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Project Name  
and Summary 

Mi Wifi 
This pilot tested the viability of lending tablets with mobile internet access, as a way of reducing 
digital exclusion in the capital. 
Beneficiaries of the pilot included Londoners over the age of 55, Londoners in receipt of 
benefits, and disabled or housebound Londoners. 
The pilot demonstrated the need and the benefits of allowing Londoners to access online 
services at no cost to them. It proved – among other things – that 

- It is possible to loan technology through libraries 
- those with no access to the internet would get online and stay online, given the chance and 

the support to do so 
- numerous benefits can come from routinely making this technology available through 

libraries, particularly in increasing digital literacy, reducing isolation, keeping people active 
and engaged with each other and their communities. 
 

Borough / Organisation Name London Borough of Lewisham 

GLA Project Manager Siobhán McKenna, Communities & Social Policy Unit 

Manager completing the self-evaluation Antonio Rizzo, Service Manager 

Total GLA funding for project £50,000 

Total lifetime cost of project £50,000 

Other public / private investment     --    

Actual Project start date 01/04/2017 

Actual Project end date 31/03/2018 

 

 

Mi Wifi 
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Lewisham 
Library and Information Service 
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1.0 Executive Summary 
1.1 Can you imagine walking into a public library and being offered an iPad, with internet access, that 

you can borrow just like you would borrow a book? Imagine receiving free training so you know 
how to make the most of the device while you’re at home or on the move. Well, the Mayor of 
London and the Lewisham Library and Information Services have made this possible through the 
innovative Mi Wifi project. 
 

1.2 This pilot, the first of its kind in London, tested the viability of lending tablets with mobile internet 
access, as a way of reducing digital exclusion in the capital. Beneficiaries of this pilot included 
Londoners over the age of 55, those in receipt of benefits, or disabled or housebound Londoners. 
 

1.3 Alongside the lending of the tablets, basic digital skills training was delivered to ensure people 
were successful in not only, getting online but staying online too.  
 

1.4 A priority of the pilot was also to explore the upskilling of community groups so that they can 
better serve their communities with greater efficiency and value for money. 
 

1.5 Individual  
The pilot reached 239 people who used 50 of the 70 iPads over six months.  

 They were predominately older Londoners.  

 They all said they benefited from the programme and would recommend it to friends and 
family.  

 Over 46% said they would consider buying their own devices.  

 While 77% said they found the training they had received was useful 

 almost 30% felt they needed more training. 
 

1.6 Community Groups  
The other 20 iPads were given to our community partners who used them to deliver dozens of 
events and activities in the community. They also lent them to over 40 individuals in their 
networks. 
 

1.7 The pilot demonstrated that 

 Libraries can and indeed should, be access points for technology lending and training, 
working as gateways and connectors between Londoners and online resources. 

 Library staff and community partners can, and do, play an important role to support this as 
enablers, providing the technology and the confidence in using it. 

 Cost is a factor.  
- Londoners who participated in the pilot reported that they would never have 

considered using an iPad to access services before borrowing it.  
- They would have normally relied on family and friends or council services, accessing 

sources of information through telephone or in person.  
- Some would still not be able to afford an internet connection or a web enabled 

device, and would benefit from this service from a library. 

 Misconceptions exist in relation to technology. While technology is ubiquitous, some 
Londoners are still oblivious to the possibility that online services can offer. The pilot 
brought some of the possibilities to the attention of the participants who, among other 
things, learned about banking, shopping, opportunities to reminisce, to communicate, to 
keep active and healthy. 
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1.8 While the pilot has had issues, as staff and technology were being adapted to function for the 
benefits of participants, there is no doubt about the value of the principles that the pilot tested. 
Londoners need to have free opportunities to access 

 the technology to independently interact with online services. 

 the training and support to make sure they become and remain confident users of the 
technology. 
 

1.9 The concepts above deserve further study, possibly through a phase two of the project, which 
could focus on a wider recipient base, including young people. 
 
 

2.0 Introduction 
2.1 The Lewisham Library and Information Service has had an interest in, and a history of, successfully 

delivering collaborative projects which are of benefit to community members. The borough was 
also an early adopter and promoter of digital literacy. Libraries in Lewisham have continuously 
delivered basic digital skills training since 1996. 
 

2.2 Lewisham sees its library service as “the interface between the council and local residents, 
particularly in relation to the ‘digital by default’ agenda”. As such, libraries support the 
eAdmission process for primary schools’ entrants, the Registrar, the parking permit distribution, 
Freedom Pass renewals, and are active with the implementation of new the Universal Credit 
system.  
 

2.3 Lewisham is an inner London borough, with a rapidly growing population. It is a place of transit – 
with populations who settle but then move on to other parts of the Capital or the country. So, 
35% of the population were born abroad, while over 38% are new migrants who have a particular 
need of support in their transitional phase. Demand for support for children and young people is 
high. Still, there is a large and growing group of older residents who require support, including in 
accessing online services. 
 

2.4 As is typical in most inner-city boroughs, Lewisham has pockets of severe deprivation, these 
include poverty, low digital literacy and poor access to IT, 

 Youth Unemployment (claimant) rate 18-24 is higher than London average 

 The proportion of the working-age population who claim out-of-work benefits is higher 
than London average 

 17% of working-age people have a disability  

 18% of children live in out-of-work households 

 6% of working age people have no qualifications 

 6% of people are unemployed 

 38% are new migrants 

 Digital Exclusion rate of 6.7%1 
 

2.5 In this context, the Mi Wifi pilot offered to test 

 how effective lending Wi-Fi-enabled iPads through libraries or community centres could be 

 whether lending iPads helped reduce digital exclusion among specific groups of residents, 
i.e. older people, disadvantaged people, those with a disability, and community groups, 

 whether the iPads borrowers would get and stay online, 

 whether community groups could benefit from iPads to serve their communities more 
effectively and efficiently. 

  

                                                           
1 https://www.ons.gov.uk/businessindustryandtrade/itandinternetindustry/datasets/internetusers/current 

https://www.ons.gov.uk/businessindustryandtrade/itandinternetindustry/datasets/internetusers/current
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3.0 Project Background, Context and Rationale 
3.1 Digital inclusion is more than just getting people online, it is about transforming lives, particularly 

for those groups most at risk of being and staying excluded. In 2016, 6% of London households did 
not have access to the internet, 7.2% of Londoners had ‘never used the internet’ and 16% did not 
have basic digital skills. There is no single reason for people being digitally excluded but the main 
recurring themes include: 

 A lack of interest in the internet & digital (59%), 

 A belief in a lack of skills to go online (21%), and 

 The cost of equipment (9%).2 
 

3.2 This project addressed these barriers through the provision of a wifi enabled tablet, borrowed 
from a local library or community centre. Participants also accessed basic digital skills support to 
learn how to get online and benefited from the opportunity to stay online. 
 

3.3 This project targeted groups with high digital exclusion rates across the London borough of 
Lewisham, which has high rates of digital exclusion, including older Londoners (+55); Londoners 
from disadvantaged backgrounds (in social housing, in receipt of benefits or entitled to Job 
Seekers Allowance or Free School Meals) and disabled Londoners (especially those who are 
housebound).  
 

3.4 But it is not just individuals who are offline and not benefiting from digital access; 23% of small 
businesses and 58% of charities/community groups lack basic digital skills which will help them 
thrive.3 As such, this programme will also aim to support community groups who are currently not 
online. 
 

3.5 In recognition of this emerging digital divide the GLA’s Digital Inclusion Strategy was launched in 
January 2015. It outlines why digital exclusion is a growing concern for particular groups in 
London and how the GLA can work with partners to address the barriers Londoners face to 
getting online. The Mayor of London had confirmed his commitment to reducing digital exclusion 
in both his manifesto commitments and by highlighting digital inclusion’s relevance in A City for 
All Londoners. 
 

3.6 In February 2016, the GLA became a signatory to the government’s Digital Inclusion Charter. The 
charter aims to reduce the number of people who are offline by 20% (nationally) every two years, 
so that by 2020 everyone who wants to be online is online. The GLA is committed to working 
towards this goal in London ensuring that all Londoners benefit from digital technology. 
 

3.7 Mobile wifi is increasingly considered the best channel through which to reduce digital exclusion. 
A recent evaluation of a Vodafone Mobile Devices project by the Good Things Foundation4 found: 

 88% of the people who took part in the project improved their digital skills during the 
project through their use of mobile technology, and their motivations for and use of the 
internet also changed dramatically. 

 78% of people who were loaned a tablet or smartphone said they found the interface more 
intuitive and easier to remember than that of a laptop or desktop, leading to changes in 
online behaviour and more regular use. 

 55% of those who were loaned a tablet or smartphone said they learned independently, as 
well as using their devices out and about at a range of venues including community and day 
centres, social clubs, and friends’ and family members’ homes. 

