
 

 

 

London Borough of Hammersmith & Fulham 
 
 

ECONOMIC REGENERATION, HOUSING AND THE 
POLICY AND ACCOUNTABILITY COMMITTEE 

 

 
26 April 2017 

 

 

Digital Inclusion – Housing Services 
 

Report for the Cabinet Member for Housing, Councillor Lisa Homan and the 
Cabinet Member for Social Inclusion, Councillor Sue Fennimore 
 

Open Report 
 

Classification -  For Policy and Accountability Committee Review and Comment 
 

Wards Affected:  All 
 

Accountable Director: Nilavra Mukerji, Director of Housing Services 
 

Report Author: Andy Stocker, Service 
Transformation Manager 
 

Contact Details: 
Tel: 020 8753 2781 
Email:Andy.stocker@lbhf.gov.uk 

 
1. EXECUTIVE SUMMARY 
 
 This report provides an overview of work undertaken to date to promote and develop 

projects and initiatives to support digital inclusion amongst residents in the borough. 
 
 It focuses on the work being undertaken by the Housing directorate, working with 3rd 

sector organisations and Council housing residents, and provides an outline of our 
plans, and future options being considered. 

 
2. RECOMMENDATIONS 

That the PAC notes the work of the Housing service in tackling digital exclusion, and 
comments on our plans to continue promoting digital inclusion going forward. 

 
3. INTRODUCTION 
 
 What is Digital Inclusion? 
 
 Digital inclusion can be described as ‘helping people become capable of using and 

benefitting from the internet’ (National Government Digital Inclusion Strategy, 2014). 
The UK government’s 2014 Digital Inclusion Strategy identifies four broad barriers to 
getting online: Skills, Access, Motivation, and Trust. 

 



 

 

 The work being undertaken by the Housing service, endeavours to tackle each of 
these barriers. It aligns with our Mission Statement of being the best council, and 
fully supports our outcome objectives of Economic Growth, Resident Involvement 
and tackling loneliness and isolation.  

 
 We know the increasing importance of electronic communication in enabling 

residents to ‘transact’ in the wider economy as well as friends and family. Our plans 
serve to support those less engaged, to develop their skills and understanding. The 
Council is committed to working with others to help reduce digital exclusion.  

 
 The statistics 
 
 Almost 20% of the population lack basic online skills. This leaves people less able to 

enjoy opportunities to stay connected with friends and family, access information and 
take advantage of cheaper goods and services, as well as leaving them 
disadvantaged in gaining employment.  

 
 In Hammersmith & Fulham, an estimated 12% of residents (20,497 people) have 

never used the internet (CACI Acorn1). It’s estimate that 6,425 council housing 
tenants have never used the internet. This works out at just under 30% of all the 
people in the borough who have never used the internet. 

 
 The opportunity within Housing 
 
 As a service, we have a good base from which to help our residents enjoy the 

benefits of getting online. Through our resident involvement networks, we can tailor 
our support to residents’ goals, and our communal spaces allow for sociable, 
community-based training.  

 
4. ESTATE BASED DIGITAL INCLUSION PILOTS 

4.1. From our experience to date, we have found that residents favour a 1-2-1 approach, 
with training and support tailored to their needs. 30+ residents have received support 
from estate based digital inclusion activity ranging from basic computer and internet 
use to improved Excel skills for work and budget management. Housing continue to 
refer residents to other support available across the borough where there is no 
estate based provision that is convenient for an individual. 

 
4.2. With the support of the cabinet Member for Social Inclusion, and a total of £8,868 of 

funding from the Fast Track Small Grants programme, the Housing Department has 
supported two Tenants and Residents Associations (TRAs) to set up a broadband 
connection, IT equipment and training and support in community spaces on their 
estates. Details of the schemes developed, and how the funding has been utilized 
are provided below. 

