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1 Introduction

This report presents the findings from an independent evaluation of the Just ASK (Just
Access Services Know-how) project by Community Enterprise Engine.

The Just ASK project managed by Reaching People is all about assisting and meeting the
needs of Leicester’s residents in accessing essential information and services online, such
as through the NHS app, council services and government websites and, giving them the
confidence to access these services independently in the future, helping to make the
unreachable, reachable. It delivers through existing community organisations and volunteers.

The evaluation takes the form of a structured report providing evidence-based feedback on
the activities delivered, the outcomes achieved, and the lessons that can inform future
programme design. The structure of this report includes:

1. Introduction to project context and aims
2. Methodology and approach
3. Findings and analysis

4. Lessons learned and recommendations for future digital inclusion work

The overall purpose of this evaluation is to understand the effectiveness and impact of Just
ASK in supporting digitally excluded residents to improve their confidence, and skills. The
evaluation will combine quantitative analysis of participation and outcome data with
qualitative research exploring the lived experiences of those involved, including both
residents and participating community organisations.

Through this multi-method approach, the evaluation will answer key learning questions:
o What has worked well and what has not worked as intended?

e How useful and impactful has the project been for residents and organisations?

o What new needs, ideas, or opportunities have emerged through the delivery of the
project?

e What skills, behaviours, and organisational practices are likely to continue beyond the
life of the project?

The evaluation will therefore not only assess impact but also generate actionable insights to
strengthen digital inclusion efforts across Leicester, Leicestershire, and Rutland.



2 Background

2.1 About Reaching People

Reaching People is a well-established membership organisation that brings together over
30 charities, social enterprises, and local partners. The organisation’s mission is to promote
equality, reduce inequalities, and alleviate poverty by supporting collaboration, shared
learning, and collective advocacy across the voluntary, community, and social enterprise
(VCSE) sector.

2.2 About the Just ASK project

The Just ASK project is a digital literacy initiative designed to improve the conditions of life
for disadvantaged residents, particularly those experiencing poverty and exclusion, who are
accessing foodbanks and community support. Its overarching aims are:

e To prevent residents from falling into deeper poverty

e To support residents in accessing accurate essential information, support and
services

e To improve systems and infrastructure that underpin long-term support for vulnerable
groups

In today’s increasingly digital world, many essential services, from GP appointments and
housing applications to benefits access and energy tariff comparison, are only available
online. Just ASK provides face-to-face, one-to-one, and small-group digital support within
trusted community hubs such as foodbanks. The project helps residents navigate websites,
apps, and digital systems, while simultaneously building the capacity of frontline
organisations, staff, and volunteers to sustain this support beyond the project period.

The project’s planned outcomes include:

e Delivering services through the Emergency Food Partnership and other community
hubs (minimum 20 locations)

e Building the capacity of at least 15 organisations through staff and volunteer training

e Providing direct digital inclusion support to a minimum of 150 residents

Ultimately, Just ASK seeks to enhance residents’ digital resilience, supporting them to take
control of their lives, improve their health and well-being, giving them confidence to access
online services independently in future.



2.3 About Community Enterprise Engine

Community Enterprise Engine Ltd is a social enterprise that provides business advice to the
community sector and community advice to the business sector. The evaluation was
undertaken by one of our Directors, Tobias Gould, who is a trained researcher with a
diploma in market research from the Market Research Society.

3 Evaluation Design and Methodology

The evaluation used a multi-method design, combining review of existing secondary data
with targeted primary qualitative research. This approach enabled both breadth (through
quantitative evidence of reach and outcomes) and depth (through lived-experience
perspectives).

3.1 Review of Existing Data

Community Enterprise Engine reviewed all available project data and documentation
provided by Reaching People. This included:

e Project reports and monitoring summaries

¢ Quantitative data on the number of residents and organisations supported

e Evaluation forms completed by participants and trainees (approximately 77 forms
currently available)

The purpose of this review was to establish a clear, data-driven picture of activity delivery
and immediate outcomes. CEE will analyse the quantitative data to measure:

e The number and type of organisations supported (with breakdown by foodbank,
community hub, or other setting)

¢ The number of residents supported, disaggregated by age, gender, ethnicity, and
disability where available

e Levels of change in digital confidence and self-reported ability to access online
services

3.2 Primary Qualitative Research

To complement the quantitative data, Community Enterprise Engine conducted a programme
of qualitative depth interviews with:

e Staff and volunteers from participating organisations

e Residents who have received support through Just ASK

A sample of 4-6 organisations of the 20 that took part in the project were invited to take part
in the project, with a plan to interview 1 member of staff, 1 volunteer, and 2-6 residents that
took part. This approach provided 14 depth interviews. These interviews were guided by a
semi-structured discussion framework designed to explore:



e Participants’ experiences of the support received or delivered.

e Perceived improvements in digital confidence, financial control, and access to
services.

e Any ongoing skills, behaviours, or confidence that participants expect to maintain
post-project.

o What elements of delivery worked well and what could be improved.

e The wider organisational and community impact of the project.

