DIGITAL BY DEFAULT 2012 
The case for digital housing saving housing providers billions, empowering millions.
Housing Technology and Race Online 2012 would like to thank the numerous contributors to this report, all of whom have shared their vision, advice and ‘front-line’ experience of supporting digital inclusion across a wide spectrum of the UK’s housing providers, industry bodies and technology suppliers. 
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DIGITAL BY DEFAULT – AT A GLANCE 
4.1m of the 8.7m UK adults who have never  been online are in social housing.  Digital skills are a vital route to improve residents’ financial literacy, education, employability and wellbeing. They give tenants choice and control and access to lower-cost, better services. 
£3.1bn in total economic benefits from bringing these groups online include: 
· £340m in annual savings for landlords in communications costs alone; 
· £530m in annual consumer savings to tenants; 
· £360m in annual savings to local government. 

ACTION CHECKLIST:
1. Sign up as a partner to Race Online 2012 and join the Social Housing Providers Digital Inclusion Strategy Group; 
2. Encourage your staff and tenants to join the national digital champion network; 
3. Market low-cost computer and connectivity deals to tenants; 
4. Develop your own ‘Go ON Places’ programme for your properties and/or join city-wide initiatives run by local authorities. 



FOREWORDS 
AN ESSENTIAL, DIGITAL, STEP-CHANGE IMPROVEMENT 
MARTHA LANE FOX, UK DIGITAL CHAMPION 
Today’s economy demands we make a step-change in programmes aimed at bringing society’s most vulnerable groups online, most of whom, amounting to roughly half of the total number of offline UK adults, live in social housing. The potential benefits to UK plc of inspiring and encouraging these 4.1m adults online amount, conservatively, to £3bn. 
Lack of access entrenches disadvantage among residents and prevents providers from making urgent efficiency savings and delivering better and more responsive services. The status quo is untenable. So what is preventing faster progress? Our research shows that too often providers are overestimating the cost of action and underestimating the benefits. Therefore in this report we have drawn together a business case to illustrate the true returns of really concerted action, both in terms of cost savings and dramatic social gains. To realise these will require leadership and ongoing commitment from the top of organisations. 
We’ve also pulled together case studies, commentaries and profiles from across the UK, demonstrating the great work that is already happening across the housing sector. 
You will also find a directory of support and advisory services that can help you put digital at the heart of your organisation. 
I hope this report gives you the incentive you need to draw up a digital strategy. At a minimum, I would urge you to join the Social Housing Providers Digital Inclusion Strategy Group, led by Helen Milner (hmilner@ufi.com) to share insight, expertise and buying clout, and sign up as a Race Online 2012 partner to access our digital champion toolkits for staff and communities to communicate the benefits of web access, run your own ‘Go ON’ local events and signpost residents to local free or no-cost training. Race Online 2012 is working with partners as diverse as the BBC, Mecca Bingo, the Post Office, Jobcentre Plus and Save the Children, all of which have pledged to help substantial numbers of people use the internet. I very much hope that you will rise to the challenge of bringing your residents online too. This commitment would be important at any time but in the current economic climate, it’s essential to give your residents all the tools and skills possible for them to manage their lives. 


DIGITAL BRITAIN – INCLUDED OR EXCLUDED?
GEORGE GRANT, PUBLISHER, HOUSING TECHNOLOGY 
At Housing Technology, we fully support Race Online 2012’s action plan; the case studies and endorsements in this report clearly demonstrate the need for holistic digital inclusion strategies to cover the spectrum of technology access, skills and training, and personal motivation. 
Most housing providers appreciate the benefits to residents of digital inclusion but are sometimes less aware of the benefits to themselves. This report therefore includes exclusive research and metrics to demonstrate the financial and operational benefits to housing providers themselves of increasing digital inclusion. 
Based on our research and coverage of digital inclusion since 2008, our recommendations to housing providers are: 
· Identify the quantitative and qualitative benefits to your organisation of increasing digital inclusion; 
· Understand the dynamics of your relationships with other vested interests such as local authorities and government agencies, and look for opportunities to share resources; 
· Work with your technology providers to develop commercially-viable and mutually-beneficial IT delivery models; 
· Create a cross-organisation working group and make digital inclusion the responsibility of everyone in your organisation; 
· Think beyond traditional PCs and laptops as the main ‘client’ devices – the widespread adoption of web-enabled smartphones and other devices gives you addition channels to your tenants. 
Good luck with your plans – your work will make a real and lasting difference to the lives of your residents and tenants. 




ENDORSEMENTS
TIMES ARE CHANGING 
LORD TAYLOR OF GOSS MOOR, CHAIRMAN, NATIONAL HOUSING FEDERATION 
Ten years ago, like the majority of people, I had never bought anything on the web and I didn’t see any reason to use email. And when I wanted to find out something about anything, the last place I would have turned to was my computer. 
Yesterday, Tesco delivered our weekly shop which we had ordered online. I checked out the value of my car online because I am thinking of selling it – online. My wife and I are having another baby in March so she looked up the local National Childbirth Trust and discovered there is an NCT sale in the village next week where we can pick up second-hand essentials, and a pre-natal yoga class she can go to in town on Monday mornings. I work from home using email and the internet, attract work through my website, and my wife does the same. When we want to buy anything of value, we research it on the web first to find out what is most recommended, and to get the best price. 
Our boys, one now nearly five and the other three and a half, have been familiar with the internet (the CBeebies website mainly) for more than a year. They navigate their way around, using games like Alphablocks to learn letters, drawing with ‘Mr Maker’, and together we look up things they want to know about (typically sharks and dinosaurs). When we find something in the garden or on the beach, they already ask to find out more about it on the internet. As they get older, these skills will be essential at school; while I used my father’s dusty old out-of-date encyclopaedia, they will be familiar with the infinite resources of the web. 
My point? For education, work, buying and finding out about just about anything, staying in touch, and entertainment, the web isn’t a luxury, it’s an essential. 
Yet millions of families are still not online, and sadly the great majority of those offline are living in social housing. That’s 4.1 million people. For those who are old and disabled, that multiplies their isolation. For those out of work, it multiplies the difficulties of getting work. For anyone on a low income, it makes it harder to get the things they need cheaply. And to me worst of all, for those with children it cripples the chances for those young people to learn, and to develop the skills essential to work and live in the 21st century. 
Yet the great news is that precisely because they live in housing which is mainly provided by housing associations and other social housing providers, doing something about this should come naturally to us. All the things we believe in are made more possible by helping our tenants to get online – in small ways, such as giving up an hour to personally introduce an elderly resident to using a computer and the web, and in big ways, such as wiring up an estate, or recycling computers to tenants who need them most. 
In the 21st century, when we say we are in business for neighbourhoods, it’s time to make sure that the neighbourhood includes the web. 


