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Introduction

Hyde Plus is the Hyde Group’s social investment 
team, supporting residents to fulfil their potential. 
This evaluation focuses on the Digital Inclusion 
programme, ‘Getting Online’. 

Hyde Plus commissioned Citizens Online to carry 
out a thorough, independent evaluation of Getting 
Online that would analyse the outcomes of the 
programme, highlighting particular areas of success, 
whilst also considering challenges and areas where 
the programme could improve. Getting Online is in its 
second year, and this evaluation follows an internal 
evaluation  that was carried out by Hyde Plus in 
2013/14.  All figures within this report are based on 
2014/15. 

Throughout this evaluation we focus on the Digital 
Inclusion programme, ‘Getting Online’. Look at what 
we’ve done this year... 
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The results of the Getting Online Programme are in line 
with findings from other digital inclusion projects4, showing 
successful prolonged use of the Internet extending beyond the 
training period for over 80% of participants. 

Both the Student@home and Digital Champions schemes had 
similar success rates for longer-term Internet usage. However, 
the different approaches had different outcomes in other areas. 
The Student@home scheme resulted in more confidence and 
skills for learners, whilst the Digital Champions scheme showed 
better outcomes for employability and more social benefits for 
the learners taking part.

 

1155 through one-to-one home-based support, 46 through group sessions with 

tutors and 293 through Digital Champions.

2Hyde Annual Resident Survey, December 2013.

3Digital Champions: 411 feedback forms. Student@home: Recruitment survey: 258, 

Entry surveys: 113, Exit surveys: 65.  Follow-up Telephone surveys: 58 student@

home learners , 30 digital champion learners. 10 Digital Champion volunteers. 

Laptop bursary applications: 27 alongside qualitative data like case studies and 

volunteer personal goals.

4http://www.citizensonline.org.uk/digital-inclusion-longitudinal-research-study/

Introduction

    Why we commissioned this report

The purpose of this evaluation was to analyse the outcomes of the Hyde 
Group’s Digital Inclusion programme, ‘Getting Online’. It focused on the 
analysis of two core projects within this – home-based tutoring delivered 
through Student@home, and the volunteer Digital Champions project, 
supported by Digital Unite’s online training platform. Through these, 494 
residents were supported to get online last year.1 The two offers enabled a 
learner centred approach to access the support and training that best meet 
a user’s needs. 

On average, 23% of Hyde general needs residents do not access the 
internet anywhere, and 40% do not access it at home2. This is significantly 
higher than the national figure of 13% adults who are offline, and reflects 
the fact that 37% of digitally excluded adults are estimated to be living in 
social housing (Government Digital Services research). The Getting Online 
programme is designed to give residents the confidence, skills and  
access they need to use the internet

Data3 was supplied to Citizens Online to conduct the analysis of existing 
data including Digital Champion learner feedback forms,  
Student@home recruitment, pre and post surveys, bursary applications 
and case studies. Details to enable a new follow-up telephone  
survey of both learners and Digital Champions were also provided.
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Student@home learners

What
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Student@home

The Student@home scheme provides learners with up to  
six hours of one-to-one tutoring in their own home with a 
DBS-checked tutor who provides a tablet and connectivity 
for the sessions (or teaches on the learner’s own device). 
Tutors have a checklist of key basic online skills to cover with 
residents, in line with GO ON UK definitions, but the emphasis 
is also on user-led needs. 

Entry surveys revealed less than a quarter of learners were daily 
internet users before training and 30% didn’t use a computer/
laptop or tablet at all. Nearly 70% had used the internet at some 
point before training, but were not confident.

Learners were asked to provide demographic information and this 
was broken down by age, income source and employment status. 
Just over half of the Student@home learners were over 55 years 
old, 70% were under 65 years and 60% derived their income, wholly 
or partially from state benefits. 