Interviews were conducted using a flexible approach to minimise burden on voluntary
organisations. Depending on preference and capacity, interviews were carried out:

e Face-to-face during existing foodbank or hub sessions
e By telephone or online for convenience and accessibility

e In group settings for smaller hubs where joint reflection may be beneficial

For participants who spoke English as a second language, interviews were conducted
alongside staff or volunteers who already support them, to overcome language barriers and
ensure that participants’ voices are accurately represented.

4 Quota Sample

Community Enterprise Engine worked closely with Reaching People to identify a
representative quota sample of organisations and participants for interview, ensuring
diversity by geography, organisational type, and client group. Reaching People provided
introductions to these organisations to facilitate contact and build trust.

Most participating organisations had both food hubs and community centre services. One
was a food hub without developed support services. The participating organisations in the
qualitative research included:

Jamila’s Legacy - Community support

Community Food and Wellbeing Hub - Food and community support

Wesley Hall Community Centre - Food and community support

Alice Hawkins Community Projects - Food hub

Belgrave Neighbourhood Co-operative Housing Association - Food and community
support

Some participants represented more than one respondent type of staff, volunteer, and
resident. Some people had first accessed services as users and then become volunteers,
and some volunteers had become staff. In addition, these categories are further blurred in
that one participating food bank was staffed only by volunteers.



Overall 14 depth interviews were carried out. Using people’s main roles within the
organisation there were 11 staff/volunteers, and 3 people accessing services.

5 Data Collection Tools
The evaluation used the following tools and frameworks:

1. Discussion Guide — A semi-structured guide tailored for staff, volunteers, and
residents to ensure consistency while allowing open discussion

2. Consent Forms and Participant Information Sheets — Developed by Community
Enterprise Engine to ensure informed, voluntary, and GDPR-compliant participation

Reaching People also provided relevant data extracts from their Charity Log database, to
allow cross-tabulation of outcomes by demographic variables (e.g. age, gender, disability,
ethnicity) and organisational characteristics.

Data analysis was both quantitative and qualitative:

e Quantitative data (e.g. numbers supported, pre-/post-confidence levels) was
analysed descriptively to describe the character of the support, trends and levels of
reach

e Qualitative data (e.g. depth interviews and group discussions) analysed thematically
to identify patterns of experience, perceived benefits, and areas for improvement

6 Findings and analysis

6.1 Overview
This section contains an analysis of both quantitative and qualitative findings.

Overall, the Just ASK project successfully delivered targeted digital inclusion support to a
diverse group of residents experiencing poverty, exclusion, and barriers to accessing
essential services. The evaluation evidence demonstrates that the project met and exceeded
its core delivery aims, while generating important learning about how digital support works
best in different community settings.

Support needs were broad and practical, reflecting the realities of navigating an increasingly
digital society. The most common areas of support included:

Accessing the Joy App and community wellbeing activities
Navigating benefits systems such as Universal Credit

Using the NHS App to order prescriptions and manage appointments
Basic digital skills, email use, and online navigation

Housing, utilities, and financial administration



Many interactions involved high-stakes, everyday tasks where lack of digital access or
confidence would otherwise result in missed entitlements, delayed healthcare, increased
stress or social exclusion.

Feedback from staff and volunteers was consistently positive. The Just ASK training was
valued not only for its digital content but for its strong emphasis on listening, communication,
safeguarding, engaged and respectful support. Participants reported increased confidence to
respond to digital questions and to support residents safely and appropriately. For
experienced practitioners, the training reinforced good practice; for volunteers and newer
staff, it provided a clear and reassuring framework for action.

The evaluation found that context mattered significantly. Community hubs, classes, and
settings where people attended regularly enabled deeper, more sustained digital support. In
these environments, staff and volunteers were able to build relationships, revisit learning,
and support people through digital tasks over multiple sessions. This led to greater
confidence, independence, and uptake of skills such as NHS App use.

By contrast, foodbank-only models were more transactional, limiting opportunities for
extended digital support during core food provision. However, examples of effective
outreach-based support (such as doorstep delivery and informal assistance) demonstrated
that alternative delivery approaches can work even within these constraints.

It was recognised by staff, volunteers and residents that we live in an increasingly digital
world where work, accessing services and social inclusion depend on digital literacy. The
impacts of digital literacy support helped residents with outcomes around: accessing health
services more easily; managing benefits, housing and financial systems; reducing stress,
saving time, and avoiding missing deadlines and losing out; staying socially connected and
informed.

6.2 Quantitative findings

210 participants took part in the Just ASK project up until the official project end date of 30
September 2025. The support was provided by 21 food hubs and organisations from which
77 volunteers were recruited to assist with delivery. The sample of 210 participants were
diverse in terms of gender, ethnicity and disability.

PROJECT TARGETS Target ActualTD | % achieved
No. of organisations offering Just ASK 20 21 105.00%
No. of organisations with volunteers trained 15 15 100.00%
No. of residents supported* 150 210 140.00%
No. of volunteers trained




Two thirds of participants were female (66%) and in terms of ethnicity 27% were white
British, 26% Black/ Black British, and 15% Asian/ Asian British.