INVESTING IN THE FUTURE 
GRAINIA LONG, CHIEF EXECUTIVE, CHARTERED INSTITUTE OF HOUSING
Internet access is increasingly important in determining the opportunities available to a household. These skills enhance employability, connect people to jobs, information and advice services, and helps to keep those at risk of isolation in touch with friends and relatives. 
With web access and skills now so key to unlocking employment, education and training opportunities and tackling worklessness and social exclusion in communities, it is clear that, to achieve their objectives of improving lives and tackling social and financial inclusion, housing providers should play a leading role in the campaign to build a networked nation. 
The business case, put forward here, adds weight to the moral case. The internet lets you communicate, engage with and respond to tenants and deliver better and more efficient services, instantly accessed 24 hours a day, plus online services are usually more cost-effective for housing organisations. 
At a time when we’re all under pressure to find efficiency savings and deliver ‘more for less’, building these skills among social housing tenants becomes crucial. Encouraging your communities to go digital is also an investment for the future. 


A BUSINESS AND MORAL IMPERATIVE 
KEITH EXFORD, GROUP CHIEF EXECUTIVE, AFFINITY SUTTON 
160,000 people in the UK call an Affinity Sutton property ‘home’. According to our research, 43% of them are without internet access either there, at work, via friends, family or the library. 
We believe that bringing more of our tenants online is both a business and moral imperative. As a customer-focused organisation, we want to make it as simple as possible for them to do business with us. Online is now a key element of our service offer. 
Lack of access to the internet denies them this increasingly important channel to our services, and leaves many of our customers at a huge social disadvantage in terms of work, education, training and financial savings, as the evidence in this report shows. 
As a housing provider and a business for social purpose, can we make a difference? We believe we can. 
We’re working with Race Online 2012 to build the business case for a much more digitally-capable sector. But more importantly, we are taking practical action to increase digital access and skills within our communities. 
Our Get Connected scheme gives residents access to computer equipment and free training courses, or grants so they can select a training plan that suits them. 
Our Digital Champions are out there in their communities, sharing their knowledge and skills. We are also introducing new features to our website, beyond traditional services like reporting a repair, to make the online world more appealing to our customers to combat evidence that showed that 80% of over-65s and 50% of under-65s saw no  reason to go online. We want our site to really  demonstrate how relevant and helpful internet  access can be for them.  
We are keen to share our insight and experiences  with the sector so more landlords can get behind a  campaign that is not only good business sense but also has the potential to make a real difference to the lives of residents.


THINKING DIFFERENTLY 
STEVE HOWLETT, CHIEF EXECUTIVE, PEABODY
George Peabody’s vision when he established Peabody in London in 1862 was to ‘ameliorate the condition of the poor and needy of this great metropolis’. Peabody will celebrate its 150th anniversary next year and is now one of London’s oldest housing associations, yet in its inception it was radically modern. 
In the same spirit, we are embracing a digital future. 
This means striving to ensure people in the communities in which we work are not left behind. It means inspiring and supporting them to get online. And it means working to provide services that truly harness the power of the internet. 
The social and economic benefits are many. 
For our residents, 99% of whom live within six miles of Smithfield market in the heart of London, new digital media offer tremendous opportunities for communication, connection and community-building. This is incredibly important for those who are isolated or excluded and for those people who are entering or returning to the world of work. In its capacity to open up new marketplaces, social networks and providers, the internet can lead to better education and employment prospects, as well as improved health and wellbeing. 
Our existing initiatives include a programme in which young volunteers provide hands-on tuition to older residents, free internet access and training at our Peabody community centres across London, and a pilot project that provides free Wi-Fi internet access to over 800 residents. We are also recruiting 50 Digital Champions, tasked with taking support into some of the most deprived areas in London. 
For Peabody as an organisation, the business case for investing in digital services is compelling. By making it easy for our residents to report repairs, manage their rent and get involved in their communities, we will gain more responsive, efficient services, lower our transactional costs, and gather improved customer information, among other benefits. We do not intend to remove our existing services but we do intend to offer our customers more choice. 
Peabody is known for being an innovative place-maker, creating homes and communities that will continue to support people in London for generations. Our ambition is to build on this legacy in the digital space. 



A SPARK OF INTEREST 
HELEN MILNER, MANAGING DIRECTOR, UK ONLINE CENTRES 
It was a single statistic that sparked my interest in social housing – one that showed what a high proportion of those who have never used internet in the UK live in social housing.
In July 2009, Baroness Andrews, then Housing Minister, wrote to key organisations in the social housing and digital sectors to invite them to meet. She invited me to chair this group (the Social Housing Providers Digital Inclusion Strategy Group). Our role is to promote the use of technology to improve social outcomes for citizens and communities.
In the first year, we created a new award for providers helping tenants to get online, a model business case from Peabody, and a single online site for the sharing of good practice. Although originally designed to last for just a year, we instead continue to grow as more housing providers come on board to build their digital strategies.
Your organisations talk to millions of those offline on a daily basis – if your senior teams embrace the chance you have right now to play a very active part in a big national movement. You are central to this campaign’s success. 





