touch banking app”

it because | thought Mimi uses her phone to check her
it might be a scam.” balance and transfer money

“It's great to see someone’s confidence grow. Mimi was fearful of

using her phone when we began working together - seeing her

confidence grow and knowing she is using it for communicating
and for banking is such a joy.”

-~ -~ In partnership with
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Digital Skills Webinars

"7 Webinar sessions
97% 94%
752 places at webinar
sessions are more confident on are more knowledgeable

658 Playbacks of the topic of the and have learnt new skills
webinar sessions webinar after the webinar

From December 2023 to July 2024 we ran 7 Webinar sessions, covering a
range of topics, including:

Scams - We discussed how to protect yourself from the most
common online scams around the festive season

P Discover Digital with Amazon - We covered online basics
such as emailing and smartphones, an introduction to Al,
how to use social media, and using Amazon Alexa and Echo

Help with Digital Devices - We shared ways to learn how to
use digital devices, tips for assistive technology, how to get
help where you live, and more

PR
)

Dementia and Al - We were joined by guest speakers from
vrR] the Alzheimer’s Society and Recreo VR who demonstrated
how they are working together to use virtual reality to

improve well-being for those living with dementia.

"Thank you for today's session. Really
useful and great suggestions and
tech to use with people with
dementia. I've definitely improved my

confidence and knowledge in this
area. The VR talk by Sam was
fantastic.”

Dementia webinar
attendee

-~ -~ In partnership with
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Webinars for u3a

We collaborated with u3a to support their members
through a Webinar series. u3a is a “UK-wide collection of

learn,
1000+ charities that provide the opportunity for those no u3 :ﬁgh-
longer in work to come together and learn for fun”.

3 Online 329 u3a 93% of U3A members
webinars rnfembegls would recommend
Informe 0 the sessions to others
Our webinars focused on: .
1. Mastering online safety 74% Fc;und E,he weglnar
2.Expert tips a?d. essenti.al apps Iennj%r;:bllr;g an
3.Boost your digital confidence

Our webinar on Online Safety was the
most popular, with 84% of attendees

learning something new. 2IN3  [ecarnt something

® 0 @ W from the
webinars
“This was an excellent and s8e
very helpful event. The
speaker was knowledgeable

and covered the topic well.”

u3a webinar attendee

“Very useful, with an engaging
speaker. Very good format to
the session, allowing for some
interaction with the audience
and sharing of experiences.”

u3a webinar attendee

In partnership with
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Men’s Shed - Gareth’s Stor

Gareth came across our Senior Skills programme through
Men'’s Shed. Lucy, a trainer for AbilityNet, has been visiting
the Pontypridd ‘Shed’ and supporting Gareth to feel more
confident on his device.

As an active ‘Sheds’ member, Gareth is hands-on. He’s passionate about
carpentry and has led a team generating over 50 nesting boxes, which he
has distributed around Pontypridd, Wales, through the council and to the
local junior school.

Gareth is a former roofer, so is no stranger to heights, but was less
confident with technology. Previously, he relied on his wife, who sadly
passed away in 2022. As a sighatory of Men in Sheds, Gareth says he
wanted to improve his computer skills, especially since he had invested
in a new device.

“Lucy opened my eyes up to it. She’s been accommodating. She has

sorted me out with the banking, which was previously over my
head.”

With support from Lucy, Gareth
can how:

Sort through emails,
deleting junk

Feel confident
recognising scams
=

Use his computer to
buy goods online

“Supporting Gareth has been O
so rewarding and great s .
fun. Through the sessions I've S

seen him develop his skills
and his confidence.”

Lucy

In partnership with
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Digital Voice Roadshows

We've been joining BT, who have been travelling around the UK,
speaking to residents about the switch from analogue to Digital
Voice.

— 76 1,658

Digital Voice Conversations with

Roadshows staffed older people at
roadshows

The switch will see the majority of the UK upgraded from the old
copper nhetwork to a new broadband-based home phone
connection. We joined BT on their roadshows in 2023 and 2024 to
answer any questions people had about the switch.