Ethnicity Frequency Percentage
White - British 57 27%
Black/Black British - Caribbean 54 26%
Asian/Asian British - Indian 31 15%
Other ethnic group 68 32%

Out of all the participants just under a half identified as disabled (44%). The ages of
participants ranged from 20 at the youngest to 86 at the oldest, showing that the project
worked with a broad span of adults. Most participants were older adults, with most
participants falling between their mid-60s and mid-70s.

Just ASK provided a wide range of support, with most of the activity centred around helping
residents use the Joy App (63 mentions, 30%, base =210), which accounted for the largest
share of support interactions. This reflects the project’s strong focus on enabling people to
access wellbeing activities, community opportunities, and local services digitally. Of the 63
mentions of Joy App support, most (48) were women. Similarly, most people receiving Joy
app support were older adults aged 68-76 (43 participants, 20%, Base 210). Support for the
joy app was also popular with Black, Black British participants (36) in comparison with White
British participants (23).



m General Digital Skills*
= Energy Debt

m Family/Social Media
m Banking/ Finance

m Housing

= Mental Health

m Physical Health

= Benefits

® Employment/Training

*General Digital skills include setting up new devices, loading apps, email set up/support & SIM
card set up

A significant area of work involved supporting people with their benefits (34 mentions, 16%,
base=210), including navigating Universal Credit, uploading evidence, and understanding
entitlements. Support with benefits was taken up more by White British participants (39%,
count 12, base=31) than other ethnic groups. This support was also equally accessed by
men (52%) and women (48%), which considering the larger female representation in the
sample, means it was a more important area of support for male participants.

The next most popular and needed areas of support were digital skills, physical health, and
family or social support, each representing 7% of mentions, and a key strand of the project’s
holistic approach. These areas demonstrate how the service helped people build confidence
with everyday digital tasks, manage their health online, and stay socially connected,
especially important for individuals facing isolation, language barriers, or low digital literacy.

In addition, the project provided targeted assistance with housing issues, such as online
applications and accessing local authority systems, and helped people manage utility bills,
including switching providers or dealing with billing queries. Support for mental health
featured meaningfully within the project, with staff and volunteers helping residents access
online mental health tools and referral pathways. A smaller but important proportion of
interactions involved employment support, budgeting advice, debt queries, energy debt, and
securing small grants, reflecting the wider financial and wellbeing challenges that residents
faced.

Alongside this, a substantial number of sessions fell into the “Other” category (16%). The
“other subjects” supported through the Just ASK project shows the depth and breadth of
real-world digital help that residents need to access essential services and participate more
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fully in everyday life. Much of the support focused on helping people complete and manage
online Universal Credit applications, upload evidence, transition from Housing Benefit, track
council tax, and stay on top of important messages, all tasks that many residents required
support with. A large proportion of help also centred on healthcare access, including setting
up and navigating the NHS app, booking GP appointments, following digital links sent by
surgeries, and finding reliable health and wellbeing resources. People were guided through
online housing processes such as LCC applications, home swaps, bus passes, and waste
services, while others received help with immigration checks, asylum-related tasks, and
understanding official information.

The project also provided a great deal of practical, confidence-building digital literacy
support: setting up new smartphones, transferring SIM cards, creating and using email
accounts, reading emails, taking and uploading photographs, learning how to stay safe
online, and using tools like Google Translate. Participants were supported to search for jobs,
update CVs, complete online job applications, compare utility prices, shop for groceries
online, bank digitally, and find local food banks. Many residents received help to connect
socially, downloading Facebook, messaging family abroad, or accessing community apps
such as Love Clean Streets. The team also guided people to mental health resources,
including self-referrals to Vita Minds and navigating the NHS app for emotional support. For
others, support involved joining clubs, online classes, and community activities to reduce
isolation.

Across all these tasks, the project played a vital role in bridging digital gaps, enabling
residents, many with low confidence, limited English, or very little experience with
technology, to manage their lives online, access rights and entitlements, and participate
more fully in their community.

7 Evaluation of Training

Both staff and volunteers from food hubs and community hubs participated in the training
and many completed evaluation forms. Some organisations came to Reaching People to
take part in the training, and sometimes the trainers visited the community venues to provide
the training there.

All participants were positive about the training, both in the evaluation forms and the depth
interviews. Some participants were pleased to find that a session on ‘digital’ contained so
much ‘human’ information around the best ways to listen and to help. For experienced
attendees with medical, social work, and community work backgrounds this reaffirmed good
practice on how to engage with people accessing their services. For volunteers and new
staff, it provided a great overview of how to listen and cue into people’s learning styles.
Comments on evaluation forms included:

“Recognising signs of different communication styles.”