JUSTIFYING THE BUSINESS CASE
The Economic Case For A 'Digital By Default' Social Housing Sector 
Race Online 2012, the campaign Martha Lane Fox founded as UK Digital Champion, has joined forces with 15 leading housing associations, including Affinity Sutton, Circle, Peabody, Home Group, Taff Housing, Poplar Harca and Hyde, between them representing over one million residents, and industry bodies to research the huge social and economic benefits that tenants and landlords stand to realise from the housing sector building its digital capability. 
This is a priority for the Digital Champion because our analysis suggests that half of the 8.7m UK adults who have never been online live in social housing. Our research shows that many housing providers overestimate the cost of moving to digital services, and most are unaware of the huge potential benefits. 
Technology is the most effective way to meet the twin imperatives of social housing: letting landlords deliver more for less while fulfilling their core social commitments to tenants, such as increasing financial literacy, education and employability, and reducing social isolation. 
Initial sample analysis, using data from PriceWaterhouseCoopers and the Department of Communities and Local Government, suggests total benefits of more than £3bn: 
· Social housing providers could save more than £340m per year by using more cost-effective communications to their 9.5m residents. 
· Those 4.1m offline adults in social housing could save £530m every year by paying bills and shopping online. 
· The estimated 245,000 children in social housing who lack home internet access could boost future earnings by around £1.5bn. 
· If just 3.5% of people offline and unemployed in social housing found a job by getting online, it would deliver a net economic benefit of £217m. You are 25% more likely to find work online, and then earn up to 10% more with digital skills. 
· If just 3.5% of people offline and in work got online and developed their ICT skills, it would deliver around £750m of overall economic benefit. 
· Local government could save around £360m per year by moving just one monthly contact/ transaction with the 4.1m offline adults online. 
· Increased well-being and reduced isolation: 1m UK +65 year-olds say they always or often feel lonely; 3.1m +65 year-olds in the UK don’t see a family, friend or neighbour once a week; and 81% said computer literacy made them feel part of modern society. 
Society’s most vulnerable groups are concentrated in the social housing sector: 
· 9.5m people in 4.1m homes; 
· 60% economically inactive: 31% retired, 29% permanently sick/disabled, full-time students or those looking after family or home (England); 
· 44% of households have an annual income of less than £10,000 (England); 
· 21% of +65 year-olds live in social housing (England);
· 44% of single parents live in social housing (England). 


HOUSING CASE STUDIES 
DIGITAL BY DEFAULT HOUSING PROVIDER 
Peabody
Peabody is a key player in the drive to build digital capability in the UK. It is an active partner of Race Online 2012, a member of the Social Housing Providers Digital Inclusion Strategy Group, a member of the UK Online centre network, and a member of Telecentres Europe, the pan-European network of digital providers and learning centres. 
It has developed a number of programmes and resources to help it meet its ambition to become ‘digital by default’ by mid-2012: 
Leadership: co-funds the Social Housing Digital Inclusion Partnership and Telecentre Europe, actively recruiting new partners to maximise its impact. 
Products and services: redesigned IT, CRM and tenant portal systems to make it easier for residents to report repairs, manage rents and access services. Talk About Local is creating sites and resident portals with local content that residents can contribute to and develop, beginning in King’s Cross Estates. 
Access/training points: nine UK Online centres providing community access to and training in IT (funding is to deliver Myguide registrations and Myguide services) and four computer-equipped learning hubs (UKO) for IT and basic skills training as well as employment training including CV writing, job applications and interview techniques. All 10 sheltered schemes are equipped with IT hubs and Wi-Fi centres to encourage older people to get online. Two were funded by Get Digital, the remainder by Net Worx, a project initially funded by V Involved. 
Digital champions: Net Worx recruits volunteers from local colleges to provide IT support to older residents. It is now a core part of Peabody’s volunteering programme, and has 26 active volunteers. 50 digital champions, funded by the Community Capacity Builders programme, work across Peabody’s estates and communities. 
Connectivity: all 800 residents in two estates, in Hammersmith & Fulham, have access to the internet in a three-year Wi-Fi pilot. Both estates have a community centre to act as training hub, staffed by local digital champions and Net Worx volunteers. Residents are helping to develop the Wi-Fi’s customisable front portal. 50% of residents now regularly use the Wi-Fi service – many via smartphones although there is also a laptop loan scheme for those who cannot afford their own. 

EFFICIENT SERVICES AND THE BUSINESS CASE
Bron Afon Community Housing 
Bron Afon Community Housing is saving money and cutting its carbon footprint by replacing old PCs with longer-lasting Sun Ray systems that use 4w of power compared with 70w, resulting in electricity savings of £8,000 and reduced CO2 emissions of 68.8 tonnes. Shifting servers onto virtual servers means staff can log into any PC for hot-desking, again resulting in cost savings of £9,000 cost-savings and reduced CO2 emissions of 56 tonnes. 
Home Group 
Home Group is one of the leading providers of affordable and supported housing for people in the UK and is England’s number one provider of care and support services. The provider redesigned its site to improve its functionality and make it more user-friendly so customers and clients could pay their rent online, view or print their rent statements, update contact details, report a repair and provide feedback. 
Although planned to take six months and cost £250,000, the project was delivered five weeks ahead of schedule in April 2011 and £100,000 under budget. In the first four months of pilot use, over £1.6m of rent transactions had been processed using the new technology. 
Customers and client benefits include secure digital self-service interactions 24 hours/day (predicted to save Home Group £200,000 a year), faster rent payments and real-time online account information. There’s a direct feedback option for clients to raise concerns and priorities with Home Group, an online community, and content on all web-pages is translatable through Google Translate. It’s easy to use, free and available for any customer and as rent transaction volumes increase month by month, substantial savings from reduced processing time are being realised. In time, more services will be built on the platform to further Home’s digital strategy. 

Poplar Harca
Poplar Harca has an internet cafe that is a UK Online centre where mothers learn digital skills to support children with their homework and there are sessions specifically targeting job-seekers.