                                                           
 2 Home internet and social media usage, ONS 2016 
https://www.ons.gov.uk/peoplepopulationandcommunity/householdcharacteristics/homeinternetandsocialmediausage#datasets 
3 Lloyds Bank Business Digital Index 2015,  http://www.lloydsbankinggroup.com/Media/Press-Releases/2015/lloyds-bank/uk-business-digital-index-
2015-over-a-million-small-businesses-lack-basic-digital-skills/  
4 https://www.goodthingsfoundation.org/sites/default/files/research-publications/mobile-helping-to-close-the-digital-divide_final.pdf  

https://www.ons.gov.uk/peoplepopulationandcommunity/householdcharacteristics/homeinternetandsocialmediausage#datasets
http://www.lloydsbankinggroup.com/Media/Press-Releases/2015/lloyds-bank/uk-business-digital-index-2015-over-a-million-small-businesses-lack-basic-digital-skills/
http://www.lloydsbankinggroup.com/Media/Press-Releases/2015/lloyds-bank/uk-business-digital-index-2015-over-a-million-small-businesses-lack-basic-digital-skills/
https://www.goodthingsfoundation.org/sites/default/files/research-publications/mobile-helping-to-close-the-digital-divide_final.pdf
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 70% of people felt that mobile data had cost advantages for them over fixed broadband. 
 

3.8 For people experiencing severe social exclusion and disadvantage, mobile internet was shown to 
enable people to better self-manage their health, leading to greater independence and wellbeing. 
 

 
3.9 The Mi Wifi project was a unique opportunity for the GLA to practically support the reduction of 

digital exclusion for some of London’s most vulnerable groups and develop a pilot for delivering 
the internet to those most in need. This is a model that can hopefully be replicated or scaled up 
across London’s borough libraries / community centres. 
 
 

4.0 Methodology 
4.1 Public libraries have been lending books for a long time. Anyone has the right to access a public 

library, whether they have a library card or not. Membership of a public library is free. Public 
libraries have helped increase levels of literacy and self-directed learning for decades.  
 

4.2 Through the pilot we imagined the same public library approaches and principles applied to 
technology. We wanted to make technology available free of charge, accessible to all, offering 
opportunities to pursue individuals’ interest and passions, suggesting routes to increased 
(technical) literacy, and supporting (through training) the improvement in knowledge and 
confidence. 
 

4.3 We bought 70 iPads and configured them so that they could be borrowed by individuals. 
Of these,  

 50 were available to borrow through our 3 hub libraries and the Home Library Service, 

 20 went to community groups through our community partners. 
 

4.4 We designed a triage process assessing potential participants against our target audience 
identifiers: Londoners over the age of 55, those in receipt of benefits, or disabled or housebound 
Londoners. The process – that we trained library staff and partners in – confirmed who would 
qualify to take part in the pilot and confirmed their level of skills at the start of the process. 
 

4.5 We also designed some basic training for our staff and for members of the public, respectively 
which covered  

 the mechanics of lending and receiving back the iPads, and 

 an introduction to the technology and how it could be used to further enhance the needs of 
the borrower. 
 

4.6 The training for borrowers was initially supposed to be delivered by the community partners, 
however there were some issues when it came to identifying a consistent number of volunteers 
able to satisfy the requirements of the pilot. To make sure participants had access to quality 
training, we recruited volunteers directly and organised weekly training sessions delivered by a 
library staff member. 
 

4.7 The Technology 
 

4.7.1 Our original submission was aiming to acquire 100 devices that we considered should be 
Android-based to make sure we could satisfy as many people as possible through the pilot. So, 
we carried out extensive research on hardware, data packages, and software. We spoke to 
industry experts, community groups, and fellow librarians to see what solutions they thought 
might work best for this pilot. 
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4.7.2 We explored:  
a. off the shelf solutions from EE and O2 Telefonica, including the solution used in Leeds 

for a similar project. 
b. O2 presented a prohibitively long contract period of 24 months and a minimum of 100 

devices. We also noted that the O2 coverage in Lewisham was the weakest in relation to 
4G signal when compared to the four main providers. 

c. The EE solution was unsuitable as it required a combination of phone and iPad, which 
would have been too costly for the budget available. 
 

4.7.3 We originally wanted to use Android devices as these are cheaper to buy. In comparison, Apple 
devices are popular but expensive. Indeed, we thought it would be better for participants if 
they could be able to borrow and learn to use devices that they could later buy for a 
reasonable price (Android). 
 

4.7.4 However, for the purposes of this project, which was not focussing on the ability of 
participants to buy the technology, we opted for the iPads. We did so because we found the 
hardware to be compatible with the monitoring and security software that the council could 
control. Furthermore, we found that many of the cheaper, Android tablets were not 4G 
enabled, which would have required additional Wifi connectivity (e.g. a dongle or a mobile). 
 

4.7.5 Once we had agreed on the 4G enabled iPads, we approached our IT colleagues for help with 
identifying the best software to effectively filter the content that could be accessed on the 
tablet, making sure this would not impact the online experience of the borrower. They 
provided us with free access to their existing Mobile Device Management Software, Mobile 
Iron. 
 

4.7.6 However, since Mobile Iron could not provide the level of data filtering that was required, they 
recommended an additional software, Wandera. This software would monitor internet traffic 
on the device and provide analytics on sites visited, amount of time spent on the internet, on 
apps used and downloaded, and the amount of data used.  
 
The main reason we chose Wandera, though, was its ability limit the amount of data used on 
the device, which allows the end user to keep track of their data use from an easy to use 
interface. 
 

4.8 The Hub Libraries 
 

4.8.1 Lewisham’s Library and Information Service is delivered through a network of three Hub 
Libraries, nine Community Libraries, and the Home Library Service. The Hub Libraries hosted 
specific borrowing days and return days when identified beneficiaries would be given the iPads 
and receive training in using them. 
 

4.8.2 Being open 85 hours/week, seven days, the Hub Libraries worked as the physical anchor to the 
project, where trained staff would be on hand to support the beneficiaries as required. They 
worked as Digital Training Drop-In points. 
 

4.8.3 This built on the experience that libraries acquired over many years providing computer 
training across a number of initiatives including the latest, Go ON Lewisham and Learn My 
Way. 
 

4.8.4 The development of the Drop-In approach proved particularly useful to the staff and welcome 
to the beneficiaries, especially when the difficulty in organising volunteer-led sessions revealed 
to be difficult to sustain. 
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4.9 The Home Library Service 
 

4.9.1 The Home Library Service (HLS) caters for residents who, for whatever reason, are not able to 
visit a physical building. The Service, part of the libraries’ Community Engagement Team, 
reaches residents in their home bringing books, information, and more. The project included a 
number of housebound residents who borrowed our iPads. 
 

4.9.2 We know that being housebound can be 
extremely isolating, and that learning new 
skills – such as digital literacy – can prove 
doubly difficult, because of the inability to 
visit venues where courses are held and 
because costs can add pressure to 
complex situations, that relate to personal 
health as well as inability to work. 
 
These factors combine to make learning 
challenging for those who are 
housebound and the acquisition of the 
technology prohibitively expensive and 
impractical. 
 

4.9.3 Our team visited some beneficiaries of the 
HLS, teaching them about the technology 
and leaving them with a device they could 
use to pursue their interests. Staff 
reported that reaching these participants 
was extremely satisfying, opening up a 
whole new world of possibilities for them. 
The tablets and training enabled 
participants to learn to keep in touch with 
friends and relatives, take and share 
photos, listen to music, read the news, 
listen to audio books, explore hobbies and 
interests, and access online services. 
 

4.9.4 Library staff delivered training in the participants’ homes once a week rather than directing 
them to a Digital Training drop in session. 
 

4.9.5 Participants reported that enjoyed their devices, and – through weekly training – have needed 
less and less support to use them. 
 

4.10 Volunteers 
 

4.10.1 The pilot postulated that the effective use of volunteers would be essential to the success of 
this project, which it was. 
 

4.10.2 A plan was developed based on our community partner delivering all the training through the 
100 volunteers they had on file. However, as soon as the pilot started, it became apparent that 
the number of volunteers willing to meaningfully commit had diminished significantly. The 
main problem related to the availability of volunteers only at certain times of day e.g. evenings 
and weekends. 
 

iPad lending – impact on HLS users 
 
The Home Library Service users often have 
complex needs, that compound negatively with 
the financial constraints that come with living 
on benefits. 
 
One user who participated in the tablet lending 
scheme is confined to a wheelchair. She suffers 
from kidney failure, which means that she goes 
to hospital three times a week for dialysis. 
These visits last all day, confined in one spot 
with limited range of movement. 
 
Having the tablet has given her a whole new 
experience during her sessions. She says: 
‘I’m very happy you have this scheme, being 
able to use an iPad despite cost is really good 
for me’. 
 
