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Management Summary.

CareOnLine challenges the boundaries of digital inclusion and gives a new dimension to Social Care. Many isolated and excluded Older People, Disabled People and Carers cannot come to us so we go to them, providing a unique four-stage holistic service developed by Leicestershire County Council.

CareOnLine is a partnership led by Local government, including Health and Voluntary organisations to help people experience how computers and the Internet can enhance their quality of life, independence and well-being. The service includes:

Help with Access 

· [image: image1.png]Personal home assessment of needs

· Advice on costs and options

· Help setting up computers

· Assistive technology equipment

Skills Training
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Personalised training plans, and …

· Free one-on-one training in their own home gives … 

· Confidence to overcome fear of technology, learn new skills and …

· Motivation to continue 

Meaningful Content

· [image: image3.jpg]


Website specially for older and disabled people

· Combination of Health, Housing, Social Care, Local and Lifestyle

· Relevant information in one place within 2 or 3 clicks

· Can use without keyboard skills

Technical Support
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Getting started and beyond

· Help desk and home visits, because …

· Many users cannot fix it themselves

· Complements other Social Care and Health home services

Since 2002 CareOnLine has provided the following services to the community:

· Approximately 300 people have received computer equipment to assist with access to the Internet in their own homes

· 60 community locations including sheltered housing, voluntary sector and Adult Social Care locations have received computer and Internet installations

· 6000 hours training has been provided to 350 individuals in their own homes and a further 200 people have been provided with training by our partners in locations where CareOnLine has provided a computer

· Over 1200 support calls and 900 home visits have been made to provide advice, installation and technical support

· The CareOnLine website usage has increased by 800%
The age range of people receiving CareOnLine services is 18 to 94 with 50% being over 65 and 52% disabled.

Technology has been used to ensure that no one has been refused the chance to take part because of their ability level.

The CareOnLine Service.

There are 175,000 people in Leicestershire over 65, disabled or working as unpaid Carers. Many of these people could improve their quality of life and help themselves to be more independent through access to computers and the Internet, if given the skills and confidence to use them. In 2000 Leicestershire County Council set out to do just that.

After a successful government funded Invest to Save (ISB) pilot (2001-2003) CareOnLine was adopted into the mainstream of Adult Social Care Services and County e-government. 

Aims and Objectives:

1. Reduce isolation and social exclusion among Older People, Disabled People and Carers:

· Improve their quality of life and well-being

· Make web-based information and services truly accessible to everyone 

· Empower them to make their own decisions and retain their independence

2. Meet inclusion outcomes at European, national and local levels:

· Providing vulnerable adults with new skills and confidence to take part in the digital age and thus … 

· Bridge the generation gap

· Enable them to use the full range of online services

3. Web Service.

· Provide a clear, simple information service designed specifically for older people, disabled people and carers (www.leicscareonline.org.uk )

· Provide a single, seamless source of information on Adult Social Care Services, Housing, Health and Local Support Organisations to reduce user’s confusion on where to find such information

· Include relevant Lifestyle services such as shopping for home delivery, entertainment, travel and insurance to improve the quality of life of vulnerable adults

· Ensure information is fully accessible and available within 2 or 3 actions and without the need for keyboard skills (e.g. using Touch Screen technology)

4. Training and Support.

· Provide training and support to people who are unable to leave home 

· Ensure that lonely and isolated people are equipped with training to assist them to communicate with family and friends using the computer

· Provide a friendly accessible service, that will increase take-up and effectiveness

5. Partnership and Sustainability.

· Create a working partnership of local authorities, Health services and Voluntary organisations to more effectively reach those in need of assistance

· Provide a practical and sustainable service model which will assist other organisations to implement similar services.

Use of Technology.

· The project is driven by user needs not technology 

· Technology is used to enable access and ensure that nobody who wants to take part is excluded because of their abilities

· A wide range of hardware and software has been researched and tried and we continue to extend our knowledge of this specialist field.

Hardware examples:

· Desktop P.C’s for sheltered accommodation lounges

· Laptop P.C’s for “taster” training sessions

· Touch Screen P.C’s enable people with severe disabilities (see Case Studies - Ray’s story and Billy’s Story)*

· A large stable mouse and ‘Big Keys’ Keyboard is standard in community installations and for many of our users

· A head-mounted infra-red pointer is provided for a man with no use of his arms (see Case Study - Bali’s story)*

Software examples:

· CareOnLine works with Health Service therapists to extend the use of special software on Touch Screen computers for people with strokes and dementia (see Case Study - Billy and Janet’s story)*

· Screen Reading software for blind users (see Case Study - Sue’s story)*

· Voice Recognition software for a man unable to use his arms (see Case Study - Peter’s story)*

*N.B. All Case Studies can be seen at http://www.leicscareonline.org.uk/careonline_people 

Web portal:

· Usability first, technical accessibility standards second

· Developed our own usability standards in 2001 in consultation with users e.g. No flashing images, large clear buttons, colours tested for colour blindness

· Integrated County Council database to provide thousands of Local Groups relevant to Older and Disabled people and their carers

· Integrated Adult Social Care Services database to provide users secure access to their own Care Plan detail

Outcomes.