Before training
Very/Moderately 

confident

After training
Very/

Moderately 
confident

Increase 
in % of 

learners 
confident

Using the internet 26% 76% 50%

Finding my way around 
a PC/laptop/tablet

27% 76% 49%

Using an online search 
engine

36% 73% 37%

Filling in a form online 26% 71% 45%

Sending and receiving 
emails

37% 71% 34%

Keeping safe online 13% 68% 55%

Connecting with family 
and friends

26% 67% 41%

Researching my 
interests or hobbies

22% 65% 43%

Online shopping 17% 48% 31%

Online banking 15% 33% 18%

Finding or applying for 
jobs online

11% 48% 37%

Accessing Hyde 
services online

20% 70% 50%

Entry and Exit surveys
There were significant increases in confidence immediately after 
the training and in these areas in particular: 
•  finding their way around a laptop tablet/ computer (27% up to 76%) 
•  internet use (26% up to 76%)
•  staying safe online (3% to 68%)
•  and accessing Hyde services online (20% up to 70%)



Student@home
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Telephone surveys
The follow-up phone surveys showed confidence levels reduced 
from the exit surveys. This may mean learners need ongoing support 
and encouragement to continue to use the Internet, particularly in 
making the leap from accessing information to transacting online. This 
longer-term future support could be provided by Digital Champions, 
although if DCs are to take on an ‘assisted digital’ role, the boundaries 
of the  would need to be considered. The exit and telephone surveys 
found increases in the proportion of learners who were able to apply 
for benefits online, but there appeared to be additional barriers facing 
learners. In the follow-up survey, 52% of learners stated they could 
now fill in a form online, yet only 29% felt able to apply for benefits 
online. Further research is required to understand the potential barriers 
to complying with Universal Credit requirements, so that Digital 
Inclusion offers can be developed to help beneficiaries to better meet 
these. There may not be enough information available on the process 
of applying for benefits online for people to feel confident enough to 
answer positively, compounded by the fact Universal Credit hasn’t 
actually affected the majority of residents yet, so they are answering 
hypothetically.

After training, one in five learners went on to share their digital skills 
with others. This creates a ripple effect of increased digital skills across 
a community, and there is an opportunity to consider some of the 
more confident learners as Digital Champions to help others. 

Learners were not accessing Hyde services online after training, 
despite being aware of the website and app. More encouragement 
of online services, particularly the app, is needed, but usage may 
also increase when the functionality and transactional nature of 
the website is improved. Immediately after training learners  

 
were more confident to access online services, however, in the 
telephone survey this was not sustained and the app was not  
used at all. 

65% of learners stated that they agreed or strongly agreed with the 
statement “My life has improved since I started using the Internet”.  
Comparison with a similar question in the *OXIS  shows that those 
undertaking the training have a higher respond rate than non-users, 
although still slightly lower than the general population of Internet 
users.

 * http://oxis.oii.ox.ac.uk/blog/themes/attitudes: 79% of Internet users (and 44%  
of non-users) agree that “technology makes things better.” 



Case studies

Student@home learners
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What

    Gavin’s story

Gavin is a resident in his 
30s living in rural Kent  
with his wife and  
18-month-old child. He 
works in construction,  
but can often find himself 
out of work for periods of 
time as his work is contract based. 

Despite being in his 30s, Gavin had no experience 
of using computers. He was worried about picking 
things up as he is dyslexic, but was an extremely quick 
learner. He picked up all the basics, including saving 
files, sending emails and surfing the web in three two-
hour sessions. 

This was invaluable for him, as it allowed him to search 
for jobs online as well as keep up with his daughter who 
already uses a tablet without thinking! 

Gavin’s Job Seekers Allowance had been sanctioned 
when he was last out of work, because without realising 
it, he hadn’t been using the online universal job match 
correctly. This is a situation that is unlikely to happen 
again as he is now much more confident using the 
internet thanks to the support Getting Online has  
given him.  

    Diane’s story

Did you use a computer before the training? What were you 
able to do?

I had used a computer before my training to make cards, take 
photos and look through emails but had always had to get my 
son to help or do it for me.

I find myself sending emails to my Housing Officer, taking notes 
on the tablet and I don’t need papers for a resident panel I sit 
on now. Jacob was a very good tutor!

What did you like about the sessions? 

What I enjoyed most was that the sessions were on a one-to-
one basis for 2 hours each time. That time was all mine and it 
was great to be able to go at my own pace.  The sessions felt 
informal so I wasn’t afraid to ask questions. This really helped 
me to build my confidence.  