STAFF TRAINING

Homes For Islington 
300 of Homes for Islington’s staff took their Adult Safeguarding training online, with 92% saying they would recommend it to others. Homes for Islington will roll out 20 more online modules, supporting customer focus, leadership & management, health & safety, and personal development, with drop-in sessions offered so staff can get face-to-face support for their e-learning. A full-day discipline and grievance training course will now be delivered in two hours’ classroom time with the rest accessed via e-learning. 
“We saved £10,000 in classroom costs, and that doesn’t include savings from reduced staff time away from the office.” Organisational development manager, Homes For Islington 

Whitefriars Housing Group
Whitefriars Housing, part of the WM Housing Group, introduced mobile working for its responsive repairs workforce in August 2007 and the system is now used by all staff. The online appointment system has resulted in significant performance improvements – from 77% in 2007 in urgent works to 98% in 2011 and from 92% to 99.5% in emergency works in the same period. 
The landlord is now concentrating on driving digital skills among residents, such as promoting courses at local UK Online and Learn Direct providers, and working with UK Online training providers to deliver Get Online courses to customers at their head office in Coventry. 
Whitefriars is also promoting how residents can ‘get more out of life online’ via its website, themed under health and wellbeing, digital inclusion, legal and financial support, home and community, and jobs and education, as well as promoting the issue via events and customer magazines. 

CUSTOMER ENGAGEMENT
London & Quadrant 
London & Quadrant has established an online forum for over 9,000 home-owners, where they can easily connect with neighbours whom they might not otherwise meet. L&Q hopes the forum will incentivise residents to use its online services and encourage residents to take action – whether to set up their own community projects or to give feedback to the landlord so their services are more tailored to the community’s needs. 
100 residents joined in the forum’s first two months, and L&Q have used it to share real-time information with customers, whether in times of emergency, about water supply problems, or to update information on rent and service charge changes. 

Parkway Green Housing Trust
Parkway Green Housing Trust in Manchester launched a campaign in 2009 to build customer profiles of individuals and households. The trust now has information for 84% of households, up from 50% originally, plotted and mapped on the landlord’s intranet so it can tailor services better to customer needs; for example, repair notes now include information on tenants’ vulnerability. Customer satisfaction rose from 81% to 86%, while staff satisfaction from 69% to 81%. 
“Online forums let communities grow and take action for themselves, shape and improve landlords’ services and lets landlords communicate with customers much more swiftly while cutting phone or print costs. Facebook’s good!” Martha Lane Fox 

BUILDING SKILLS AND SOCIAL GAINS
Affinity Sutton
Affinity Sutton is tackling low levels of digital skills among its residents, which in some areas are 32% compared with the national average of 70%, with a combination of digital champions, new computer equipment and connectivity, and events to inspire and galvanize action. 
The digital champions scheme is one of three options – residents who want to volunteer locally can elect to do so under Affinity Sutton’s ‘community champions’ programme, with giving advice on money and heat the other options. It has just set up four community hubs in South Shields, Salford, Borehamwood and Bromley as UK Online centres with state-of-the-art computers and broadband. It is encouraging residents to get access at home by promoting a recycled PC scheme which it has launched with social enterprise Eco Computers (residents can spread payments via a local credit union) and is also running a number of BBC First Click events up and down the country. 

Circle
In the past five years, the computer room at Circle’s Priory Court has attracted 1,352 unique adult learners to one or more classes and activities, and a count of 4,981 registered on all courses. Priory Court aims to increase access to education and e-government services and bring about long-term improvements in local people’s lives by increasing their opportunities to participate in the labour market. 
The project provides a broad range of classes and services, attracting a wide section of the community, from minority groups including older people, lone parents and people with disabilities. The centre is comprehensively equipped with specialist disability hardware and software. 

Family Mosaic
Family Mosaic resident Rupert had been unemployed for a number of years before attending a ‘Get Connected’ course in Lewisham in south London. Rupert worked with his digital champion and developed the drive to turn his life in a more positive direction. He has now enrolled on a gas engineering course and is doing an onsite work placement. 
“I found the course on the web, and am so glad to be active again. I feel much more a part of things now.” 
Gladys is an older resident who had very little knowledge of computers until she took part in a ‘Get Connected’ programme run by Family Mosaic. Gladys has now completed level 1 in maths and English and subscribed to an online job search service where she has found part-time employment to supplement her income. 
“It’s helped me so much with my studies, things I didn’t get to do when I was young… It really has opened up a new world of information for me.” 

Halton Housing Trust
Halton Housing Trust has promoted deals on low-cost computers and free IT training courses across all its channels in its drive to increase skills among its customers before it launches Property Pool Plus, its sub-regional choice-based lettings system in 2012. It has run features and promoted events in its customer newsletter, local press, housing websites and targeted its older residents using its extensive customer profiling information as well as a number of other involved customers. The Trust subsidises internet access for customers who have a role on their scrutiny panel, editorial panel and customer forum as well as customer board members. 
Doreen, who is a Halton Housing Trust tenant, is 81 years old and had never used a computer before April 2011. She has now signed up for training and attended ‘Everyone Online’ sessions and ‘Silver Surfer’ events. Since then, she has bought a laptop and broadband, and now emails family and friends and intends to use Skype as well as shopping online. 
The Trust is also considering a variety of options to provide a wireless cloud across all the neighbourhoods in which it works, offering low-cost, high-bandwidth internet access for all its customers, as well as supporting its staff to deliver real-time services in customers’ homes. 