“How to put it into practice when somebody asks for advice/information
signposting them correctly and helping them to register.”
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“How support people can help in certain situations, accountable situations and
basic behaviours”

All participants reported that the training had been helpful and valuable for their roles in
community and food hubs. They found the information in the sessions and in a booklet
handout about how to stay safe online really useful:

“The whole 2 sessions, but the websites where to get information will be
extremely helpful.”

“..apps we didn't know about...”

“Staying safe online has been most helpful and is important as well...cyber-
attack, website chat, scam.”

“Booklet was useful staying safe online.”
“Various potential means to protect from scamming.”
“What to look for when viewing websites.”

“I have learnt how to safely access digital services well and how to effectively
communicate online with others”

The training sessions also challenged staff and volunteers to follow high levels of good
practice around how to listen and engage with vulnerable people. Many participants
understood how difficult it was to deliver and maintain high standards of engagement:

“The activity on listening, that was a bit challenging but highlighted why listening
is important.”

“Everyday life challenges supporting people and help in future everything is
becoming digital in the world and media is everywhere.”

It was challenging for trainees to reflect on the fast pace of technological change, how
access to mainstream services have shifted to online portals, and platforms, and how
increasingly everything felt like it was going digital. These reflections led one participant to
observe we “need more classes like this,” in their evaluation form.

8 Qualitative Findings

This section presents findings from the depth interviews conducted with delivery partners
and participants involved in the Just ASK Project. The analysis explores participants’
perceptions of the training, how skills and approaches were used in practice, the impact of
providing digital advice and applying the Just ASK ethos, and reflections on how the project
could be strengthened to better support vulnerable people in a rapidly changing digital
environment.
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All participating organisations reported finding the Just ASK training useful and valuable.
Organisations that provided both food and support reported being able to use what they had
learnt on the Just ASK project. One organisation provided digital inclusion courses for their
service users and put their Just ASK learning to good use; two only used what they had
learnt when digital skills came up organically with service users; and one organisation was a
food hub only, and did not have many opportunities to provide support during the core
provision of the food collection. Some participants were keen to receive more Just ASK
training and felt this could be rolled out further to other community settings such as libraries
and schools.

8.1 What participants thought about the training

Overall, the training was viewed positively and described as practical, confidence-building,
and grounded in real community experience. Participants consistently highlighted that the
training went beyond technical digital skills and focused on how to support people in a
respectful, human way.

“That it's (the training) very useful because people can access to the
important websites especially the government website and some of the
online shopping which is saving the pound for them and saving the money.
I'm helping them to analyse the, what is that reliable website that (they
should be accessing) and how to prevent themselves from the scam or the
fraud website.” Volunteer, Jamila’s Legacy

Rather than being seen as “IT training”, participants described it as equipping them with the
confidence, language, and permission to help people navigate digital systems safely. For
more experienced staff and volunteers, the training was seen as reaffirming good practice;
for newer volunteers, it provided a clear framework for responding to digital queries
appropriately and safely.

“So, and | was really pleasantly surprised. | was on there expecting to learn
about using IT with people that come into the centre, which we do, but there
was so much more learning about communication. Communication styles,
how to engage with customers that come in, you know, about being passive
aggressive people or different kinds of behaviours that you have.” Staff,
Wesley Hall Community Centre

There was a strong appetite for more training of this kind. Participants noted that digital
systems, apps, and online processes change rapidly, meaning that one-off training is not
sufficient. Many expressed a desire for refresher sessions, follow-on workshops, and simple
resources that could be revisited over time.

8.2 What worked well with the Just ASK Project

The extent to which participants were able to apply the training varied significantly depending
on the delivery context.
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In settings where contact with service users was brief or transactional, such as foodbank-
only models, there were limited opportunities to put the training into practice. In these
environments, people often came to collect food and leave quickly, leaving little space for in-
depth digital support. In contrast, in settings where volunteers worked side by side with
people accessing services, responding to their needs over time, more in depth support was
possible.

“In Loughborough, we are there every week, and every week there's a
problem or a question to do with the same thing, so we go through it over
and over again to make sure they get it. So for example for Leicester City
Council they do the household support fund and they do that via email or by
post or by text, and so for some of them, and obviously they choose how
they want it, but for some of them, they've never had an email in their life.”
Staff, Community Food and Wellbeing Hub

“I think because 3 or 4 of us that took the course are actual (volunteer)
leaders so we have to lead on a Friday and Saturday. So sometimes we
don't have the time or space. It's very quick hello. | probably talk to
everybody but it's I'm not really having a conversation.” Volunteer, Alice
Hawkins Community Project

Delivery of food parcels still provided an opportunity to provide digital support. In the case of
one volunteer driver, helped service users on their doorstep with mobile phone use, including
the use of translation apps, suggesting that outreach-based digital support is possible.

One participant from a food hub with a background in education was actively involved in
creating short videos explaining how to access local authority and NHS support, with
potential to expand this approach. In addition, a volunteer from the same food hub had
developed a recipe app, enabling users to view recipes based on common food parcel
ingredients (e.g. tinned carrots, parsnips) in multiple languages. This app appeared fully
developed and represented a useful new asset for digital engagement.