She is now able to download reading material, 
use the internet to socialise, listen to music, 
watch programmes and carry out tasks online 
with ease. The tablet lending scheme has 
literally boosted her quality of life beyond 
measure. 
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4.10.3 A campaign started to recruit volunteers through Team London to ensure the delivery of 
sufficient training opportunities. Team London help match volunteers with available 
opportunities across the capital. 
 

4.10.4 With time, we developed better awareness of other opportunities to engage with volunteers 
to support IT learning, and would recommend Do-it.org, charityjob.co.uk, ncvo.org.uk, 
Vinspired.com, and reachvolunteering.org.uk.  
 

4.10.5 A wider engagement with online platforms at an earlier stage would have resulted in a much 
greater number of volunteers to choose from, enabling the pilot to better adapt the training to 
times appropriate to the beneficiaries. 
 

4.11 Community partners 
 

4.11.1 The pilot worked successfully with a number of community partners including Phoenix 
Housing, Urban Dandelion, Humble Unlimited, Lewisham Local, My Complete Focus, Entelechy 
Arts, Job Centre Plus, Community Connections, Care Homes and Community Libraries, who 
promoted the tablet lending scheme and expanded the pilot’s reach beyond the libraries. 
 

4.11.2 Working with partners was crucial in helping to reach sections of the community who were 
most in need of the pilot. But, as well as promoting the tablet lending scheme to the target 
group, most partners also used the tablets themselves to enhance their offer to the 
community. This produced some remarkable results particularly from Phoenix Housing, who – 
through one of the tablets – engaged with their residents to suggest energy savings and less 
expensive utilities’ contracts. They estimate they achieved £10,000 savings for their residents. 
 

4.11.3 Partners also assisted with training, mostly through training participants attending their events 
and activities. 
 

4.12 Other key elements 
 

4.12.1 A marketing plan was created to reach our target audience which included working closely 
with partners to target the appropriate beneficiaries for the project. Leaflets, banners and 
posters were created to promote the project in libraries and through partners. We also 
publicised the scheme on our website and social media; while we recognised that the people 
we were targeting would not necessarily be reached through this method, we wanted to cover 
all bases because friends or family of potential participants may find out about the scheme and 
pass the information on. 
 

4.12.2 We had a launch event which was attended by Matthew Ryder, Deputy Mayor of London, 
Councillor Alan Smith, Councillor Chris Best, Heidi Alexander MP, local charities, community 
groups, and project leaders. The attendees had the opportunity to learn about the project and 
interact with the devices which got them thinking about how the tablet scheme could benefit 
the individuals they worked with. Full list of attendees can be found in Appendix 1. 
 

4.12.3 The launch was reported in local press: Newsshopper, This is Local, East London Lines, 
Voluntary Action Lewisham, Alan Hall MP blog 
 

4.12.4 Monitoring tools were developed including enrolment forms, questionnaires, opportunities for 
focus groups and qualitative data collection. (See Appendix 2) 
 

4.12.5 A lending strategy was developed which included the creation of a lending calendar, 
procedures for lending and refreshing the devices between uses, and eligibility criteria. (See 

http://www.newsshopper.co.uk/news/lewisham/15373927.Lewisham_libraries_first_in_London_to_lend_tablets
http://www.thisislocallondon.co.uk/news/15373927.Lewisham_libraries_first_in_London_to_lend_tablets/?ref=rss
http://www.eastlondonlines.co.uk/2017/06/lewisham-council-awarded-50k-to-tackle-social-isolation/
https://www.valewisham.org.uk/news/lewisham-gets-%C2%A350k-tackle-digital-and-social-exclusion-375293#.Wl9-mGcfu6w
https://alanhall.org.uk/2017/08/09/mi-wifi-launches-in-lewisham/
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Appendix 3 for lending instructions). 
 

4.12.6 Staff were briefed and a project champion was appointed at each hub library to lead project 
delivery at their site. All members of the Home Library Service team acted as champions to 
promote the project and identify beneficiaries from our home bound customer base. 
 
 

5.0 Project Aims and Objectives 
5.1 The pilot achieved all its objectives and demonstrated that: 

 Lending wifi enabled devices (tablets) is a successful route to reducing digital exclusion 
among specific groups of Londoners. 

 Community groups can be successfully digitally upskilled and empowered to deliver for 
their communities in a more efficient, cost effective way. 

 Providing basic digital skills training and information on local digital support options is 
elemental to successfully getting people to stay online. 
 

5.2 Outputs and Outcomes 
The main outputs and outcomes achieved by the Mi Wifi pilot are: 
 

5.2.1 Outputs 
 

 Seventy tablets were lent, via borough libraries and other community centres 

 50 tablets were lent to individuals from the following groups: 
- older Londoners (55+), 
- Londoners from disadvantaged backgrounds (in receipt of benefit or income 

support, JSA in social housing, pupils entitled to on FSM, etc.) 
- Londoners with a disability (especially those who are housebound via Home Library 

Service); 

 20 tablets were lent to individuals from local community groups that need support to 
build digital capacity in their organisation. 

 A robust evidence base was created, based on the evaluation to prove the concept of 
this pilot. 
 

5.2.2 Outcomes 
 

 Internet access: All participants acquired competence and confidence to access the 
internet from a tablet. 

 Basic Digital Skills: All participants gained a basic level of digital skills by completing the 
basic digital skills course (including how to keep themselves and their data safe whilst 
online). 

 Knowledge of support available: All participants know where to access local support to 
stay online (through local digital skills support mapping and signposting). 

 Positive Impact: All participants reported a positive impact on their lives as a result of 
participating in this pilot, measured through qualitative and quantitative data collection 
and analysis during the life of the programme and the evaluation phase. 

 Empowering community groups: Community groups understand the benefits of being 
digitally enabled for the work they do to support their communities. 
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Output 
Target 

Outputs 
Actual 

Outputs 

Variance Actual Outputs 
against Final Outputs Comments 
(Actual) (%) 

Total beneficiaries 100 239 239 139%  

Tablets were lent to  
older Londoners (55+) 100 210 210 110% 

 

Tablets were lent to  
Londoners with a disability  25 26 26 4% 

This included housebound beneficiaries through the 
Home Library Service 

Tablets were lent to  
Londoners from disadvantaged backgrounds  25 30 30 20% 

This included those in receipt of benefit or income 
support, JSA in social housing, etc. 

Events to boost interest through local groups One event per 
quarter, e.g. 4 

events 
minimum 6+ 6 50% 

We delivered more events than anticipated including 
the launch event, green man, numerous outreach 
visits to residential homes, silver surfers event at 
Deptford Library, Wikipedia Editathon in Library. 

Robust evidence base: 
Design and record details of participants  Complete Complete Complete 0 

This included gender, location, and other lending 
information 

Robust evidence base: 
Design and record training needs, comments 
and progress of participants Complete Complete Complete 0 

Assessment was conducted before lending, 
comments and progress were gathered when tablets 
were returned and through focus group activity 

Robust evidence base: 
Design and record usage data 

Complete Complete Complete 0 

Achieved through the software Wandera, we captured 
usage of mobile data, categories of sites used, peak 
times for use and accessing blocked sites. 

Robust evidence base: 
Design and record feedback forms for 
participants. 

Complete Complete Complete 0 

Please note that while feedback forms were designed 
and used throughout the pilot, only a minority of 
beneficiaries (10%) returned them fully completed. 
However, targeted focus groups based on the forms 
delivered the information required. 
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Outcome 
Target 

Outcome 
Actual 

Outcome 

Variance Actual 
Outcomes against Final 

Outcomes 
Comments 

(Actual) (%) 

Internet access: 
All participants acquired competence and 
confidence to access the internet from a tablet. 100% 100%  100%  0 

All borrowers said they had benefited from the lending 
scheme during the exit interview when returning the 
device. 

All participants gained a basic level of digital 
skills by completing the basic digital skills course 
(including how to keep themselves and their 
data safe whilst online) 

100% of 
participants 

would receive 6 
hours of digital 

skills training 60% 60% -40% 

All participants received a basic introduction to the 
device when they borrowed it and were directed to 
further training sessions. We noted that some 
participants didn’t need the full 6 hours of training as 
they had basic skills but did not have internet access. 

All participants know where to access local 
support to stay online (through local digital skills 
support mapping and signposting) 100% 100% 100% 0 

 

Positive Impact: All beneficiaries reported a 
positive impact on their lives as a result of 
participating in this pilot, measured through 
qualitative and quantitative data collection and 
analysis during the life of the programme and 
the evaluation phase 80% 100%  100% 25% 

All participants said they benefitted from the scheme 
at the exit interview 
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6.0 Assessment of Impact and Trends 
6.1 Achievements against project objectives  

 
6.1.1 Lending WiFi enabled devices (tablets) is, we believe, a successful route to reducing digital 

exclusion among specific groups of Londoners. All feedback received from participants 
through the focus groups and conversations with participants throughout the duration of 
the project showed that borrowing the devices had a positive impact on their lives.  
 