Hundred Houses Society
Hundred Houses Society, which has over 700 properties in Cambridge, converted its staff training suite so residents could access the web there in 2009. It also commissioned i-TRUST to run a mobile ICT training suite, working with 10 older residents for up to 10 months. By the end of the course, all were able to shop and pay their rent online. Not only did the training give them access to online communications but the course itself was also a good social opportunity. HHS will re-launch the training this year. 
“A great example of how you can reuse existing assets: share staff IT with residents to benefit customers.” Martha Lane Fox 

The Hyde Group
The Hyde Group runs a sheltered housing scheme of 48 properties in rural Chichester. Under the Government’s ‘Get Digital’ programme, it ran training for 23 residents from late-60s to mid-90s on two computers. They used Skype, watched videos, sent emails, and have now set up a computer club to keep their skills up. Training took place in the Britannia Court Gardens’ wife-connected communal area so it generated interest among other residents, some of whom popped along to learn new skills on their own laptops. PCs are available for use at all times and result in increased social contact with friends and family. 
“The course brought people closer. There’s a real sense of camaraderie among residents and they’re enjoying keeping in contact with their families and friends.” Bindy Vinall, scheme manager, Britannia Court Gardens 
The Hyde Group has also joined up with Eco Computer Systems, a community enterprise operating from The Hyde Group’s Pepys Resource Centre in Deptford. ECS volunteers refurbish and recycle computers for members of the local community to buy at reduced cost. ECS is also Pepys’ ‘anchor tenant’ – running all other services delivered by the building, such as a community café, Lewisham library, NHS health trainer services and the ‘Get Lewisham Working’ project. 50 of the older residents have learned IT skills via the centre. Almost 200 PCs and laptops have been sold through the centre and 200 more orders are pending, representing total savings to residents of around £200,000. 
Extending this model, ECS has recently taken over the management of three buildings for Lewisham libraries to embed IT training and computer recycling programmes. Hyde Group has also agreed to donate surplus ICT hardware to ECS; in July 2011, 150 old The Hyde Group computers were passed to ECS. 
 “This is a fine example of public services and a social enterprise working together to provide a great facility for the local community as well as helping to recycle old computer equipment rather than scrap it.” Steve Bullock, Mayor of Lewisham 

Shoreditch Trust
Shoreditch Trust’s ‘Digital Bridge’ project put low cost and low maintenance ‘PC on TV’ services into 250 households in Hackney to improve community engagement and increase communication between the emergency services, particularly the police, and the community. 91% of the households used the service at least twice weekly – residents could access real-time CCTV footage with a resulting 600% increase in the reporting and clearance of graffiti and a 200% increase in the reporting and fixing of vandalism. 

Solihull Community Housing
Solihull Community Housing, seeking to forge a positive dialogue with young people and build a culture of local people influencing their services, enlisted two local sixth-formers to administer its Facebook site. The pair developed, maintained and promoted it, and encouraged their peers to participate on themes ranging from homelessness advice, activities, information on personal safety, online safety, and canvassing opinion on local projects. So far, 284 people have ‘liked’ the site. 
“We have learned how we can work more effectively with young people, but more importantly, how young people would prefer to be involved with us.” Chris Deery, head of ICT, Solihull Community Housing

Southampton City Council
Southampton City Council has introduced digital learning activities across its 60+ complexes. Over 200 residents across seven sites (34%) have been introduced to computers and the internet over the past 12 months. Of those, around 30% have gone on to buy their own computer. Almost half of Southampton’s Supported Housing complexes with on-site support now have permanent IT facilities, and there are plans to have at least two computers at each of its 24 Supported Housing sites. 
The Get Digital programme allowed Southampton to offer computer training to older residents in Supported Housing complexes and in the local neighbourhood. It has also provided opportunities to develop local community links, such as opening up their IT suites to Age Concern and local Oasis academies providing buses to bring residents to use the schools’ IT suites. 
Two activity co-ordinator roles have been created to develop further funding opportunities and harness resident engagement, with another co-ordinator specialising in developing IT opportunities for older residents; one such project is taking a laptop and netbook with broadband access into residents’ homes to give them a gentle introduction to the wonders of the internet. 
The impact of digital technology on Southampton’s residents has been life changing. One terminally-ill resident in her 70s had sisters in Canada but was too ill to travel. Using one of the on-site computers, she was hooked up to Skype and now talks to her sisters and their families once a week. Another resident used the computer facilities to organise a ‘Turkey and Tinsel’ holiday for 40 people including residents across a number of sites, friends and local neighbours. He also films all of the special events in his communal lounge, creating DVDs with bespoke covers, and showing them on the big screen for the residents to watch. 
“The Southampton Supported Housing team has fully embraced the cultural change that digital learning has instigated for us as the benefits have been impossible to ignore. From residents and local neighbourhoods to schools and the University, it has allowed us to engage with every corner of our community and enhance our service provision in ways we didn’t think possible.” Jean Brown, supported services manager, Southampton City Council 

Sunderland City Council
Sunderland City Council, which has some of the highest levels of deprivation in the UK, launched a project to establish ‘electronic village halls’ (EVH) across the city. Centres now exist in adult learning centres, village halls, youth clubs, community associations, schools and nurseries, faith groups, voluntary groups, health centres, GP surgeries, libraries, sports centres, pubs, street kiosks, public service centres and within people’s homes. 
Working in partnership with housing provider Gentoo and Farringdon Jubilee community centre, the council has complemented the existing network with EVHs situated within sheltered accommodation, communal areas in tower blocks and community spaces within estates. There are now 48 community EVHs and 20 EVHs in libraries. A ‘community of interest’ website programme encourages communities to build and maintain their own sites, of which there are now more than 50, to promote cross-community dialogue and to provide a direct conduit for service providers to consult or reach specific groups with services. The programme has 200 community e-champions to provide face-to-face support and inspiration. 

Symphony Housing Group
Symphony Housing Group partnered with People’s Voice Media to train 10 residents from Hyndburn Homes in community reporting skills to increase their skills, confidence and aspirations. The group has also launched a community resource website and internet cafe after securing a suite of second-hand computers and has produced a range of video and audio packages. 
Another scheme in Salford recruited five local unemployed people and trained them to use digital and social media to gather local views. The project brought the community together and gave the council a clear insight into local issues. 