“The husband of one of our volunteers has set this up for us (shows the
interviewer and app). We've just recently added, added chickpeas red lentils
and tinned carrots, we have hundreds and hundreds of tins of tinned carrots
and people turn up their noses, but actually you can do a lot with tinned
carrots, and so we've created one (a recipe) for tinned carrots, so you know
there's lots of different recipes. ‘Herby Savoury Carrots’ for example. So
we're trying to use technology that we have instead of printing out reems and
reams of paper.” Volunteer Leader, Alice Hawkins Projects, Food Hub

In contrast, community hubs, classes, and settings where people attended regularly enabled
far greater use of the skills and approaches learned. In these contexts, staff and volunteers
were able to build relationships, offer hands-on support, and support people through digital
tasks over multiple sessions.

“I've got a lanyard around my neck saying ‘Just ASK - Just ASK me if you
want to know. So if they want to know anything, like, we'll ask them: “how
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are you doing? Can you do your prescriptions or anything” and we'll show
them how to do it, or get our phones out, and we'll show them.” Volunteer,
Community Food and Wellbeing Hub

Participants reported the most consistent use of skills around common, repeatable digital
tasks, including:

using the NHS app and ordering prescriptions
accessing email and rebooking appointments
joining online meetings or classes

basic online navigation and confidence-building

Helping people access the NHS app for ordering repeat prescriptions and book
appointments was reported widely, and a main outcome of the Just ASK project. Staff and
volunteers would show service users how to do it using their own phone.

“When we were using the NHS App, that was quite eye opening, including for
people of (different ages). We found that it wasn't necessarily age specific.
And actually a learning for everyone was “Don't assume just because
somebody is a bit younger that they automatically know.” Somebody was
chatting about getting their repeat prescription, anyway and honestly it was
like one of those blow your mind moments. So actually part of the reason we
were supporting people being able to go on the NHS app was so that we
could show them how to do a repeat prescription and we did, and like and
she was like “Oh my word,” she was then going to go and tell her friends.
And she said next time you're doing a digital up skilling, I'm going to tell more
people “cause I didn't know.”” Staff, Community Food and Wellbeing Hub

“Its very useful for them because, ah you know, that NHS App doing the
different station on the doctor appointment. Some of the ladies, you know,
before they didn't know that you have to book that appointment through
online, they have to go to the GP directly. So it's a waste of time. It's a waste
of money, and also like a lot of time spending for them, but when they, when
they joined in the Just ASK Project with me, which | provide last time, it is
helping them to save the time and money by just booking the online you
know.” Staff, Jamila’s Legacy

For some of the beneficiaries, getting their NHS app set up was not simple as emails and
NHS numbers were not known. These residents required greater support to get them set up.

Several interviewees described actively adopting the “Just ASK” ethos by explicitly inviting
people to seek help with digital tasks. This approach helped normalise asking for support
and reduced feelings of embarrassment or shame among service users.

Staff from Wesley Hall Community Centre helped people access services, claiming benefits
and completing CVs. They reported that the language barriers of their service users made
them very vulnerable to misunderstanding, and misrepresentation.
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“Basically most of the people who walk into the community centre, again they
have they, have language barrier there. There will be much issues of the
bigger language and | can give you ... language barrier and basic IT, lack of
basic IT skills. They contact, they can't do their own CV, they can't do their
job search. So we connect job search, CV building workshops every 15 days
... I can literally say we have documented multiple cases of job outcomes. In
fact now they can do this on their own and they can include some points in
their CV and it was like a very impressive the way they utilised different
workshops which we conducted on job search and CV...” Staff, Wesley Hall
Community Centre

“So | do some CVs and had a lady coming last week, because the Job
Centre makes them take in a CV. And she just sat there. She doesn't know
what a CV is. So | make the CV for her (with her). | have to explain what it is.
She cannot read the CV, but she still has to take one back to the Job Centre
and | think the problem people have ... they feel embarrassed about not
being able to respond in English. So they will nod their heads and just say
yes.” Staff, Wesley Hall Community Centre

A number of barriers limited the use of skills, even where motivation was high. These
included language barriers, low literacy, lack of access to appropriate devices, and people
agreeing they understood when they did not. On occasion technology was also a solution to
language barriers.

“They didn’t know that you can have Chat GPT in, you can have it in like, the
voice recording thing, you know, that you can do it in different languages and
they'll give you (the results) in that same language. So for instance if they
want to in Punjabi, they can have it in Punjabi. Or in Gujarati, and they were
a bit surprised that you know this works, and it just works just like Google,
you know. They could like talk to them, to the GPT chat. They were, quite,
you know, there’re were amazed by it.” Staff, Belgrave Neighbourhood Co-
operative Housing Association

These challenges often required additional time, creativity, and tailored approaches beyond
the scope of a single training session.

9 The impact of applying the Just ASK ethos

The provision of digital advice through the Just ASK Project had a clear and meaningful
impact on both participants and service users.