6.1.2 Providing basic digital skills training and information on local digital support options is 
elemental to successfully getting people to stay online.  
 

6.1.3 We found a link between the amount of training and how useful participants found the 
iPads. Those who felt they had enough training found the iPads ‘very useful’ or ‘extremely 
useful’ whilst those who felt they didn’t have enough training said the iPads were only 
‘moderately useful’.  
 

6.1.4 The pilot proved that community groups 
could use the tablets to serve their 
communities with greater efficiency 
and value for money. 
 

6.1.5 Entelechy Arts develop and manage 
programmes of work that promote 
cultural and social cohesion. Their 
target audience includes older residents 
and young people with learning 
disabilities. They used seven tablets to 
deliver 42 sessions (or 147 hours of use). 
In total, 78 people aged 65+ used the 
tablets. 17 of their volunteers used the 
iPads to support their training and 
activities, which included a befriending 
programme, a film club called Meet Me 
at the Movies, a theatre club called 
Meet Me at the Albany 
 

 The Befriending program included conversations and the use of the iPads to 
explore local activities taking place in the area and research conversation topics. 
For example, people looked at Google Maps of the place where they had grown up, 
they searched YouTube to view favourite films and songs, and they learned to take 
photos and shoot videos. 
 

 For Meet Me at the Movies they looked up trailers to help them select the next 
film, read reviews, and find out more about actors’ work on IMDB. 
 

 For Meet Me at the Albany people had the opportunity for hands on 
demonstrations of what the iPads can do and how to use them. They looked up 
local services, explored Wikipedia, took photos, and searched music and video. 
 

Community Group - Highlight  
 
Phoenix Housing lent a device to a 
volunteer energy advisor for 4 months. 
During this time, she was able to go off site 
and provide 100+ people with advice on 
reducing energy bills. This resulted in an 
estimated £10,000 worth of savings on 
energy bills cumulatively, for some of the 
neediest residents of this housing 
association. This could not have been 
achieved without the loan of the data 
enabled device.  
 
The value of scaling this out to all the 
housing associations in the borough or 
across the Capital may be remarkable. 
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6.1.6 Urban Dandelion used two iPads to run 
successful reminiscence sessions. Again, older 
residents accessed resources in video and sound 
that they thought belonged to their past. The 
reaction to these sessions was extremely positive 
as technology reopened a route to emotionally 
enriching experiences, as well as offering the very 
meaningful opportunity to learn new skills.  
 

6.1.7 MyCompleteFocus CIC work to reduce digital 
exclusion through technology education for 
children and families in Lewisham. They used the 
devices to run robotics and coding clubs, and to 
offer educational support for young people. 
 

6.2 Achievements against project outcomes 
 

6.2.1 All participants acquired competence and increased their confidence to access the 
internet from a tablet: 100% of borrowers said they had benefited from the lending 
scheme during the exit interview when returning the device. 
 

6.2.2 All participants gained a basic level of digital skills by completing the basic digital skills 
course (including how to keep themselves and their data safe whilst online).  
 

6.2.3 Training was offered to everyone. A minority did not take up the full training because 
they felt they had basic skills but lacked internet access. 
 
Some of those who attended the training felt they could have benefitted from more. This 
led us to think that, rather than on quantity (e.g. 6 hours) the monitoring of the training 
should be based on skills gained. 
 

6.2.4 We are confident that all participants know where to access local support to stay online 
(through local digital skills support mapping and signposting).  
 

6.2.5 Still, we found that participants preferred to return to libraries for ongoing support 
rather than seek other support within the community. 
 

6.2.6 All participants reported a positive impact on 
their lives as a result of participating in this pilot, 
measured through qualitative and quantitative 
data collection and analysis during the life of the 
programme and the evaluation phase. 
 

6.2.7 Feedback from community groups confirmed that 
using tablets with internet access allowed them 
to run projects and activities that would have 
been difficult to deliver without access to the 
free tablet lending scheme. Particularly in the case of the third sector and community 
groups, the pilot showed that the flexibility of the solution would provide a very 
inexpensive solution to have access to when required. 
 

After gaining confidence and 
skill with the lending tablet, 
another participant received 
one as a Christmas gift from 
her family, who realised how 
much use she got from the 
iPad.  
 
This confirms our finding that 
60% of participants said they 
would consider buying their 
own device. 

A participant who was going 
blind and was no longer able to 
read books, letters, or fill out 
forms anymore said that being 
able to use a tablet to enlarge 
whatever she needed to read 
“opened up a whole new 
world” for her. 
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6.3 Strategic Added Value  
 

6.3.1 Lewisham's Sustainable Community Strategy lists six key priorities; this project has 
contributed towards all of them 

 Ambitious and Achieving: the tablet lending scheme is an ambitious project that 
helps facilitate digital inclusion and has achieved success in getting people online 
and part of the digital conversation 

 Safer: The training has helped people to stay safe online 

 Empowered and Responsible: Enabling participants to gain digital skills and lending 
them a device and internet access has empowered individuals to access services 
and leisure pursuits previously unavailable to them. Community groups have been 
empowered to serve their communities in more efficient ways and have been able 
to offer additional services/activities  

 Clean, green and liveable: The lending scheme helped residents improve their 
energy consumption and achieve savings on their energy bills and costs. 

 Healthy, active and enjoyable: Participants have used the devices to stay in touch 
with friends and family, participate in hobbies and interest online and even access 
yoga and fitness video online; all these activities contribute to emotional and 
physical wellbeing. 

 Dynamic and prosperous: The tablet lending scheme has allowed libraries to be 
dynamic in the way they serve their communities, staying abreast of the digital age 
and enabling participants to do the same. Through this scheme, libraries are 
helping to shape the way communities live and interact in the world. The scheme is 
also combating digital exclusion thus encouraging equality and prosperity amongst 
all member of the community, regardless of economic circumstances. 
 

6.3.2 There are also several Corporate Priorities this project feeds into, including: 

 Community Leadership: Community groups use the tablets to serve the community 
better, they can lead on programmes and activities that were not possible to do 
without the use of a device and mobile internet access  

 Strengthening the local economy: The tablet lending scheme gives people the skills 
required to get into a job market where digital skills are increasingly compulsory. It 
also allows jobseekers the flexibility to apply for jobs at home or on the move thus 
assisting to secure employment and participate fully in society 

 Decent homes for all: The devices have been used by individuals to apply for 
housing and monitor their application progress. 

 Caring for adults and older people: events and activities led by community groups 
such as a befriending program for isolated older people in sheltered housing, a 
reminiscence group for older people and those with dementia, a social club for 
older people and a film club for older people. The program also helped people on 
benefits to search and apply for jobs. We reached home bound and isolated 
sections of the community and enabled them to reach out and stay in touch with 
friends and family with their new digital skills, device and internet access. 

 Inspiring efficiency, effectiveness and equity: The point of the pilot was to allow 
disenfranchised residents to access online resources that otherwise would not have 
been available to them otherwise. For example, it is efficient to allow direct access 
to online services to housebound residents against the costs of transporting them 
to council offices. We demonstrated that given the opportunity residents would 
effectively use technology to access services and upskill. The pilot brought equity to 
audiences that would have been neglected or underrepresented in studies that 

http://meetmeatthealbany.org.uk/
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demonstrate the efficiency of implementing the digital by default agenda. 
 

6.4 Value for Money 
 

6.4.1 To total project cost was £50,000, and a full breakdown of Profiled and Actual costs is 
presented in Appendix 4. 
 

6.4.2 The Funding Agreement (point 18.8) specifically stipulates that the “Overall Unit Cost” 
means the total Output Related Funding divided by the number of Sustained Outcomes. 
The overall unit cost for Mi Wifi pilot project is 500 pounds sterling (£500)”.  
 
Given the ORF of £50,000 and the total number of Units (direct beneficiaries) counted in 
239, the OUC achieved by the project can be estimated in £209.21 – that is 58% below 
the projected available Unit Cost. 
 

6.4.3 The above indicator excludes the economic value of the pilot to individuals’ lives. While 
estimating this in relation to the whole group of beneficiaries may be challenging, we 
built on a series of assumptions that we linked to the project’s aims. 
 

6.4.4 Aim 1: Lending WiFi enabled devices (tablets) is a successful route to reducing digital 
exclusion among specific groups of Londoners. 
 
In 2014, Lawlor5 explained how “we estimate the value of digital inclusion for a new user 
as £1,064 per annum. This comes from having more confidence, making financial savings 
online, less boredom, opportunities to pursue hobbies, new jobseeking skills, and a 
reduction in social isolation. 
 
On this assumption alone, the project could have returned – in benefits to the 
individual and the public purse – over £5 for every £1 spent on the project. 
 