Taff Housing
Taff Housing has set up a tenant resource room open to all residents with advice on job-seeking, and has provided computer access in its young women’s hostels where they can study. It plans to team up with its local credit union to start a laptop rental scheme in the autumn and will continue to run one-off ‘Taming Technology’ days. 

Talk About Local
Talk About Local trained staff to give local people simple skills to create their own website. One resident did just that and built one which successfully campaigned for Bristol City Council to do long-overdue landscaping work in the gardens of what local residents called ‘the forgotten block’. It demonstrates the type of change that it’s possible to bring about with just basic web skills and a free website. 
Similarly, in Fulham (south London), a community activist created a website for locals to share news, information and stories. She used the site to quickly raise awareness of the threat to 31 trees in her local park and gain support for a conservation order that saved most of the trees. The site, which has 700 members, now routinely uses petitions to campaign on local issues, for example against cuts to local libraries and community centre services. 


SPONSOR PROFILE 
FAMILY MOSAIC
TELEPHONE 0207 189 1000 
WEB www.familymosaic.co.uk 
Family Mosaic is committed to going digital by default. We recognise the cost savings and efficiencies gained by moving our services online which we can also pass on to our customers. However a key challenge to realising this ambition is ensuring all of our customers can engage with us by having the confidence to use digital channels themselves. 
We’re passionate about getting our customers online, and through our flagship Get Connected digital inclusion programme, we are achieving this across several communities in London and Essex (see the Family Mosaic case study on page 9). 
Our experience tells us that getting people to go online and more importantly stay online requires robust support that is appropriate, relevant and sufficient to the needs of every individual learner. 
The barriers that stop people from using the internet reflect those that prevent full participation in society, whether that means being socially isolated, not speaking English or having learning needs around literacy. It is these that need to be addressed alongside a programme of digital learning if we are to help people make the online shift. Get Connected offers flexible one-to-one coaching that accommodates different people’s preferred style and pace of learning as well as meeting other support needs. 
We recognise using computers and the internet must be useful and meaningful if it is to become a habit. We always establish what will be of actual benefit to people and will improve their particular circumstance. This may mean using email, social networking, online shopping, or word processing. Making the internet relevant also means raising people’s aspirations for what being online can help them achieve. So our Get Connected Pathway builds in opportunities such as employment support, work placements and additional training. This broadens interest and clearly demonstrates the real value of being online. 
We have also learnt that engagement in a course is only the beginning to being digitally included. If the goal is to ensure customers are happy to talk with us on digital channels, support must be flexible and last long enough to encourage long-term online activity. So after each Get Connected course, we match every participant with a local ‘digital mentor’ who can help embed learning and support participants to continue on their path to digital inclusion, providing one-to-one support for at least six months. 

Family Mosaic is one of the largest housing providers in London and the south-east of England. We provide affordable homes for rent and buy, as well as services to people who need extra support. We have around 23,000 homes for rent in 51 neighbourhoods, and serve more than 45,000 customers. 
As well as providing affordable homes, we also provide wide-ranging care and support services to over 8,000 people to help them live more independently. 
Our house-building programme provides shared ownership opportunities to people who wouldn’t otherwise be able to get onto the housing ladder in London. 
Family Mosaic is committed to a programme of social inclusion activities to help people living in our communities. Our ‘Pathways2work’ service offers careers advice and we provide training, community employment links and access to learning. To get more young people working with us, we have created a Youth Academy. The academy is run by experienced youth workers who help young people develop their own ideas for activities while giving them access to volunteering and work experience. 
Where possible, we pledge to employ our own residents in a variety of roles. Family Mosaic has won several awards in recognition of our initiative to employ our own care and support clients to work for us. Family Mosaic also runs apprenticeship programmes with our partner contractors. As well as offering a home, we pledge to offer our customers who are lacking opportunity more control and choice in their lives – it’s central to the way we work. 
Family Mosaic is currently contributing to the strategic debate about the changing nature of social housing and welfare reform, and is fast becoming acknowledged as a ‘thought leader’ in helping to set the political agenda. 
We are also passionate about supporting digital inclusion initiatives. 


SPONSOR PROFILE 
RCT HOMES 
TELEPHONE 01443 494400 
EMAIL alund@rcthomes.co.uk (Alun Dowling) 
WEB www.rcthomes.co.uk 
RCT Homes’ digital inclusion project has a number of partners, including local Libraries, RCT Older Persons 50+ Forums, Communities First, Communities 2.0 and RCT Day Centres, which form a steering group to deliver the project with RCT Homes. 
Since starting the digital inclusion project, RCT Homes has received overwhelming interest and enthusiasm for the project. More surprising is the number of older people who own equipment such as laptops, digital cameras and smartphones but have been unsure how to use them to their full potential. After only three months, our digital officers have provided training and support to over a hundred people, some with only a basic understanding of the internet, but simply require guidance and encouragement to increase their confidence on the computer – Shirley Venn is one of them. 
Support and guidance has been provided by our digital officers for Shirley Venn. She attends the St Mair’s Day Centre class in Aberdare, close to her home in Trecynon. Shirley is 75 years old and has suffered a stroke, leaving a weakness down her right side as well as having to cope with diabetes, arthritis, and sight problems. 
She joined a computer class a couple of years ago in Aberdare to get her out of her home following her stroke. However, the class was unsuitable for her as the trainer was too fast and put more focus on people who were confident with using the computer, neglecting those who were novices and had never turned a computer on. Shirley found this extremely frustrating, and it put her off computers for a few years. 
Shirley’s confidence had taken a bit of a hit, and found it difficult to regain her confidence to join another class. Shirley found it intimidating to walk into a room full of people because of her previous bad experience and her debilitating health problems.
However, Shirley heard the DO-IT project was coming to town and decided to try again, and was so pleased she did because RCT Homes’ digital inclusion officers were extremely patient and considerate towards her health issues. For example, the digital officer increased the computer’s font for Shirley to address the sight barrier, demonstrating care and patience to repeat requests to Shirley for her to clearly understand commands to give to the computer. For example, Shirley has severe arthritis in her hands and it takes her twice the amount of time to type a command into the computer; with patience, this was achieved, and Shirley is getting better, but most of all enjoying the whole experience. 
Shirley enjoys genealogy and likes to trace her family tree in her computer session, and has gone back to 1697 on both sides of her family. She also wants to learn how to reply and attach to an email, because sometimes it is easier to email, as the stroke left Shirley with speech problems too, and an email has no limits on time, giving Shirley all time in the world to type her email. 
The digital officers have great satisfaction encouraging individuals like Shirley to take their first steps, finding subjects that interest them, showing them how much information they have at the click of a button, and helping them to understand that the computer can provide information, entertainment, social interaction and financial inclusion in a fun way, improving the quality of their lives. 
Today, technology is integrated into almost every aspect of our lives. It can be easy to forget that previous generations have never been exposed to the digital age – this project aims to address this, sharing experiences and knowledge to help people embrace technology. 
We regularly find help through digital friends who assist people in their community with what they have learned from a project, creating links with partners who have proved to be an invaluable resource, offering their time, equipment and premises free of charge, to help make RCT Homes digitally-included. 
Shirley said, “If it wasn’t for these computer lessons, I wouldn’t go out of the house much, as I find it difficult, but I enjoy learning about the computer and this spurs me on because I meet new people and have a chat – it keeps my brain alive!” 