 
 
 

                                            
1 Tool to enable consumer analysis, identify demographics and trends 
http://acorn.caci.co.uk/what-is-acorn 



 

 

 Queen Caroline Estate 
 
4.3. Queen Caroline Estate has used the funding received to purchased 6 laptops, 4 

tablets, a printer, and a business broadband connection. These have been 
purchased by the TRA with support and advice from the Housing Performance & 
Improvement team. 17 residents have attended a Computer skills club at Queen 
Caroline Estate TRA Hall to date. This first ran for 6 weeks in October 2016 and 
recommenced in January 2017, with weekly sessions since. 

 
4.4. The sessions began with support from a trainer identified by Mitie. It was hoped that 

the trainer would provide long term, regular and free support but residents found the 
training style too prescriptive. Council Officers within Housing then took the lead for 
delivering the sessions. Residents preferred a 1-2-1 approach and have given 
regular praise for Housing staff and their tailored support. 

 

4.5. Since January 2017, the digital skills sessions have been led by a graduate in the 
Performance & Improvement team with support from three volunteers who the team 
recruited through the volunteer centre. Support has also come from a Housing 
Assistant and members of the Resident Involvement team as required. A short 
presentation on an IT topic is followed by 1-2-1 support – each sessions lasts 2 
hours. 

 
4.6. Outcomes for residents have ranged from improved excel skills for job applications 

and budget management to learning the absolute basics of using IT equipment and 
the internet. All attendees have set up email addresses and have had support 
tailored to their needs and preferences.  

 
 
 

Case study 1 
Eunice first came to a session in January as an absolute beginner. Using a 
laptop was unfamiliar and daunting. Jim (Performance & Improvement Team) 
worked with her on a laptop and then a tablet which Eunice found much easier. 
Eunice has now set up an email address and uses it to contact and keep in touch 
with friends. Eunice has attended for 6 weeks so far and says the reason that she 
keeps coming is for the 1-2-1 support, something that she has not had with other 
training. She is now researching which tablet to buy for herself. 

Case study 2 
Ros first came to a session in October to improve her Excel skills. She brought 
her own laptop and worked with Phil (Housing Assistant) to better understand 
the basic functions of excel. When auditing the TRA accounts, a member of the 
Resident Involvement Team commented on how much Ros’s excel ability had 
improved. Ros has improved her excel skills as well as learning about other 
Microsoft functions such as track changes to help her work with the council, 
saving her time. Ros exclaimed ‘This is fantastic!’ in a recent session, a clear 
indication of her delight with the support she received! 



 

 

 
 Waterhouse Close 
 
4.7. Waterhouse Close (Sheltered) TRA have used the grant funding to purchase two 

laptops and a business broadband connection with support and advice from the 
Housing Performance & Improvement team.  

 
4.8. A fortnightly computer skills club launched in February with training and support 

provided by Bishop Creighton House and facilitated by the Inclusion Officer 
(Resident Involvement). six of the forty-two residents at Waterhouse Close have 
attended these sessions so far. 

 
4.9. The TRA have also purchased equipment to allow the broadband connection to be 

extended into residents’ homes, subject to some cabling and installation. Mitie have 
agreed to complete this work for free. Housing will be considering this proposal once 
in writing and further consultation is then required with housing management and all 
residents at Waterhouse Close ahead of deciding whether this development would 
be of benefit to the residents of Waterhouse Close. 

 
 Taster sessions and interested estates 
 
4.10. Housing ran digital inclusion taster sessions at Michael Stewart House and 

Wentworth House as part of Youth Takeover Day. These were well received by 
residents and the young people volunteering. Many residents were given support to 
use their own equipment. Bishop Creighton House have provided further training and 
support on these estates but are unable to commit to regular sessions at this stage.  

 
4.11. Urban Partnership Group have purchased equipment and a broadband connection 

for Edward Woods Community Centre. Training and support has not yet been 
arranged for the Community Centre, therefore it hasn’t been promoted on the estates 

 
4.12. Housing staff have also attended events such as the Community Connect events in 

the South. If there is not a digital inclusion project on their estate, referrals are made 
to other support available in the borough, much of which is council funded, as 
detailed below. 