6.4.5 Aim 2: Community groups can be successfully digitally upskilled and empowered to 
deliver for their communities in a more efficient, cost effective way. 
 
Community Groups took advantage of the pilot in different ways to better serve their 
communities and increase their efficiency. 

- Phoenix Housing reduced costs for their residents by an estimated £10,000. 
- Urban Dandelion, Home Library Service users, and many Care Homes residents 

used the tablets for reminiscence.  
 
As Henkel6 demonstrated, “Residents were most likely to reminisce alone and found the 
experience enjoyable. They reported engaging in and enjoying reminiscence with family 
more than with fellow residents, and a subset desired increased opportunities to share 
memories with healthcare providers”.  
 
Therefore, the opportunity to hold the tablet and use it independently as well as sharing 
the experiences with a group has provided valuable and beneficial to the individuals. At 
the same time, the groups themselves found their interactions with their clients mutually 

                                                           
5 Eilís Lawlor 2014 Valuing Digital Inclusion, on 
https://www.btplc.com/Purposefulbusiness/Connectivity/Beingonlineisgoodforsociety/Valuing-Digital-Inclusion.pdf 
6 Henkel 2017 The functions and value of reminiscence for older adults in long-term residential care facilities, on 
https://www.ncbi.nlm.nih.gov/pubmed/27161334  

https://www.btplc.com/Purposefulbusiness/Connectivity/Beingonlineisgoodforsociety/Valuing-Digital-Inclusion.pdf
https://www.ncbi.nlm.nih.gov/pubmed/27161334
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enriched, which may indicate a positive impact of the pilot, and perhaps a good example 
of the additional returns that a pilot like this can produce. 
 

6.4.6 Aim 3: Providing basic digital skills training and information on local digital support 
options is elemental to successfully getting people to stay online. In 2016, the House of 
Commons Science and Technology Committee recognised that “The digital skills gap was 
costing the UK economy an estimated £63 billion a year in lost GDP”7. 
 

6.4.7 Earlier this year, Micklethwaite8 reaffirmed that “Digital inclusion has never been so 
important. As well as a matter of social justice and a platform for economic growth, it will 
become more and more critical for the future of work as technology continues to change 
and humans continue to adapt. We will all need to keep refreshing our digital skills, and 
the attitudes and behaviours that support them, in order to live well with technology into 
the future. This will be the case at all ages and levels”. 
 
The pilot built on the understanding that “To enable people in later life to fully engage 
with the digital world we need to have a much more nuanced and sustainable approach to 
inclusion, going far beyond one-off taster sessions.“9 It provided the opportunities to 
engage with technology and stay with it to experience it and grow over time. 
 

6.5 Trends 
 

6.5.1 The pilot showed that usage throughout the pilot has been stable, which indicates a 
steady need for the technology and the opportunities the pilot offered. 
 

6.5.2 The Centre for Aging Better recognises that “12.6 million adults in the UK lack basic digital 
skills. 5.3 million people have never used the internet – and just over half (2.8 million) of 
these people are aged 75 years and over”10. So, with more essential services moving 
online the need to have basic digital literacy skills and to be able to access the internet is 
increasing and may become more acute. Indeed, many are at risk of further exclusion if 
the issue of upskilling communities is not addressed. 
 

6.5.3 It’s not just older people who lack digital skills, there is an assumption that youngsters 
have a good level of digital literacy because they spend a great deal of time on their smart 
phones and social media. However, it is becoming increasingly apparent that these skills 
do not transfer to basic life skills such as filling in forms online or applying for jobs online. 
Upskilling a young person who has fallen through the digital literacy net has great value in 
term of longer term societal impact and inclusion as they will use these skills over a longer 
period of time. 
 

6.5.4 At the beginning of the pilot, some risks were considered, including theft, wilful damage, 
inappropriate use, and accidental damage. Throughout the pilot we did not experience 
any of them. All tablets were returned on time, in perfect condition. The Wandera 
monitoring software was able to block access to inappropriate content, such as gambling 

                                                           
7 White 2017 Digital Skills in the United Kingdom on 
https://www.legco.gov.hk/general/english/library/stay_informed_overseas_policy_updates/digital_skills_in_the_uk.pdf  
Also ECORYS UK 2016 Digital skills for the UK economy on 
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/492889/DCMSDigitalSkillsReportJan20
16.pdf  
8 Micklethwaite 2018 The Future of Basic Digital Skills on https://www.goodthingsfoundation.org/news-and-blogs/blog/future-basic-digital-
skills  
9 Mouland 2017 Digital skills, for life on https://www.ageing-better.org.uk/news/digital-skills-life  
10 Mouland 2017 (Ibid) 

https://www.legco.gov.hk/general/english/library/stay_informed_overseas_policy_updates/digital_skills_in_the_uk.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/492889/DCMSDigitalSkillsReportJan2016.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/492889/DCMSDigitalSkillsReportJan2016.pdf
https://www.goodthingsfoundation.org/news-and-blogs/blog/future-basic-digital-skills
https://www.goodthingsfoundation.org/news-and-blogs/blog/future-basic-digital-skills
https://www.ageing-better.org.uk/news/digital-skills-life
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sites or explicit adult content. 
 
 

7.0 What we could have done differently 
7.1 Over 50% of participants said they would have liked more training.  

So, we saw this as a key area for development moving forward. The way we interpreted the 
figure is linked to the fact that people responded very well to the tablets as long as they had 
sufficient training. Some, however, said they didn’t need the basic training, but would have 
appreciated higher level support “as and when”. 
 

7.2 We noted that some who had not attended a training session were less likely to borrow a 
tablet again.  
 

7.3 This seemed to be caused by a persistent lack of understanding of how the device could 
benefit them. Clearly, in this case, we should have had mechanisms that would have 
identified the need for support sooner. Many participants who borrowed the devices but 
failed to attend the full training sessions, visited the libraries multiple time to get help from 
staff, which reinforces the need for a flexible way of accessing the required training. 
 

7.4 The informal and unplanned training / support, whilst beneficial to participants, caused a 
strain on staffing who – while willing – had to divert their attention to the incoming need. 
We also noted that, while we had planned to monitor the training designed for the pilot, the 
unplanned, one-off events were less easily tracked. 
 

7.5 Using volunteers to deliver training presented some challenges: 

 We expected our partners to provide a reliable pool of volunteers to support the 
training. At the time of bidding we estimated this to be more than sufficient, that 
there would be approx. 100 volunteers available to support the pilot. However, when 
the pilot started, we realised that individual contingencies resulted in far less capacity 
being available to support the pilot. In line with council procedures we successfully 
linked up to agencies (e.g. Team London) to support our search for volunteers. 

 Training sessions that were well attended were interesting and rewarding for the 
volunteers. However, on occasions when there were fewer attendees, volunteers did 
not enjoy the experience as much and were less likely to continue volunteering. To 
overcome this problem, organising interesting work for volunteers to do during 
quieter training sessions would possibly boost volunteer retention. 

 Volunteers were unavailable at times when we needed them. 
 

7.6 On occasion, participants did not attend a booked training sessions. We tried to engage with 
them to provided further support if possible. 
 

7.7 Some participants who had the full quota of training felt they would have liked more. 
Capping the amount of training at the outset put expectations on some learners to gain 
proficiency at a pace that was too fast for them. This has the potential to cause frustration 
and less enthusiasm for the project. So, some additional flexibility that reflects individuals’ 
learning styles may benefit participants. 
 

7.8 Initially, some participants went over the data allowance. This was due to inconsistencies in 
Vodafone’s delivery methods. Wandera allowed us to cap data. However, we found that the 
cap would be placed across all devices. It may be useful to be able to transfer data between 
devices and cap data for specified time frames, separately on individual devices. This would 
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enable lending to participants at any time of the month rather than at the beginning of the 
month, when data allowances are refreshed. Packages are available that allow this. 
 

7.9 The pilot was not unique in that, participants needed a lot of encouragement to fill out the 
feedback forms. We combined these with focus groups to achieve quality information. 
 

7.10 Moving forward, the library service would prefer to create a really meaningful experience for 
both participants and volunteers by engaging early in recruiting the volunteers directly. We 
can recruit and train a large number of volunteers to enable several training sessions per 
week across the libraries at various times of day 
 

7.11 Create a well-designed pattern of work and training for volunteers so that they have tasks 
to do even when training sessions are not well attended. Tasks could involve creating simple 
‘How To’ guides and ‘cheat sheets’ on popular apps or functions for participants, logging and 
monitoring progress of participant’s training, and contacting participants who have not 
attended training to find out how they are getting along with the device and inform them of 
future training. 
 

7.12 Following up with participants who fail to attend training may help to increase participants 
chances of becoming digitally literate, the extra encouragement and support could be the 
difference between success and failure 
 

7.13 Based on feedback from participants, it would be beneficial to them if we were able to 
negotiate a discount scheme for participants who would like to go on to buy their own 
devices and internet access after participating in the project. 
 