What did you learn in the sessions?

Everything! I learnt how to use the camera on the tablet to 
take photos of my grandchildren. I also learnt to organise 
the files and uploading pictures onto the computer and send 
attachments with emails.



293 residents were supported by volunteers through Hyde’s Dig-
ital Champion scheme. Some Digital Champions worked through 
a ‘matching’ scheme where Hyde would put them in touch with 
a learner in need of support, and others were based in Hyde 
community centre drop-in sessions and sheltered schemes to 
provide regular help and advice to learners.

Data collected showed that Digital Champion learners gained 
skills in several areas following the session(s). 

Demographic information was not captured for Digital Champion 
learners as part of the evaluation and feedback forms were used after 
sessions instead of entry/exit surveys, providing less data on distance 
travelled. This reflects a common challenge faced by volunteer 
programmes in relation to monitoring outcomes.

Digital Champion learners
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Learners found the Community Centres and sheltered scheme activity 
more effective than the matching service as a means of accessing 
support from Digital Champions. Overall, 81% of Digital Champion 
learners rated their session(s) with a Digital Champion as good or 
excellent and 50% stated their life was better with the Internet. 

Digital champion learners
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Eunice’s story

Eunice is 84 years old and is a Hyde resident. A complete 
beginner to computers and the internet, she has been helped by 
her local Digital Champion to send an email for the first time. 

Eunice said: “I have enjoyed my computer classes immensely. I 
want to buy a computer but only when I am a bit more confident 
with using one. I tried many years ago but gave up which I deeply 
regret now. With a bit of help I can now log on to a computer and 
search the internet. I also have an email address. It’s been great 
to meet other people at the computer club, rather than being at 
home on my own.”

One of the areas where more learners reported success was social 
outcomes, with 35% stating it was easier to keep in touch with family 
and friends, 41% stating they felt more in touch with the modern world 
and 40% stating they could pursue their interests or hobbies online more 
easily. 14% also stated that they would find it easier to meet new people. 

From the follow-up telephone survey, the proportion of learners using 
the Internet daily matched the Student@home learners, although 
confidence and skills were lower. This may be as a result of fewer or 
more intermittent sessions, or a lack of one to one support in some 
settings. Digital Champion learners reported more activity in searching 
for or applying for jobs, particularly those learning in community centres, 
suggesting this  setting supports employability outcomes and can help 
some residents more easily meet their JSA claimant commitments.  

 
It would be useful to understand more about the benefits of peer 
to peer learning. This is an area that the community centre Digital 
Champion model could excel at, whereas the Student@home model 
has little opportunity for linking up learners. 
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The training has helped me a lot. I wasn’t 
that confident before and had never really 
used computers. Now I have a much better 
understanding and can use the internet to 
look for work.
A Digital Champion learner 
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Digital

Champions

The Digital Champions Scheme was very popular with volunteers 
themselves who reported high levels of satisfaction with the 
induction, online training and ongoing support they received from 
Hyde staff. 

Digital Champions are recruited primarily from amongst residents, 
but also the local community and some staff. Volunteers apply 
through an application form, give character references and are 
DBS checked if working in community centres. They are given 
access to Digital Unite’s online training through the Digital 
Champions networkand undertake a thorough induction delivered 
by Hyde staff. During this process, they are asked to identify their 
goals and commitment to the scheme. 

Examples of common goals from the Digital Champions were:
• To help develop their CV to help find employment
• To develop communication and confidence
• To support the local community
• To support their educational studies
• To improve their own digital skills

Last year Hyde recruited 65 Digital Champions

Those who participated in the Community Centre models were 
more satisfied with their experiences than those taking part in the 
matching scheme. Overall, 8 out of 10 Digital Champions gained 
confidence from participating in the scheme.

www.digitalchampionsnetwork.com



“Getting someone up and running is terrific.” 