 
4.13. Several other estate residents have expressed an interest in having digital inclusion 

training on their estates. At this stage we are logging their interest and referring them 
to other support available as we currently don’t have the necessary capacity either 
internally or through a  commissioned third sector organisation to provide the support 
required.  

 
5. COUNCIL FUNDED DIGITAL INCLUSION ACTIVITY 

5.1. A number of third sector organisations receive funding from the council to promote 
digital inclusion in the borough as part of broader initiatives. The digital inclusion 
outputs from each are set out in the table below. These organisations are doing 
excellent work to further digital inclusion across the borough and Housing staff will 
continue to refer residents to these services where appropriate, and include them as 
part of any future strategy. 



 

 

 

Name of Organisation Service Description  
Digital Inclusion output  
(over last 12 months) 

Age UK The Connect Project. The service 
includes the running a lunch club café, 
IT training for older people, an 
information and advice service, weekly 
programme of physical and mental 
activities, talks and workshops, 
befriending and variety of small jobs 
services including shopping and light 
gardening. 

Digital Inclusion learning sessions 
at the 'Cyber Cafe' accessed by 
94 older people during 2016. The 
“Cyber Café” allows Age UK to 
offer tuition in computing. They 
plan to launch a five-week course 
which will involve Smartphones 
and Tablets and concentrate on 
helpful practical issues such as 
Shopping, Banking, Filling in 
Forms, Social media, and 
Communication (i.e. Skype) in 
May 2017.  

Barons Court Project The Barons Court Project runs a 
daycentre for people in the borough that 
are vulnerable to mental ill health and 
homelessness. Activities include 
Information & Guidance and advocacy, 
group & 1:1 support, access to shower & 
laundry facilities, social events, meals, 
IT Sessions and a Life Skills 
programme. 

Improved IT skills – 32 adults had 
weekly sessions with staff to help 
use the computer and become 
more confident in using them. 14 
individuals were supported to set 
up online banking on their 
computers/phone apps.  12 were 
trained in navigating certain 
websites include for LBHF 
accounts - how to pay council tax, 
view council tax statement etc.   

Bishop Creighton House Homeline service -  a telephone 
befriending service, casework support, 
home-visiting service, monthly lunches, 
Christmas parties and other social 
events. 

43 older people accessed digital 
skills training in 2016. 80 % said 
they were more aware of and able 
to use IT to maintain their 
independence.  
  

H&F CAB More than just a library service - 
Operates a community Library from 
Avonmore Library. Delivers TechTalk 
digital skills programme. 

257 individuals were supported to 
access and complete 'Learn My 
Way' modules at the Library. 14 
local people recruited as volunteer 
digital champions to assist users 
with computer access including 
'Learn My Way' modules.  

Urban Partnership Group Masbro Community Centre 276 Individuals have access to 
'The computer club' which 
continues to support the 
development and confidence of 
the groups IT skills in addition to 
promoting social inclusion and 
peer-to-peer learning.  

 
 
 
5.2. The total council funding received by each organisation is listed below. It’s important 

to note that digital inclusion is just one activity of the overall service provided by each 



 

 

organisation and therefore the listed funding does not represent the amount of 
funding for digital inclusion specifically. 

 

 Age UK - £160k per annum 

 Barons Court Project - £45k per annum 

 Bishop Creighton House - £65k per annum 

 H&F CAB - £65k per annum 

 Urban Partnership Group - £50k per annum 
 
6. CHALLENGES AND LEARNING 

6.1. Challenges remain in capacity to extend delivery to other estates, engaging more 
volunteers, promoting & encouraging attendance and making the best use of the 
equipment available.  