7.14 Moving forward, staff or volunteers could go through the feedback form with participants at 
the exit interview when they are returning the device. This would enable us to improve the 
program and tailor it to the needs of the community with greater efficiency  
 
 

8.0 Exit Strategy 
8.1 The London Borough of Lewisham is keen to build on the experience it has gained during the 

pilot to find ways of continuing to offer the iPad lending scheme, possibly through GLA’s 
continued support. 
 

8.2 Meanwhile, a dissemination programme has been developed that will reach all 33 library 
authorities in London and the whole library network nationally. Indeed, a series of 
presentations will be delivered during the Summer and Autumn of 2018. 
 

8.3 The dissemination also includes publishing a shortened version of this report for London 
portfolio holders for culture, DCMS, ACE, and more. 
 

8.4 Although, the project is complete, beneficiaries, partners, and library staff are keen to carry 
the project forward. 
 

8.5 Sharing of best practice – we learnt quite a lot by speaking to colleagues who had run similar 
projects. Some of these are listed in Appendix 5. For example we found out about packages 
that could transfer and cap data were available by speaking to a colleague in another part of 
the country. 
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8.6 We created useful ‘How To’ guides for participants, which helped significantly, there were 
less enquiries about apps that we had guides for and staff could answer any enquiries quickly 
 

8.7 We found that the partnership we entered into when starting this pilot did not work out in 
the way we initially anticipated. This caused a modification in the way we sourced and 
delivered the training. Therefore, we have learnt that it would be useful to investigate how a 
partner intends to deliver what they have agreed. As a service, we have a wealth of 
experience and knowledge which enables us to spot any stumbling blocks a partner might 
not have considered. 
 
 

9.0 Key Conclusions and opportunities 
9.1 Mi Wifi proved two fundamental points:  

- that the need for web enabled tablet computers is high and  
 
-  that given the opportunity – through a free, open service such as the public library – 

people would take advantage of it. 
 

9.2 The pilot demonstrated that 

 Libraries are a fantastic platform for offering such service to the community. They 
have been lending books for over a century, so, lending tablets seems a natural 
progression. There is an undeniable need for digital upskilling. Through our own 
buildings and our partnerships with other organisations all sections of the community 
can be reached, especially those most in need. 
 

 Libraries can successfully be access points for technology lending and training, working 
as gateways and connectors between Londoners and online resources. Library staff 
and community partners can play an important role to support this as enablers, 
providing the technology and the confidence in using it. 

 

 Cost is a factor. Beneficiaries would use the tablets to access information and learning, 
for personal pursuits, and for interacting with officials. Londoners who participated in 
the pilot reported that they would never have considered using an iPad to access 
services before borrowing it. They would have normally relied on family and friends or 
council services, accessing sources of information through telephone or in person. 
Some would still not be able to afford an internet connection or a web enabled device, 
and would benefit from this service from a library. 

 

 Misconceptions exist in relation to technology. While technology is ubiquitous, some 
Londoners are still oblivious to the possibility that online services can offer. The pilot 
brought some of the possibilities to the attention of the participants who, among 
other things, learned about banking, shopping, opportunities to reminisce, to 
communicate, to keep active and healthy. 
 

9.3 While the pilot has had issues, as staff and technology were being adapted to function for 
the benefits of participants, there is no doubt about the value of the principles that the pilot 
tested. Londoners need to have free opportunities to access 

 the technology to independently interact with online services. 

 the training and support to make sure they become and remain confident users of the 
technology. 
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9.4 The concepts above deserve further study, possibly through a phase two of the project, 
which could focus on a wider recipient base, including young people. 
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Appendix 1 
 

Attendees of Launch Event 
 
 

1. Adjoa Boateng, Head of Reference Service, 
British Library  

2. Aileen Buckton, Executive Director for 
Community Services, London Borough of 
Lewisham 

3. Alice Woudhuysen, CPAG and Lewisham 
Poverty Council  

4. Baljit Singh, Systems Librarian, Lewisham 
Library Service 

5. Ben Johnson, Mayor’s Advisor for Digital and 
Business  

6. Claire Robe, Service Development Manager, 
Lewisham Library Service 

7. Claire Nicholas-Walker, E-librarian, Lewisham 
Library Service 

8. Councillor Alan Smith, Deputy Mayor of 
Lewisham 

9. Councillor Chris Best, Cabinet Member for 
Health, Wellbeing and Older People  

10. David Slater, Artistic Director, Entelechy 
Arts  

11. Gary Coyle, Digital Leaders, MyBnk  

12. Gavin Barlow, Artistic Director and CEO, 
The Albany  

13. Heidi Alexander, MP – Lewisham East 

14. Helen Milner, CEO Good Things Foundation  

15. Ian Caveney, EE  

16. Ilse.O'Hagan, Home Library Service, 
Lewisham Library Service 

17. Jason Tutin, Leeds Library  

18. John Perkins, Digital Inclusion lead, Age UK  

19. Judith Davey, CEO, The Advocacy Project  

20. Julie Hall, Service Development Manager, 
Lewisham Library Service 

21. Kathy Settle, Head of the Libraries 
Taskforce  

22. Liam Gordon, Home Library Service, 
Lewisham Library Service 

23. Liz Dart, Head of Culture and Community 
Development  

24. Monica Yarde, Service Development 
Manager Lewisham Library Service 

25. Paulo Pisani, Operations Manager 
Downham Library, Lewisham Library 
Service 

26. Pilot Participants  

27. Rhiannon Wilkins, Creative Programmes 
Manager, The Albany  

28. Rosie Spiegelhalter, Trusts and Grants 
Manager, Toynbee Hall  

29. Roz Hardie, Director, Lewisham Disability 
Coalition  

30. Ryan Dolan, Digital Channels & Mobile 
Working Manager, Brent Council 

31. Sheila Wheeler, UK Debt Advice Director, 
the Money Advice Service  

32. Susan Ryder, My Complete Focus CIC, 
Managing Director 

33. Jackie Ngare, My Complete Focus CIC, 
Project Manger 

34. Tara Flood, CEO, Alliance for Inclusive 
Education  

35. Theresa Veith , Executive Director, 
Entelechy Arts  

36. Tim Dumbleton, Connect Housing Initiative  

37. Tony Nickson, Director, Voluntary Action 
Lewisham  

38. Tracey Lazard, CEO, Inclusion London  

39. Tracy Riddell, Programme Manager, RNIB 
40. Victor Chapman, Operations Manager, 

Deptford, Lewisham Library Service 
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Appendix 2 
 

Monitoring Tools 
 
Participants Expression of Interest Form 
 

Lewisham Libraries are piloting a tablet device lending scheme to enable Lewisham residents to: 

 become more confident in using the internet and digital devices 

 learn how to get the best from the internet 

 learn how to stay safe online 

 help reduce social isolation for people with mobility issues 
 

You may be eligible to apply, if you fall into one of the following groups:  

 aged 55 or over   

 in receipt of benefits – council tax reduction, housing benefit, universal credit, tax credits 
(not child tax credit), income support, jobseekers allowance, employment and support 
allowance  

 have a disability 

 a registered carer 

 living in social housing 
 
Once we receive your expression of interest, we will check your eligibility then invite you to an 
Issuing Day. On the Issuing Day, staff will check your ID and issue you with a tablet. You will also 
receive volunteer led training on how to use the device.  Training sessions will be held weekly, last 
an hour each and you can take the device home with you in between sessions. 
The loan period is one month. 

Name  

Library card number  

Address/Ward  

Email/Phone Number  

Branch  

 

Please let us know what your expectations and interests are so that we can offer you a more 
tailored service. 

Your expectations  
 
 
 

Your interests  
 
 

 

 

Staff use only 

 Contact details fully completed 

 Lewisham resident 

 Lewisham Library card for 6 months + 

 Active user 

 Account in good standing 

  

Please return this form to a member of library staff in a Hub Branch or email your details to  
Libraries@lewisham.gov.uk with the subject heading “Mi Wifi project” 
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Exit Interview Questions 
 
Staff would have a chat with all participants when they returned the tablet and would always include 
the following questions: 

1. Did participant benefit from the lending scheme? 
2. Would participant recommend tablet lending scheme to friends/family? 
3.  
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Feedback Questionnaire 
 

Please tell us some more about you  
 

What age group do you fall in? 

 18-30  30-60  60-80  80+ 

 

What area do you live in? 