“It is completely different for each digital champion. All my 
friends and family ask me how to use computers and I like 
that. I now help a group of really nice people who enjoy 
being helped. Its great showing new skills to people who 
like learning them. I enjoy communicating with people and 
it makes me feel warm that I am helping them.“

We had over

 to our weekly local  
‘digital drop-ins’

2,600  
visits

Managing Digital Champions is time consuming, 
and whilst the process adopted by Hyde 
demonstrates a strong commitment to offering 
quality volunteering opportunities, there may 
be ways to reduce the management burden 
whilst still offering a good service to residents. 
Focusing on expanding Digital Champions in 
Community Centres and other Hyde-managed 
spaces, and providing support through local 
teams could be a better way forward. 
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Martine’s story

Martine Ekango, 
35, is a Digital 
Champion for The 
Hyde Group. She 
came across the 
programme when 
she was using the 
computer facilities 
at Hyde’s local 
community centre in Brent to support her job searching. Now 
she helps 16 learners at the same centre every Tuesday with 
a range of tasks from handling a mouse and keyboard to 
sending emails and using Skype.

Martine said: “I’ve been off work due to health reasons and 
was keen to find a way to keep active and give something 
back to my community. Becoming a Digital Champion was the 
perfect way to do this. It’s so rewarding to see the way people 
change over time, becoming less afraid to try new things and 
being able to accomplish their own personal goals. One lady 
was so happy when I helped her to upload her CV and apply 
for a job online for the first time and it was a terrific feeling to 
know I’d made a difference.

“There are lots of great reasons to be a Digital Champion. It’s 
helped to improve my own confidence and self-esteem and 
has given me many opportunities to network and meet new 
people. There are lots of people out there who need support 
with being online and I hope Hyde will be able to introduce 
more sessions like mine for residents in the future.”

What

Case studies

Digital Champions
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Benefits to volunteers are often overlooked in evaluation 
processes, but Hyde Digital Champions have benefited 
from increased employability and social outcomes as part 
of the Hyde scheme with 7 out of 10 stating this had added 
experience or skills to their own CV and 8 out of 10 gaining 
benefits from social interactions.



Hyde ran access grants last year for  
job-seekers, sheltered schemes and  
digital champions, gifting 46 devices.  
This was alongside the promotion of 
affordable kit and connectivity offers  
to learners (via partner Tier1 and 
subsequently Happus).

Hyde residents working with a Hyde Plus 
employment advisor were eligible to apply 
for equipment through a bursary of up to 
£200 run by the jobs and training team. 
27 laptops or tablets, alongside dongles 
were supplied through this scheme during 
the year. A separate fund was available for 
sheltered scheme residents and volunteer 
digital champions to apply for a laptop for 
communal use - 19 refurbished laptops 
were awarded through this. Much of the 
application process covers information to 
enable Hyde to make an informed decision 
about the bursary but does not provide 
enough information to evaluate the impact.
 
Feedback suggests that the grants schemes 
are not widely promoted, which is most 
probably due to the limited funding available. 
However, if this is going to continue to form 
part of the Digital Inclusion strategy, it may 

be useful to draw up a clearer selection 
criteria, or if funds permit, to make it an open 
offer to residents that can be promoted in 
a fair and transparent process. Whether or 
not the scheme can be extended, further 
consideration should be given to how low 
cost access offers can be best promoted.

Responses from learners across the 
programme have indicated that, for those 
remaining offline, access remains the  
key barrier to confident and sustained 
internet use. It’s vital that tackling access, 
whether signposting 
or providing 
equipment directly, 
remain a part of 
any strategy to get 
people online.

However, follow up  
surveys did 
demonstrate that 
the majority of 
participants had 
some form of 
internet access at 
home after training 
(82% for student@

home learners and 67% for digital champion 
learners). This is in contrast to 25% of 
student@home learners who had internet 
access at home prior to training*. More 
research would need to be done with this 
group to understand if this was a result of 
programme’s impact.

*of those learners who stated they had no 
experience using computers or internet.

Access
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Our innovative, award-winning project 
The Money House uses a real flat to 
improve the financial management skills 
of young social housing tenants.

The Money House, which celebrated its first 
anniversary this year, uses a flat in south London 
to improve the financial confidence and literacy of 
social housing tenants aged 16 to 24. The project 
provides a week of interactive training on topics 
such as debt management and budgeting. 