Residents from the Communities Food and Wellbeing Hub, had a wide variety of ability and
interest in using digital tools to access services. While most had smart phones, some older
residents who loved their phones were accessing recipes on TikTok with the aid of their
grandchildren, while some were very keen to do things the old-fashioned way such as
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booking trips through an agent face to face. Even for the luddite/technophobes, IT/online
information was still used to gauge the ‘market price’ before booking with the agent.

“I'm on WhatsApp, I'm on Facebook, and the grandkids put me in TikTok. |
like to go and TikTok. I love to watch the cooking, because | like cooking. |
love cooking ... | follow a gentleman (he) was doing a cake and | said oh
food that looks lovely | might try it and | did try it.” Resident, Communities
Food & Wellbeing Hub

“That's very good for you (tech/online/iPads), but | do the longer way. |
make a call and find out from the people. For me that is quite easy and

straight forward. For me | find its much easier to make a phone call. And
plan. And | maybe go the hard way. | don't like booking, learning to book
things online.” Resident, Communities Food & Wellbeing Hub

Access to the NHS app emerged as a particularly significant outcome. Participants described
moments where people were able to order prescriptions, view appointments, or access
records independently for the first time. These moments were often described as
transformative, saving time, reducing stress, and increasing confidence.

Beyond individual tasks, digital support helped people navigate essential systems linked to
health, benefits, housing, and financial support. Participants highlighted how timely digital
assistance prevented people from missing out on entitlements or becoming further excluded
due to deadlines, complex forms, or online-only processes.

“Its about knowing where to look, and where to look in a safe place as well,
and how to use it ... For those, again, especially for the Leicester City cohort
of our guests. It was it was being able to share the link for the Household
Support Fund. And that was really important because there were certain
dates, that they happen in the city, and if you missed that date, you've
missed it. So what we found was that that when we showed people where it
was. And then really it's got to be done online, as in through their (mobile)
phone and say put aside 45 minutes for doing it, to be with somebody who,
with somebody who knows how to use it. And so many actually, who would
never have known it was even in existence, found that they receive the
voucher and whatnot to help them with heating and food ....” Staff,
Communities Food and Wellbeing Hub

“The gentleman had paid 9 years’ worth of National Insurance contributions
and was one year short. So, he didn't understand that he had actually made
the payment ‘cause he didn't speak English..... so, this person is gone from
living in, you know, ...poverty... no income ... to having a state pensions
and pension credit, (the) housing benefit application should go through. So,
you know, | mean, it's, it's a life changing experience for this gentleman ...but
this man cannot do it on his own. He absolutely needs help. | mean, he
would have to improve his English, learn how to use computers, understand
the system a little better (to solve a complex pension problem) ‘cause he just
never.” Staff, Wesley Hall Community Centre



Online safety was consistently identified as a critical aspect of the project’s impact.
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Participants expressed concern about scams, misinformation, and people agreeing to things
they did not fully understand. The training helped staff and volunteers feel more confident in
supporting people to engage online safely, particularly those who were older, had English as

a second language, or were otherwise vulnerable.

“They share data. You could get them to sign anything, some people, you
know. They just don't know what they're signing. Why sign in it? | mean, how
many people coming into here and they don't know what they're enrolled
onto or why/what that form is or what the purpose is, and you can you try and
explain it, but they're gonna sign anyway.” Staff, Wesley Hall Community
Centre

“You have to be very alert and know people will do those type of things. And
the bank of course will never call me and ask me things like that. And if
anybody called on my phone, if I'm not used to the number, | would not
answer” Resident, Communities Food & Wellbeing Hub

“It has helped me a lot, as | said it has helped me quite a lot because then
you know there there's a lot of scammers out there, and you just gotta be
careful with them, and they come so smooth, and um the things they say you
believe them if you're not careful and you don't have the training.” Resident,
Communities Food & Wellbeing Hub

“I'm helping them to analyse the what is that reliable website that is should
be accessing and how to prevent themselves from the scam or the fraud
website.” Staff, Jamila’s Legacy

“So many you've been bumped with, so many different things popping up on
your phone that sometimes you don't know what is truth, especially at this
time you get a lot of texts coming up saying about money, and it's free, and
you win this, and just click this link and it would take you to ... so you've
gotta be careful because they are fake and they’re false” Staff, Belgrave
Neighbourhood Co-operative Housing Association

Importantly, the “Just ASK” ethos played a key role in reducing shame and increasing trust.

In trusted community settings, people felt more comfortable admitting they were struggling

with digital tasks and more willing to try again with support. This shift in help-seeking
behaviour was seen as a key outcome in its own right.

10 What could be improved in future versions of the project?

Participants identified several ways the Just ASK Project could be strengthened in future.
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There was strong support for a more staged or tiered approach to digital learning,
recognising that people start at very different levels and need opportunities to revisit and
refresh skills. Short, repeatable modules were seen as more appropriate than one-off training
sessions.