In December 2007, the transfer of more than 10,000 homes from Rhondda Cynon Taf County Borough Council established RCT Homes as the UK’s first housing Community Mutual – where tenants can control the organisation’s decision-making. With homes on more than 60 housing estates and in 27 sheltered housing schemes, RCT Homes is Wales’s largest social landlord. 
A review of the housing stock by Rhondda Cynon Taf Council had revealed that it would have needed to spend approximately £780 million over the next 30 years, money it neither had nor was able to borrow, in order to maintain and improve its homes and meet the Welsh Housing Quality Standard by 2012. 
On top of rental income, RCT Homes will receive £219 million over 30 years from the Welsh Assembly Government and it has also been free to raise finance from the private sector, borrowing £113 million from Lloyds TSB Corporate Markets. 
The development of the housing Community Mutual model, which is unique to Wales, was promoted by the Welsh Assembly Government to produce a model for community-owned and -controlled housing. All tenants aged over 16 will be eligible to become members of RCT Homes with the tenant membership able to take part in operational decision-making. 
RCT Homes’ rules also commit the organisation to promoting community involvement and to supporting economic regeneration and development of the communities it serves, working with other organisations to develop local skills training and to generate jobs through the procurement of local labour. 
In order to meet the Welsh Housing Quality standard, RCT Homes’ housing stock will require an investment of £170 million over the next five years alone, the largest home improvements programme that Wales has ever seen, with approximately £25 million needed annually after that in order to maintain and improve homes. 


SPONSOR PROFILE
RICHMOND HOUSING PARTNERSHIP 
TELEPHONE 0800 0322 433 
EMAIL communications@rhp.org.uk (Eddie Kelly, head of communications) 
WEB www.rhp.org.uk 
FACEBOOK Richmond-Housing-Partnership 
TWITTER @RHP_UK 
As more and more services become available online, the role of housing associations is changing. The focus is gradually shifting away from communicating with our customers via printed publications and instead focusing on email, web access, Smartphone apps and SMS. The move toward digital media and forums allows much easier access for our customers at times that are convenient to them. So how do we make sure they are not left behind? With a customer base that is largely over the age of 55, we at RHP have to make sure that everyone is able to access the services they want and need. 
We have committed ourselves to making sure that, if our customers want to access our services other than in person or over the phone, they can do this in the simplest way possible. We started small, by making sure that our website was fully W3C compliant, and making use of ‘BrowseAloud’ software throughout, meaning that anyone with impairments to their sight can listen to the website and can even download it if they want. Customers are also able to translate information into over 30 languages by clicking on the Google Translate button throughout the site. 
We also provide six touch-screen PCs with free internet access in the reception area of our Teddington office and a number of PCs in the communal areas of our retirement schemes. We are doing our utmost to promote the use of our online RHP accounts through which our customers can access a new addition to our service – booking repairs online with a two-hour time slot. They can also keep track of their rent account, make payments, track complaints and repairs, and report anti-social behaviour. 
Alongside expanding our online services, we are also doing our best to make sure that our customers are IT literate – we are strong advocates of the digital inclusion campaign backed by Martha Lane Fox. We provide free ‘silver surfer’ classes once a week for the over 55s in Hounslow as well as providing computers for the youth club to use every week. We also have a number of laptops which are used to deliver mobile training to our retirement schemes with the help of volunteers. 
This year we also introduced seven new electronic notice-boards for our most engaged estates and areas. These are accessible through our website and are regularly updated by the customer advisors and the communications team, providing up-to-date information for customers where traditional posters may fail to be noticed. We do our best to make sure that our social networking profiles are relevant to our customers and kept up-to-date with relevant news – we know that Facebook and Twitter can help our customers feel closer to us as an organisation as well as keeping them better informed. 
Customers are also able to contact our customer service centre via instant messaging, and anyone who would prefer to be contacted by SMS can tell us so when they sign up for an online account. We also have the capability to send automated text alerts to customers who are behind with their rent. We are constantly investigating new ways in which we can bring the digital age to our customers, and we welcome the feedback we get every step of the way. We always try to make sure that any contact we have with our customers is as personal as possible – whether that’s providing personalised greetings for each e-newsletter we send or simply to be on the end of the phone to help people set up an account if they get lost. We aim to be the best customer-service provider in the country, and we hope that technology will be able to help us achieve this goal over time. 