 Bellingham 

 Blackheath 

 Brockley 

 Catford South 

 Crofton Park 

 Downham 

 Evelyn 

 Forest Hill 

 Grove Park 

 Ladywell 

 Lee Green 

 Lewisham Central 

 New Cross 

 Perry Vale 

 Rushey Green 

 Sydenham 

 Telegraph Hill 

 Whitefoot 

 

Are you  

 aged 55 or over   

 in receipt of benefits – council tax reduction, housing benefit, universal credit, tax 

credits (not child tax credit), income support, jobseekers allowance, employment and 

support allowance  

 have a disability 

 a registered carer 

 living in social housing  

 

================================================================= 

 

Before borrowing this iPad what did you use the Internet for? 

 I didn’t use the Internet 

 To email my family and friends 

 To use social media like Facebook, 

Twitter, Instagram etc. 

 To watch TV and movies 

 To listen to music 

 To listen to podcasts 

 To read the news 

 To read about celebrities 

 To enjoy my hobbies 

 To pay for bills 

 To access Council services 

 To shop online 

 To download apps 

 Other…..please specify 

 

Since borrowing this iPad what NEW things have you used the Internet for? 

 To email my family and friends 

 To use social media like Facebook, 

Twitter, Instagram etc. 

 To watch TV and movies 

 To listen to music 

 To listen to podcasts 

 To read the news 

 To read about celebrities 

 To enjoy my hobbies 

 To pay for bills 

 To access Council services 

 To shop online 

 To download apps 

 I didn’t use the Internet 

 Other…..please specify 
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Before borrowing this iPad how much time did you spend using the Internet? 

 Less than 1 hour per week 

 Between 1-10 hours per week 

 Less than 10 hours per day 

 More than 10 hours per day 

 

Since borrowing this iPad how much time do you spend using the Internet? 

 Less than 1 hour per week 

 Between 1-10 hours per week 

 Less than 10 hours per day 

 More than 10 hours per day 

 

Before borrowing this iPad, how did you access the Internet for personal use? 

 Using my phone 

 Using a computer in the library 

 Using a computer belonging to a friend or family member 

 Using a computer at work 

 Using a laptop 

 Using a tablet  

 Other…..please specify 

 

Since borrowing this iPad, how have you accessed the Internet for personal use? 

 Using my phone 

 Using a computer in the library 

 Using a computer belonging to a friend or family member 

 Using a computer at work 

 Using a laptop 

 Using a tablet  

 Other…..please specify 

 

About the training sessions to use the tablets. Would you ? 

 Have liked more sessions? 

 Have liked less 

 Did not need any  

 Any other information 

 

How do you keep yourself safe from computer viruses and Internet scams? 

 I don’t open attachments from people I don’t know 

 I always double-check the address of emails that I receive to make sure they are genuine 

 I don’t use the same username and password for every site that I use 

 Other….please specify 
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Since borrowing this iPad how have your Internet habits changed? 

 

 

 

Since borrowing this iPad what is the most interesting thing you have found on the 

Internet? 

 

 

 

Since borrowing this iPad what is the most useful thing you have found on the Internet? 

 

 

 

Since borrowing this iPad what were the most useful apps that you have learned about? 

 

 

 

What do you think you have gained the most from taking part in this project? 
 

 

 

On a scale of 1 to 5, where 1 is “not very useful” and 5 is “extremely useful”, how useful 

was this iPad to you? 

 

 

 

On a scale of 1 to 5, where 1 is “not very useful” and 5 is “extremely useful”, how useful 

was the training and support that you received? 

 

 

 

Would you consider buying your own device that gives you access to the Internet? 

 Yes 

 No 

 Don’t know 

 

Do you have any other comments that you would like to add? 
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Appendix 3 
 

Lending Calendar and Borrowing Summary 

 
Below is a summary of how many tablets, of the 50 held by libraries, were borrowed on 
each lending day as well as those returned on the return days.  All the devices were 
returned on time, in perfect condition.  
 

Lending Days Number of Tablets 
borrowed 

Return Days Number of Tablets 
Returned 

5th September  40  27th September 40  

3rd October 42  25th October 42  

7th November 44  28th November 44  

5th December 40  28th  December 40  

9th January 37  31st January 37 

6th February 32 28th February 32 

6th March 34 29th March 34 
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Champions/Staff Guide 
 

 
Mi Wifi Device Lending Project 
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Mi Wifi Tablet Lending Scheme 
Guide for staff – for internal use only, not to be shown to the public 

 
The tablet lending scheme has been funded by a grant from the Mayor of London 
and its primary aim is to reduce digital exclusion in Lewisham amongst certain 
groups. 
 
If any enquirers would like to participate, please give any enquirers the email 
libraries@lewisham.gov.uk or they can come along to the next issuing day. 
 
There has been a page set up on the website with additional information 
https://www.lewisham.gov.uk/myservices/libraries/Pages/Tablet-borrowing-scheme-for-over-55s,-community-

groups-and-those-on-benefits.aspx  
 
 

Loan Criteria 
 
We can only loan to people in the following groups (same criteria as the Be Active 
scheme)  
 

 Lewisham residents aged 16 or over in households receiving benefits. 

 Lewisham residents aged 55 or over 

 Lewisham residents aged 16 or over with a disability 

 Carers (both professional and unpaid) of disabled adults who are Lewisham 
residents.  

 Carers of disabled children who are Lewisham residents with a Lewisham 
library card.  

 
2) There is no charge or deposit required, but they would need to  

 

 Be a Lewisham resident 

 Have a Lewisham Library card for at least 6 months 

 Be an active user borrowing books/visiting branch etc.) 

 Have no outstanding fines or a history of lost books  

 Have not been issued a warning/been abusive to staff other library users etc. 
 

Participating Branches 
These will be loaned from the hub libraries and some tablets have been given 
directly to Community groups and they will set their own loan criteria. 
 

Loan Period 
The loan period is a month (4 weeks) and the devices will have an active 4G 
connection on them. The loan period cannot be adjusted because the 4G allowance 
is billed monthly. We cannot give them extra data if it runs out before the end of the 
month. Participants can return the devices early though, if they wish. 
If devices are or go over the loan period we will lock them and it will not be possible 
to use them until the devices are returned to us. If the participants report a device 

mailto:libraries@lewisham.gov.uk
https://www.lewisham.gov.uk/myservices/libraries/Pages/Tablet-borrowing-scheme-for-over-55s,-community-groups-and-those-on-benefits.aspx
https://www.lewisham.gov.uk/myservices/libraries/Pages/Tablet-borrowing-scheme-for-over-55s,-community-groups-and-those-on-benefits.aspx
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missing/stolen please let Claire Nicholas-Walker, Baljit Singh or one of the Library 
Champions for your branch know as soon as possible so it can be locked. 
 

Lend/Return Days 
 
The 4G data refreshes on the tablets on the 1st if every month. To give the Library 
Champions time to do the maintenance tasks tablets will be required to be returned a 
few days before the data is refreshed.  
The issuing days are first Tuesday of the Month  
 
5th September  
3rd October 
7th November 
5th December 
9th January 
6th Feb 
6th March  
 
The return dates are last Wednesday of the month  
 
27th September 
25th October 
29th November 
28th December 
31st January 
28th Feb 
29th March 
 

How loaning works 
There will be a monthly drop in day where volunteers will be on hand to answer 
enquiries and hand out tablets.  
We have crib sheets for library apps and basic accessibility settings which can be 
found in the iBook app.  
The volunteers will give 6 hours of training in how to use them. Basic training will be 
delivered through a mix of modules on Learn My Way and mentoring sessions with 
the participants.  
 

Software and monitoring  
The tablets will come preloaded with useful software including library apps such as 
Overdrive, Libby and Zinio. Other apps such as: Office Lens, Jigsaw and links to 
useful services are also included. Participants can also download additional apps 
from the app store. (They will need to set up an iTunes account in order to do so 
though) 
 
The tablets will be “child locked“ i.e. will have monitoring and tracking software on 
them and the sites that people can visit will also be restricted e.g. violent, 
pornographic, racist, gambling sites etc. will be blocked. The primary software that 
provides this filtering is called Wandera. Participants can also open the Wandera app 
to see how much data they have used for the month. 
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However, just to say that we will not be able to read private emails, key loggers 
/spyware etc. are not installed, and the privacy of anyone using a tablet is respected.  
 

Library Champions 
Library champions are the members of staff who will support the volunteers doing 
the training. They can wipe and prepare the devices to give to the volunteer trainers 
on the issuing days. They can also wipe them if a participant bring back a device 
early. The champions are  
 
Lewisham Xxx Xxx, Yyyy Yyyy 
Deptford Xxx Xxx, Yyyy Yyyy 
Downham Xxx Xxx, Yyyy Yyyy  
 

How to accept the return of a device for LAs 
1. First check condition of device using Device Loan form  
2. Scan item bar code 
3. If Library Champion is not available, please inform customer that we will not be 

able to perform the wipe in front of them 
4. Remind them that the device will wipe all of their settings and if there is 

anything that they wish to back up then they should do so. 
5. A crib sheet on how to do wipes is in the iBook section of the tablet 
6. Ask Participant to fill out feedback form 
7. Keep in a secure place until you can return to storage trolley 
8. Inform SLA that device has been returned 

 

Device Crib Sheets 

Participants can find guides on how to use library apps such as Overdrive, Libby and 
Zinio in the iBook app. There are also general guides on using the device in there as 
well.  