“..they can't take it all in one go ... it's breaking it down into the stages ... so
we could have a future version of the project make sure that we kind of
assess what level people are at and then on a range of kind of tailored
course for these different levels.” Staff, Communities Food & Wellbeing Hub

“I think that it (Just ASK) is very broad, to all age of people, all group of
people. If Just ASK Project could design like, specifically for the illiterate
people. It would be helpful because, like | said, that some people they don't
know how to write or read so it's difficult for them to access to the
government website or food bank or any online shopping...” Belgrave
Neighbourhood Co-operative Housing Association

Participants also emphasised the need for simple, step-by-step resources for high-stakes
digital tasks such as the NHS app, online banking, and verifying legitimate websites.
Resources that use plain English, visuals, and minimal text were seen as particularly
important for people with low literacy or English as a second language.

Some interviewees felt that volunteers should not be expected to act as digital experts in all
situations. They suggested clearer escalation routes and access to specialist/expert digital
support for complex or high-risk issues, such as financial security or suspected scams.

“"Were not the experts (digital), cos we are not, but we can help with some of
the straightforward things ... actually bringing experts in who actually then
link them with, but the right expert for the right thing.” Staff, Communities
Food & Wellbeing Hub

“I haven't given a tip, | only do what | know” Staff, Belgrave Neighbourhood
Co-operative Housing Association

“This is very, very big thing, like Al apps is not easy. once you know how, it
is. It needs a very, very soft. ... So, there is needed training. It's like when
you are using it all the time, rather than just have one training and that's, it
won’t work.” Belgrave Neighbourhood Co-operative Housing Association

There was also recognition that certain groups face compounded barriers and would benefit
from tailored support, including people with low literacy, learning disabilities, older people,
and ESOL communities. Addressing device access, through loan schemes or referrals to
refurbished device programmes, was also identified as a priority.

“They could be like | said earlier, that. Little bit we have a training, we should
exactly know what is the step by step, how to download the NHS app. | have
to download this finance stuff, apps and all to use them. If there is a step-by-
step written stuff there and we can use that, is so simple and easy for us.
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And an easy to explain, other reasonable simply simple steps there.” Staff,
Belgrave Neighbourhood Co-operative Housing Association

“Like | said, most of them ..., they don't read or write, and they're all you
know, the old fashioned, you know. So, it's difficult for them to choose the
modern function. So, | had to be really really careful in how | design my
presentation. That's why | said that | designed the presentation for the group
of household woman only, so that (it is) easy for them to understand (with
lots of pictures)....like | said in the training | said that some of the ADHD or
autism people they have different level ...” Volunteer, Jamila’s Legacy

Finally, participants reflected that foodbank-only models may require adapted delivery
approaches, such as digital drop-ins, appointment slots, or outreach-based support, to make
digital advice feasible alongside essential food provision.

11 Conclusion

The Just ASK project has successfully met its targets in bridging the digital divide for
Leicester’s most vulnerable residents. By integrating digital support into trusted community
spaces, the project moved beyond simple IT training to enable essential, life-changing
interventions.

Just ASK has exceeded its targets, supporting 210 residents, reaching 140% of its initial
target. It also engaged 21 organisations, surpassing the goal of 20. Through the training of
77 volunteers and staff across 15 organisations, the project has embedded digital inclusion
skills within the local VCSE sector, ensuring support can continue beyond the project’s
lifespan. Many organisations stated they were going to carry on giving digital tips to the
people accessing their services.

Just ASK has moved from "transactional" help to "transformational" outcomes. Residents
gained the independence to manage their own healthcare via the NHS App, navigate the
complexities of Universal Credit, and secure financial entitlements like the Household
Support Fund. The project has also reinforced online safety for vulnerable people, keeping
from of mind to identify and avoid online scams, providing a vital layer of protection for older
and ESOL (English as a Second Language) participants.

This evaluation of the project highlights that context is critical for digital inclusion. While
foodbank-only models faced challenges due to the transactional nature of their service,
community hubs that fostered long-term relationships allowed for the repeated, hands-on
support necessary for building true digital resilience. The Just ASK ethos proved highly
effective in reducing the shame and embarrassment often associated with low digital literacy,
creating a culture where seeking help is normalised. It's ok to Just ASK.

12 Future Directions

To build on this foundation built by the Just ASK project, future versions of the project should
consider:
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o Developing staged modules to cater to different ability levels, particularly for
participants with low English language skills or highly excluded groups.

e Providing access to a digital expert for resolving ongoing queries and new digital
software developments

e Providing clear routes for volunteers to escalate complex issues, such as high-stakes
financial or legal digital tasks, to experts.

e Creating simplified, step-by-step guides with minimal text to better serve residents
with language or literacy barriers.