In partnership with
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ital Skills Training - Bitesize

We have produced a range of ‘Bitesize
Basics’ specifically designhed to share step AbilityNet  57Grouw
by step, straightforward digital advice for e ,

Bitesize Basics

«Q
over 65s.
Staying Safer Online

D:l 8 [%] 882 BiteSize Basics: Digital

Bitesize videos views of bitesize Sessions for Seniors
created training videos AbilityNet

10 videos 105 views Lastupdated on 6 Jun 2024

N »

Our videos are focused on key topics

applicable in every-day life, such as >3 Shuffle
using the increasingly prominent parking A set of short, straightforward, informative video

tutorials to help boost the digital skills of older

app RingGo and understanding what QR e
codes are. Our current topic list includes:

Ed @ =

Artificial Introduction How to How to use
Intelligence to the shop online RingGo
in a nutshell internet

Staying Understanding Introductionto Emergency
safer online QR codes video calling contacts

-~ -~ In partnership with
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ing treasured memories to life - Jean’s Stor

Our training has helped Jean set up a digital photo frame to display her
family photos and read her books digitally.

Family is important to Jean, 79, who lives in a Retirement
Village. Jean has multiple health issues, including
arthritis. Our trainer, Mohammed, visited Jean and
others in the retirement village to host a series of group
Digital Skills training sessions. Jean told us:

“1 found Mohammed very understanding and good at putting things
into simple words. | thought he was a lovely man. He was very good.”

Jean told us she was “reasonable with
technology”, but couldn’t upload photos
on a digital photo frame she had, so

Mohammed supported her. The album
include photos of her family, including
her great-grandson who lives far away.

“It sits in my lounge, changing the
photos, or | can keep one
photograph up. So, it's like an album,
but it's digital.”

Jean also has an iPad, which she finds easy to use, but she hopes future
visits from Mohammed will help her continue to master her Amazon
Kindle device. “l| bought it specifically for reading if | have to go into
hospital because | won't take my iPad.” Mohammed has already helped
Jean install Kindle on her iPhone, so she “has always got a book.”, if she
has left her iPad at home. She particularly enjoys crime and romance.

“It's so important that people like Jean don't get left
behind in the digital world. It's been wonderful to see her
use her devices to feel closer to family, make her day-to-
day life in the village easier, and enjoy her love of
reading.” Mohammed

-~ -~ In partnership with
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Our Volunteers

Our volunteers have been key to supporting this work and will continue
to do in phase 2. We hired 5 trainers and upskilled 25 BT staff members
to support our network of 450+ volunteers.

We asked volunteers “What
87.5% do you like about

Of BT volunteers rated their vol.u.nteering with
experience with AbilityNet AbilityNet?

as ‘excellent’ or ‘good™ . -
9 It's really fulfilling work,

helping the clients and
making a difference to
their lives is so rewarding.”

“I love the interaction, and
knowing I've made a
difference.”

“Helping others who
haven't been as exposed to
technology as | have.”

A session attendees’ child told us:

“Both the support persons that have been involved in assisting my
mother (at 96 years) to be comfortable in using her tablet have been
fantastic. They have shown an enormous amount of patience,
empathy and never becoming annoyed with the amount of
instructions they have to repeat. Alastair and Clive and just
wonderful and a true asset to the team. Thank you so much”

-~ -~ In partnership with

AbilityNet  BTerow
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Sir Geoff Hurst: 'Seniors should embrace technolo

We teamed up with football World Cup 1966 legend Sir Geoff Hurst to
inspire more senior citizens to embrace technology.

He also encouraged
older people to
participate in our
digital skills sessions
which are addressing
the UK's digital divide
by ensuring everyone
has the knowledge,
resources and
confidence to live life
in the digital world.

The 82-year-old delighted fans with a surprise visit to a senior walking
football team, Bristol City FC, where he helped deliver a session on
tackling online safety.

Geoff's hattrick of tips for seniors:

1. Be aware of scams
2.Get a travel app

3.Don’t be afraid to ask for help @

\

\ ,-?'t\!‘,
A
P “The digital skills session we attended with BT
Group and AbilityNet was hugely valuable.
Not only did | learn how to protect myself

online, | also discovered how helpful it is to
learn as a team and to share our experiences.”

Session attendee

-~ -~ In partnership with
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Thank you

We extend our thanks to BT Group for their incredible support. We
would also like to express our gratitude to the Corporate Volunteers
from the following companies for their invaluable contribution to our
digital skills sessions. Their efforts have been instrumental in helping
older adults make the most of technology.

@ WHOLESALE
AV =VA
Capgemini@®

S
%%mx

Methodology

Throughout phase 1, we collected feedback through a variety of
avenues. These included:

678 quick feedback surveys handed out by trainers

227 in depth post training surveys handed out by trainers
547 pre surveys for training session attendees

134 webinar feedback form

Feedback form for U3A sessions; 79 responses

-~ -~ In partnership with
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