RHP owns or manages around 9,500 affordable homes in West London but we see our main job as providing excellent services to the people who live in them. 
We are driven by being the very best at what we do and are always aiming high. Our ambition is to be recognised as an excellent customer service provider, a team who sets the standard, not just among housing associations but in all sectors and industries across the business world. 
RHP is driven by its customers and the local communities it serves. Unlike some larger groups, we are entirely focused on keeping the promises made to residents about delivering better local services and improvements in homes, rather than being dominated by housing development. We will build new homes, but these will respond to local needs rather than taking resources away from them. 
We know that customers generally want us to do simple things consistently well, hence our focus on ‘doing the basics brilliantly’. The basics for us include being responsive, bringing homes up to a good standard, ensuring that repairs are done quickly and well, and dealing honestly with problems when they arise. 
We believe that core customer-care standards should be consistent across the group and reflect residents’ priorities – getting the basics right, offering as much choice as possible in all aspects of the service, and ‘going the extra mile’ to exceed expectations in service delivery. Our standards encompass the need to be reliable, honest, and straight forward, and to take ownership of problems when things go wrong. At RHP, these values form the foundation of our culture – they are ‘the way we do things around here’ and define the type of people who work for us. This approach comes directly from what customers tell us is important. 
We are already achieving some of the highest levels of customer satisfaction and performance in our field, but there’s always more to do. We can and want to do much better, making the most of our people and our assets. The huge changes taking place to public services, and across the country as a whole, present major challenges but also present some great opportunities. We want to maximise these benefits for existing and future customers by constantly improving, innovating, changing and influencing. 


RESOURCES
WHAT CAN YOU DO? 
• Join the Social Housing Providers Digital Inclusion Strategy Group (coordinated by UK Online) which is attended by housing associations of all sizes, government representatives and housing sector bodies. The group shares best practice and works to develop solutions and support for the housing sector. The group can also help you properly measure the digital capability of your residents and business, advise on how to build a strong business case and recruit volunteers – visit www.bit.ly/SHUKoSH or contact bbrown@ufi.com; 
• Recruit digital champions – use the great free tools and collateral at www.bit.ly/SHChamps and find digital champions among staff and residents, plus resource an internal programme to recruit volunteers and properly support your digital champions; 
• Find local centres for computer courses and contact them to work in partnership at www.bit.ly/ SHCourses; 
• Promote low cost computer offers to residents and colleagues -www.bit.ly/SHLowCost; 
• Join the Race Online 2012 campaign at www.raceonline2012.org and tap into the 1500+ partner network, access free resources and tell the world about your great work; 
• Make the most of all the free and low-cost help out there, as below, and if you are a charity turn to our charity resources page at www.raceonline2012.org/charity. 

SPECIALIST ADVISORS
• Networked Neighbourhoods is small but well connected, combining the expertise of experienced practitioners in social media, communications and community development. Its vision is to foster digital society at the local level and increase neighbourhood social capital, grow democratic engagement and build the capacity of communities: www.bit.ly/ SHNetNeigh; 
• People’s Voice Media is a not-for-profit community development organisation specialising in using social media. It helps people to share their experiences and successes and to raise community and individual aspirations. See case studies of their work with social housing providers here: www.bit.ly/SHPVMsh; 
• Talk About Local partners with communities to help them find their voice online. Its clients range from community groups to blue-chip companies and governments. Fees from the latter subsidise work with the former. Visit: www.bit.ly/SHTaLsh. 

HARDWARE AND SOFTWARE 
• Google have free email, diary, word processing and website building tools: visit www.bit.ly/ SHGoogleApps; 
• Google for Nonprofits – Apply to access exclusive products and resources to help your organisation expand its impact: www.bit.ly/SHGoogle; 
• Skype enables free voice and video calls over the Internet: visit www.bit.ly/SHSkype; 
• Charity Technology Trust provides a range of products and services to registered charities including email marketing, online payments and fundraising, and a technology donation programme where charities can receive donated technology such as Microsoft Office and Symantec Antivirus: visit www.bit.ly/CasebookCTX; 
• Microsoft IT Academies (800 in the UK) offer the opportunity to deliver Microsoft training and qualifications to their students, staff and wider community: visit www.bit.ly/CasebookMicrosoft; 
• Adobe qualified charities with donations of the latest Adobe software: visit www.adobe.ly/ CasebookAdobe; 
• The Big Lottery Fund encourages charities to apply for all the funding needed for your ICT project. It has a useful online calculator for Big Lottery funding at www.bit.ly/SHBLF. FURTHER ADVICE & COURSES 
• The Salesforce.com Foundation has given more than $19m (£12m) in grants since 2000, with grants focusing on empowering organisations using technology in innovative ways as well as providing pro-bono support to grantees: visit www.bit.ly/ CasebookSalesforceGrants; 
• Social By Social is a practical guide to using new technologies to deliver social impact, commissioned by NESTA: visit: www.bit.ly/CasebookSocialBySocial; 
• Cass Business School has amassed a substantial archive of articles, reports and papers, making it an essential and stimulating resource for the charity and community sectors: visit: www.bit.ly/CasebookCASS; 
• NCVO provides trusted information on ICT, enabling voluntary and community organisations to operate more effectively: visit www.bit.ly/ CasebookNCVOICT; 
• My Learning Pool provides low-cost training modules for social enterprises, community and voluntary groups, small charities and anyone involved in civil society: visit: www.bit.ly/SHMyPool. 
TECHNICAL SUPPORT 
• iT4Communities is a UK-wide network of thousands of IT professionals willing to give their time and skills to charities on a pro-bono basis, from project beginning to end, from strategic advice and purchasing decisions through to helping amend or implement websites and databases, and fix broken technology: visit www.bit.ly/CasebookIT4C; 
• Lasa offers thousands of not-for-profit organisations help to deliver efficient, high-quality services and provides comprehensive practical ICT advice and information backed up with trusted ICT suppliers: visit www.bit.ly/CasebookLASA; 
• IT For Charities gives UK not-for-profit organisations free information on IT products, services and technology appropriate to UK charities: visit www.bit.ly/CasebookITForCharities. 
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