Some organisations were also interested in further partnerships with Reaching People to
create funded digital activities within their projects.
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13 Appendices
The appendices below include:

The discussion guide

The participant information sheet

The participant consent form

Example text to invite participating organisations to take part

o=
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Just ASK - Discussion Guide

Research objectives: To understand the experiences and impact of the Just ASK project
from the perspectives of the people involved: residents, volunteers, and staff.

e |ntroduction and Welcome
e Experience of the Just ASK Project
e Skills and Confidence

o Improved digital confidence and skills.

e |mpact and Outcomes
o Improved financial outcomes (e.g. reduced costs, increased income).
o Positive changes in health, well-being, or employability.
o Organisational learning and sustained capacity beyond the project.

e Challenges and Barriers

e What Worked Well

e What Could Be Improved

e The future

e Case study additional questions

e Closing, Anything else, Thank you
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Participant Information Sheet

Independent Evaluation of the Just ASK Project

You are invited to take part in a conversation about the ‘Just ASK’ project.
Before you decide, please take time to read this information carefully.
If you need help understanding it, please ask someone to explain it or translate it for you.

What is the Just ASK project?

The Just ASK project helps people in Leicester learn how to use
the internet and digital tools with confidence. It supports residents
who might use foodbanks or community hubs to:

e Access services such as GP appointments, housing
applications and benefits.

e Find reliable information online.

e Build digital skills to save money, manage bills, and
improve well-being.

The project is run by Reaching People, a network of local charities
and community organisations.
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What is this evaluation about?

Reaching People has asked Community Enterprise Engine (an
independent organisation) to carry out an evaluation of Just ASK.

The purpose of the evaluation is to:

e Find out how useful Just ASK has been for residents
and community organisations.

e |earn what worked well and what could be improved.

e Understand what new skills or habits people will
continue to use in the future.

Your experiences and opinions will help improve future projects
that support people to get online and access services.

Why have | been asked to take part?

You have been invited because you are involved in the Just ASK
project — either as a:

e Resident who received support,

e Volunteer, or

e Staff member from a participating organisation.

You can share your experience of what it was like to take part, how
helpful the support was, and what difference it made to you or your
community.
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Do | have to take part?

No. Taking part is your choice.

If you decide to take part, you can stop at any time without giving
a reason.

If you choose not to take part, this will not affect any help or
support you receive from Just ASK or any partner organisation.
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What will happen if | take part?

If you agree, you will be invited to have a short, friendly
conversation with a member of the Community Enterprise Engine
evaluation team.

This might happen:

e In person, at your community hub or foodbank,

e On the phone, or

e Online (for example by video call).

The conversation will take about 10-30 minutes.
You will be asked simple questions about:

e Your experience of Just ASK,

e What you found most useful,

e Any challenges or things that could be improved, and

e What you have learned or will keep doing in the future.

You can bring a friend, volunteer, or staff member with you if that
helps you feel comfortable.

If English is not your first language, a volunteer or staff member
can help translate.
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Will my answers be kept private?

Yes. Everything you say will be treated as confidential.

Your name will not be used in the report unless you agree that we
can include it.

We may use short quotes from what you say, but these will not
identify you unless you have given permission.

All information will be stored safely and securely by Community
Enterprise Engine in line with UK GDPR data protection laws.

How will my information be used?

Your answers will be combined with other people’s feedback to
write a short report for Reaching People.
The report will describe:

e What the Just ASK project achieved,

e What impact it made for residents and community
organisations, and

e Ideas for future projects.

You will not be identified personally in the report unless you have
said you are happy for your name or story to be included.

How long will my information be kept?

The information will be stored securely for up to 10 years, as part
of the evaluation records.

It will only be used for research and learning purposes linked to
this project.
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Will | be paid for taking part?

No payment is offered for taking part, but your time and experience
are very much appreciated.

Your feedback will help shape better digital support for others in
the community.

Who is doing this evaluation?

The evaluation is being done by:
Community Enterprise Engine
on behalf of
Reaching People

Evaluator contact:
Tobias Gould

@ Email: tobias@communityenterpriseengine.co.uk
. Telephone: 07875 66 97 99

You can contact Tobias if you have questions or want more
information about the evaluation.




Consent form for Participants

| would like to take part in the Just ASK evaluation. | have read the
participant information sheet and understand what is involved in taking
part.

) I would like my responses to be anonymous
1 I am happy to be used as an anonymous case study
1 1 am happy for my image to be used for a case study

1 1 am happy for my name to be used alongside the case study, to
celebrate my involvement and/or show me as an opinion leader

Print name

Signed

Dated

29
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Example invite text

Email title: Independent Evaluation of Just ASK
Hello

Thanks for being part of the Just ASK project. We really appreciate the amazing work you
have done on this project to make it a great success.

Please can we introduce you to Tobias, from Community Enterprise Engine Ltd, copied in,
who is going to do our independent evaluation of the Just ASK project.

Tobias would like to talk to you to let you know more about the evaluation, and find the best
way of involving you in this stage of the project. He would be interested in doing some short
interviews/conversations with staff, volunteers and residents. Please could you reply to
Tobias to set up a time to meet to discuss the evaluation and what is involved?

Tobias can share more information about how the evaluation works, what's involved, and
share participant information sheets and consent forms to help with asking staff, volunteers

and residents to take part.

Many thanks for your help with this essential stage of the project that helps us communicate
with the funders and attract more funding for this type of project.

Many thanks

Speak soon