 
 Capacity 
 
6.2. There is no dedicated resource for training and support currently funded within 

Housing. To achieve higher levels of engagement and deliver projects and outcomes 
at a greater pace, additional capacity is necessary.  It is likely that such capacity 
would be sourced through a Third Sector Organisation, to leverage their skills, 
networks, and expertise. 

 
 Promotion 
 
6.3. Resident engagement and take up - The team has been refining the training and 

support delivered following resident feedback, and our experience to date, with a 
clearer idea of how to engage with residents and run training and support sessions. 
Effective communication is identified as an area for improvement, and we need to 
look at how we can work with third sector partners further, to improve communication 
and awareness. 

 
 Equipment 
 
6.4. Making best use of IT equipment – Equipment at Queen Caroline Estate and 

Waterhouse Close is locked away in between the support sessions for security 
reasons. Providing a trainer with equipment that he/she can take to different estates 
as and when the training sessions are and encouraging residents to bring their own 
equipment is a way to increase the efficiency here. Alternatively, arrangement could 
be made on individual estates to have the equipment out for use more than once a 
week – Sheltered accommodation lends itself to this approach with the communal 
space often within the main building itself. 

 
 Volunteers 
 
6.5. We currently have four volunteers from outside the organisation, sourced by Housing 

through H&F Volunteer Centre. We need a bigger pool of volunteers to roll out 
support to more estates. We have some ideas for how to do this but we see the best 
route as commissioning a third sector organisation to provide a trainer. Third sector 



 

 

organisations would have better access to volunteers and as well as the benefit of 
having an individual to co-ordinate the volunteers going forward.  

 
7. FUTURE PLANS 
 
7.1. Housing will continue to lead on the weekly digital skills sessions at Queen Caroline 

Estate and support bishop Creighton House in providing training and support at 
Waterhouse Close.  

 
7.2. Housing will continue to recruit volunteers (from the council and from other 

organisations), promote the training and extend the invite to training and support to 
residents on surrounding estates, subject to each TRA’s agreement and the 
availability of volunteers to support. 

 
7.3. The Council will also continue to refer residents to third sector partners that 

delivering training and support. Housing will engage in internal communications to 
promote referrals to such organisations. 

 
7.4. To further extend the Council’s support for digital inclusion, Housing will seek to 

identify and commission a third sector organisation to deliver training and volunteer 
co-ordination for a total of 8-10 estates. 

 
7.5. There is an opportunity to explore crowdfunding with Spacehive and to engage with 

businesses in the borough to leverage further funds to what the council may make 
available. 

 
7.6. There are opportunities to link with schools that should be explored further. One 

school is keen to match students completing their Duke of Edinburgh with local 
estate based training sessions. 

 
7.7. Housing should develop and deliver communications to residents in council housing 

promoting digital inclusion. These communications should be targeted where 
possible and should be developed in partnership with third sector organisations. 

 
 Table: Digital inclusion planned activity  

Date Planned activity within Housing 

April - 
June 

Continue to lead on Queen Caroline Estate training and promotion of 
the estate based sessions 

Support Bishop Creighton House to deliver training at Waterhouse 
Close WHC and help promote the sessions 

Advertise the volunteering opportunities with HF Volunteer Centre, 
internally to Council staff and Businesses in the borough 

Source Council funds to tender for a third sector organisation to 
provide a trainer & volunteer co-ordinator  

Engage with business in the borough and pursue crowdfunding with 
Spacehive to leverage further funds on top of what the council may 
make available  

Confirm estates to work with based on resident demand, accessibility 
and reaching as many residents as possible 

July - Commission a third sector organisation for 12 months 



 

 

September Comms campaign to promote the benefits of being online, estate 
based training and support available from other organisations   

October - 
December 

Match Latymer School volunteers with estate based digital inclusion 
projects as part of students’ Duke of Edinburgh. 

January - 
March 

Report on outcomes achieved 

 
 We welcome any ideas and suggestions from Committee on how we can maximise 

the benefits, and target our campaigns more effectively.  
 
 

 


