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1.0 EXECUTIVE SUMMARY

1.1. This report provides a summary of the work that’s taken place to date 
to establish five weekly digital hubs across the borough on council 
housing estates for residents to access support to use laptops, tablets, 
and smartphones for a whole range of areas from employment, 
education, and training, accessing benefits information, and staying 
connected with friends, family and neighbours. The report highlights 
the key achievements and proposed next steps for the project. This 
report is intended for information for the committee. We would welcome 
feedback and any further ideas for supporting council housing 
residents to get online.  

2. INTRODUCTION

2.1. Since February 2018 H&F Growth & Place has funded Citizens Advice 
Hammersmith & Fulham & Bishop Creighton House to deliver digital 
skills training sessions at council housing tenants and residents 
association (TRA) halls across the borough.



2.2. In line with the Administration’s manifesto pledge to “improve the use of 
digital technology to make it easier and quicker for residents to get 
what they need from the council”, the digital hubs have been created 
specifically to target those who are digitally excluded and potentially 
limited in their ability to access services. 

2.3. While H&F is one of the most digitally included boroughs, our housing 
estates fall below average. 

2.4. The sessions are run by a project coordinator and volunteers who 
Citizens Advice recruit and manage. Sessions are promoted to the host 
estate and surrounding council housing estates, small blocks and 
street properties.

2.5. The project aim was to set up five hubs by May 2019. Since January 
2019 this aim has been met with weekly digital hubs now taking place 
at Queen Caroline, Clem Attlee, Charecroft, Wood Lane, and Philpot 
Estate halls. These sessions are helping to increase the positive 
activities that are taking place in community spaces on housing land 
and are a proactive way of reducing social isolation.  

2.6. The Growth & Place Resident Involvement Team has worked closely 
with the Tenants and Residents Associations (TRAs) at each location 
to make sure that the sessions are meeting their aims and 
requirements and those of the residents they represent. The sessions 
have also generated more interest in joining the TRA committees and 
sustaining community involvement.

2.7. The digital inclusion project links to the Resident Involvement Strategy 
2016-2018 with the objectives of:
 Placing greater control and influence at the hands of our residents, 

making us more accountable for the housing services they receive.
 More involvement, better involvement
 Promote social inclusion and support thriving and vibrant 

communities

2.8. A copy of the strategy can be found at:

https://www.lbhf.gov.uk/sites/default/files/section_attachments/resident-
involvement-strategy-2016-18-print.pdf

We’re currently working with residents to develop a new Resident 
Involvement Strategy for 2019-2022.

2.9. The cost of this project is £79,048. This has been paid for from section 
106 contributions. Funding is currently until 6 May 2019 and options 
are being considered with the aim of extending this funding for another 
12 months. 

https://www.lbhf.gov.uk/sites/default/files/section_attachments/resident-involvement-strategy-2016-18-print.pdf
https://www.lbhf.gov.uk/sites/default/files/section_attachments/resident-involvement-strategy-2016-18-print.pdf


3. OUTCOMES DELIVERED FROM THE PROJECT TO DATE

3.1. As at the end of the last reporting period (27 February 2019), the total 
attendance at the digital hubs for the year to date has been 564 council 
housing residents. 

3.2. 91 separate sessions have taken place across the five locations.

3.3. Sessions are user-led and some of the areas residents have been 
supported with include:
 Setting up online banking
 Switching energy suppliers
 Using council web pages
 Using government web pages
 Accessing benefits
 Booking flights 
 Ordering online shopping
 Using skype
 Accessing email
 Writing CVs and cover letters

3.4. The registration target for hub users has been exceeded by 100%, 
along with volunteer recruitment targets. 

3.5. Numbers of residents accessing the digital hubs has been increasing 
or constant throughout the project.

3.6. Digital exclusion remains an issue nationally for people with disabilities. 
24% of Hammersmith & Fulham digital hub attendees describe 
themselves as disabled (compared to around 20% of people 
nationally), so the project is working to proactively support them.

3.7. Appendix 1 shows a summary of registrations, reasons for attending, 
and a breakdown of user diversity data.

3.8. 27 volunteers have been recruited and trained to date on a rolling 
basis. All of the volunteers have been residents from the borough. Six 
highly skilled and trained volunteers have been recruited from 02, the 
telecoms provider. Five volunteers have also gone on to find 
permanent employment as a result of their participation, helping local 
people to find jobs. Appendix 2 shows a summary of the marketing 
materials used to recruit volunteers and to promote the hubs. 

3.9. Two digital forums have taken place as part of the project, with the aim 
of bringing digital support providers together and sharing ideas and 
best practice.



4. NEXT STEPS

4.1. We want to continue to support the development and delivery of the 
existing five digital hubs and, if possible, compliment these with the 
addition of three further hubs across the borough. 

4.2. We would like to continue the user-based and informal nature of the 
digital hub drop-in sessions, but also introduce theme-based learning 
after the user has had their initial requirements met, such as:
 Accessing the council’s website and functions such as My Account 

as well as government websites
 Budgeting and saving money
 Healthy eating and wellbeing

4.3. We’ll use data such as digital heat maps and universal credit take-up in 
the borough to help to determine where the next digital hubs are best 
located. We’ll continue to work with TRAs to ensure that new digital 
hubs add to civic life and create thriving community centres.

6. BACKGROUND PAPERS USED IN PREPARING THIS REPORT

No. Description of
Background Papers

Name/Ext of holder of 
file/copy

Department/
Location

1 Resident Involvement 
Strategy 2016-2018

Daniel Miller, 6652 Growth & 
Place

2 Citizens Advice & Bishop 
Creighton House Techmate 
Management Report 
February 2019

Daniel Miller, 6652 Growth & 
Place
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    APPENDIX 2 – PROMOTION OF VOLUNTEERING AND HUB SESSIONS

Here are examples of the marketing used to recruit volunteers    



   

Here are examples of the marketing used to advertise the digital hubs    

    



    