 

Length of the Project  
The project is funded until February 2018. There will be the possibility of expanding 
the groups who will be able to borrow the tablets after this time.  
 

Staff Use of Devices  
Any Library Staff can also borrow tablets to test them or if they are thinking about 
helping with the training. They will also be able to use them until the lending starts. 
However, the public will have first priority once the lending starts. 
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Form for Checking Devices Upon Return 
 

Device Loan Form  
Participant Name  

Library card number  

Loan Date 
 

 

Return Date 
 

 

Branch  

 

Serial Number 
 

 

Visual Inspection Before Visual Inspection After 

 
Please indicate any signs of wear and tear.   
 

 

 

Power 

supply 

 

USB 

cable 

 

Tablet 

cover 

 

 
Please indicate any signs of wear and tear.   
 

 
 

 

Power 

supply 

 

USB 

cable 

 

Tablet 

cover 

 

Tamper proof stickers  
SIM    3 on Charger     Case 

Tamper proof stickers  
SIM    3 on Charger   Case 

Notes 
 

 

 

 

Notes 
 

 

 
 

Please keep give the participant a copy of this form. 
 

 

Participant 
Signature 

 Date 
(dd/mm/yy) 

 

Trainer  
Signature 

 Date 
(dd/mm/yy) 

 

Lewisham Libs 
Champion 
Signature 

 Date 
(dd/mm/yy) 

 

https://www.google.co.uk/imgres?imgurl=https://d3nj7353mvgauu.cloudfront.net/media/categories/ipad-5.png&imgrefurl=https://www.olloclip.com/shop/devices/ipad/&docid=McYRW6lMGQeR1M&tbnid=YmncVKsANwIjPM:&vet=10ahUKEwjTq82zoqLVAhWlI8AKHTHYC6sQMwjAAigiMCI..i&w=350&h=350&safe=strict&bih=705&biw=1024&q=ipad&ved=0ahUKEwjTq82zoqLVAhWlI8AKHTHYC6sQMwjAAigiMCI&iact=mrc&uact=8
https://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwi7mNmLo6LVAhVHJMAKHbSXDk4QjRwIBw&url=https://gorillagadgets.com/products/tough-defender-case-for-ipad-air-2&psig=AFQjCNFSTio47ZTnFMgeZxyeU1PC9R_u0w&ust=1500997871620620
https://www.google.co.uk/imgres?imgurl=https://d3nj7353mvgauu.cloudfront.net/media/categories/ipad-5.png&imgrefurl=https://www.olloclip.com/shop/devices/ipad/&docid=McYRW6lMGQeR1M&tbnid=YmncVKsANwIjPM:&vet=10ahUKEwjTq82zoqLVAhWlI8AKHTHYC6sQMwjAAigiMCI..i&w=350&h=350&safe=strict&bih=705&biw=1024&q=ipad&ved=0ahUKEwjTq82zoqLVAhWlI8AKHTHYC6sQMwjAAigiMCI&iact=mrc&uact=8
https://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwi7mNmLo6LVAhVHJMAKHbSXDk4QjRwIBw&url=https://gorillagadgets.com/products/tough-defender-case-for-ipad-air-2&psig=AFQjCNFSTio47ZTnFMgeZxyeU1PC9R_u0w&ust=1500997871620620
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Appendix 4 
 

Budget summary 
 
Technical Equipment Primary Quote Qty Secondary Quote Qty Actual Spend Comments

Tablets 10,000.00£                 100 26,250.00£                 70 26,250.00£                 w e bought 70 apple tablets instead of 100 android tablets

Accessories 330.00£                      110 1,000.00£                   1,190.88£                   Protectiv e cases/Wipes /Chargers

4 G Sims 5G  £10 p/m 16,424.04£                 83 8,400.00£                   70 7,064.58£                   w e purchased cheaper packages for the than the secondary  quote

Mi Wifi Devices x40 12,000.00£                 40 -£                            -  -  w e decided not to go ahead w ith the purchase

MDM (Mobile Iron) -£                            1 -£                            free from Shared Serv ices

Data management / Filtering

1,000.00£                   1 5,000.00£                   1 3,998.40£                   

In the Primary  quote w e based this on android tablets w hich turned 

out to be less robust

Admin Macbook -£                            0 1,851.00£                   1 1,851.00£                   We needed to purchase this dev ice to manage the tablets in case of 

errors.Peripheral Devices 500.00£                      1 -£                            0 We decided not to puchase these dev ices so as not to go ov er the 

budgetBluetooth Printer 250.00£                      1 -£                            0 We decided not to puchase these dev ices so as not to go ov er the 

budgetSIM Security Stickers 4.99 -£                            0 10.00£                        150 4.99£                          

Charge and Synch Trolley -£                            0 3,540.00£                   4 3,540.00£                    4 TabCabby

Drawstring bags and Hooks -£                            0 1 94.22£                        

Transport of Tablets/Trolleys to 

Deptford and Downham

-£                            0 -£                            1 210.00£                      

w e originally  thought these could be deliv ered by  our home library  

team, but after assessing the trolley , w e realised that this could not 

be dome safely .

Sequential Asset Stickers -£                            0 253.60£                      250 253.60£                      

Launch Breakfast 1,000.00£                   1 574.00£                      50 574.00£                      To help promote the project to local community  groups.

Clip Badges 1 60 6.60£                          Equipment for the launch

Flyers/Banners 2,000.00£                   1 5.00£                          300 155.00£                      Equipment for the launch

Photographer -£                            165.00£                      1 160.00£                      To take professional photos at the launch

Feedback / Data Design 1,500.00£                   1 1,500.00£                   1 To create professional data charts

Promotion and dissemination 5,000.00£                   1 1,500.00£                   1 4,647.00£                   For general promotion

Total 50,004.04£                 50,048.60£                 50,000.27£                  
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Appendix 5 
 
Here are the details of some other library tablet lending schemes that we learned about, in the UK 
 

West Sussex – Libraries Opportunities for Everyone Innovation Fund – from ACE 

Project: Digital Library Plus 

Lending tablets and iPads 

Katie Gledhill Katie.Gledhill@westsussex.gov.uk 

 
Hampshire Arts Council Grant Libraries Opportunities for Everyone Innovation Fund – from ACE 

Project: Library DOTS (Digital; Options, Training and Support) 
Andy Baker andy.baker@hants.gov.uk 

 
Hertfordshire – Self funded 

Project: iPads to Home Library Service customers 

Jayne Lee Jayne.Lee1@hertfordshire.gov.uk 

 
Suffolk – Self funded https://librariestaskforce.blog.gov.uk/2016/11/11/ipad-lending-in-suffolk/ 
Project: 6 iPads per branch 

Lisa Brennan Lisa.Brennan@suffolklibraries.co.uk  
  
Leeds – https://librariestaskforce.blog.gov.uk/2017/09/20/tablet-loans-in-leeds/  
Project: 100% Digital Leeds 

Jason Tutin Jason.Tutin@leeds.gov.uk 
 

Brent – Self funded 

Project: In Library iPad/Tablet Lending Scheme 

 
 
  

mailto:Katie.Gledhill@westsussex.gov.uk
mailto:andy.baker@hants.gov.uk
mailto:Jayne.Lee1@hertfordshire.gov.uk
https://urldefense.proofpoint.com/v2/url?u=https-3A__librariestaskforce.blog.gov.uk_2016_11_11_ipad-2Dlending-2Din-2Dsuffolk_&d=DwMFAw&c=OMjwGp47Ad5otWI0__lpOg&r=E4kqWKhlPvqqilYb_gZKbe8uoFvDbx72tkQHNkBozCw&m=BpboU4lB5LdYSgAGN1u7OFuRonEW5p_Tb-lyBztpdlc&s=rg3ZkxQnw7PvvBBsdTClkVyCHZT4czrBlTlJnfOlgDE&e=
mailto:Lisa.Brennan@suffolklibraries.co.uk
https://urldefense.proofpoint.com/v2/url?u=https-3A__librariestaskforce.blog.gov.uk_2017_09_20_tablet-2Dloans-2Din-2Dleeds_&d=DwMFAw&c=OMjwGp47Ad5otWI0__lpOg&r=E4kqWKhlPvqqilYb_gZKbe8uoFvDbx72tkQHNkBozCw&m=BpboU4lB5LdYSgAGN1u7OFuRonEW5p_Tb-lyBztpdlc&s=A4WjwB40XAGhK2vx6nS7ae4MZ3yK-OEqifnQNgRCYFQ&e=
mailto:Jason.Tutin@leeds.gov.uk
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