In 2014–15 Hyde Plus delivered financial confidence 
training to 127 young people. When surveyed,  
99 per cent said they felt more financially confident. 

A study of 63 graduates of The Money House 
showed that they were 3 times less likely to be in 
high arrears (over £500) than those of the same age 
group who had not attended.

The Money House is funded by Big Lottery Fund and 
delivered in partnership with MyBnk and the Royal 
Borough of Greenwich.

Dayle’s story

Dayle was living in a mother and baby unit when she 
was referred for a course at The Money House. She 
was not confident about meeting new people and 
was worried that it would involve classroom training 
which, for her, had been a negative experience. 

Once she saw that the course was delivered in a real 
flat, she felt much more positive. During the course 
she learned the importance of prioritising bills and 
communicating with officials, and even discovered 
that she was paying for a TV licence she didn’t need! 

Dayle has now moved into social housing. She 
has found a job and has no rent arrears. She is so 
enthusiastic about The Money House that she has 
joined its governance board.

 

Increasing

Financial

Wellbeing
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2

3

4

Recommendations

The Hyde Getting Online 
Programme provides a range 
of support options that can be 
tailored to an individual’s needs. 
After training, the proportion 
of Internet users (daily, weekly 
or monthly use) rose to more 
than 80% for both schemes. 
The proportion of daily users 
increased to 37% for both 
schemes (less than a quarter of 
student@home learners reported 
daily use prior to training). A lack 
of confidence and costs were 
the main barriers for those who 
remained offline. 

Getting Online recommendations

A national baseline assessment of hyde residents who are offline 
should be developed or updated so Digital Inclusion initiatives 
can offer a coordinated service offer to residents who are digitally 
excluded through the Student@home and Digital Champion provision. 

Given the low levels of home internet access at the start of training, 
learners need to be better signposted to low cost offers for broadband/
mobile internet and devices once they have completed training.

DI service providers should explore better linkages with local Job 
Centre + to ensure learners are holistically supported as jobseekers 
and are able to meet their claimant commitments. 

The Digital Champions matching scheme should be phased out 
and Digital Champions embedded into local community centres or 
sheltered schemes to reduce management costs and improve service 
delivery and volunteers’ experience. 



Recommendations
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Getting Online recommendations (continued)

Equipment and access for Digital Champions to use with learners is  
an essential part of the scheme and should be identified at induction.

Learners need ongoing support to help them increase online transactions 
and Digital Inclusion programmes should be developed that support 
learners at each stage of their journey and continue to develop their skills. 
Signposting Student@home learners to local opportunities should be 
strengthened and offering Digital Champion learners IT guides to support 
their own development should also be considered.

Most of the learners were aware of the online services, but more 
needs to be done to promote confidence and use of these services. 
The Programme has the potential to generate other outcomes for 
Hyde, including financial gains to the business through channel shift, 
and increased resident satisfaction. 
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Both the Student@home and Digital Champion scheme 
provide much needed tailored support for residents to get 
online and gain basic digital skills. 

The Student@home scheme results in higher levels of skills 
and confidence for learners, the Digital Champions scheme 
delivers strong employability and social outcomes for both 
learners and volunteers.  

Overall, the packages of support through the Student@home 
and Digital Champions deliver positive outcomes leading to 
increased internet use amongst residents and increases in 
confidence using technology.

over 2,600 
visits to our Digital Drop-in  
sessions in 2014/15 

770 
Training sessions were delivered  
in 2014/15

494 
Hyde residents trained
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Conclusion

65 
Digital Champions recruited and trained

46 
Devices awarded to job seekers and 
sheltered schemes

7 
Hyde community centres were equipped 
with wifi and computers



The Hyde Group
Head Office
30 Park Street 
London SE1 9EQ
020 3207 2600
Web: hyde-housing.co.uk
Twitter (residents): @MyHydeHome
Twitter (corporate): @HydeHousing

Hyde Plus
0800 030 4424 
Email: hydeplus@hyde-housing.co.uk

If you are interested in viewing the full evaluation report  
please contact digichamps@hyde-housing.co.uk