Summary Achievements:

· CareOnLine has proved beyond a doubt that older people, disabled people and Carers can adapt to new technology and gain enormous benefits from it

· CareOnLine has made the transition from a government funded project to a core part of Leicestershire Adult Social Care Services and the County Council’s e-government service

· Providing a complete service including access, training and support has been fundamental to ensuring that ‘hard-to-reach’ groups are engaged and involvement is maintained

· Existing Technology has been used in a flexible, innovative way to ensure that access and Internet experience can be provided to people of every ability level.

Achieving our objectives:

1. Reduce isolation and social exclusion. 

The most powerful proof of achievement is the testimony of those people whose lives have changed. Below is a sample of the stories and quotations we have gathered. Further Case Studies are available at http://www.leicscareonline.org.uk/careonline_people
What users say about CareOnLine:

“I find I am not as dumb as I thought.”

“It has given Ray a new lease of life, and distracts him from his pain.”  

“I felt inferior to young children ~ now I can keep up.”

“It keeps my mind active even if the body isn’t.”

An independent evaluation of 60 volunteers was undertaken by Loughborough University over a 2 year period:

· 97% of people said they had a favourable experience

· 69% would not have connected to the Internet without CareOnLine  

· 76% said the project had a positive impact on their daily lives

· 58% said the project had a positive impact on people close to them

· ‘CareOnLine’ has made older people feel like they have something in common with the younger generation and others in the community

2. Meet inclusion outcomes at European, national and local levels.

CareOnLine operates within the framework of equal opportunities guidance and legislation at local, national and European levels, helping the county council to achieve some of its strategic objectives. Examples include:

· European declaration on eInclusion “ICT for an inclusive society” - June 2006 para. 19 “Facilitating accessibility and usability of ICT products and services for all, with a special focus on people with disabilities,”

· CareOnLine was a best practice case study in “Our health, our care, our say” (Chapter 8 – Making sure change happens)

· User’s comments illustrate how CareOnLine helps meet the outcomes for Leicestershire Adult Social Care Services such as: 

· Improved quality of life “Please keep training us blind folk so we can share in the computer age and have information, communication and even shopping and travel at our fingertips.”

· Choice and Control “Today for example I filed a tax return to the Inland Revenue and arranged a Hospital Appointment.  I could not function without it.”

· Making a positive contribution “I enjoy my computer, as it keeps me in touch with family and friends across the world, especially as at 91 I now find it difficult to write by hand.”

3. Web Service.

· www.leicscareonline.org.uk provides a single source of information designed specifically for older and disabled people and their carers

· Integrated Adult Social Care Services database gives users access to their own Care Plan detail via a secure logon

· Integrated County ‘Infolinx’ database provides 3,400 local support organisations meeting needs of older and disabled people and their carers

· Website usage has increased by 800% since 2002

· Each District Council in Leicestershire has their own version of CareOnLine using their own colours, styles and logos with content filtered for their District.

· Launched a community chatroom in 2007 for the people of Leicestershire, including a topic to ask questions to the County Councillor responsible for Adult Social Care.

4. Training and Support.

· 350 people have received training (6000 hours) in their own homes and a further 200 have received training in Sheltered Housing schemes

· 3000 people have been provided with access to a computer and the Internet through CareOnLine installations e.g. Day Centres, voluntary centres (Age Concern, CVs and others)

· 1200 Support calls have been handled since 2005

· 50% of our users are over 65 – 52% are disabled.

5. Partnership and Sustainability.

· CareOnLine works with and takes referrals from other sections of Adult Social Care – Breaking the Barriers to help people with disabilities learn new skills which will help them gain employment; Direct Payments to give people equipment and skills to maintain independence and have better control over their lives; Valuing People to provide new activities and stimulation for people with Learning Disabilities; Supporting People to assist older people to understand the benefits to be gained from using the Internet; Adult Social Care teams to provide technology support for individuals in their own homes

· All 7 District Councils in Leicestershire have been involved through 25 CareOnLine computers being installed in Sheltered Housing schemes providing access to the Internet for over 1000 people in communal locations

· Working with a range of voluntary organisations has given access to many isolated individuals – e.g. Carers Support Workers in the Voluntary Action centres refer individuals for advice, equipment, training and support; liaison with Age Concern to provide training and support to older people in their own homes

· The CareOnLine service model has proved sustainable since 2003 when it was accepted as a core Social Service

· Leicestershire Adult Social Care Services made a strategic decision in 2005 to install CareOnLine Touch Screen computers in its Day Care Centres and Older People’s Homes, specifically for service users to access the Internet and undertake new activities.

· Since 2004 CareOnLine has presented papers at a number of conferences across the UK and assisted other local authorities to design or improve their digital inclusion services, including East Manchester, Nottinghamshire, North Yorkshire and Surrey.

Recognition

· 2005 – Finalist in the e-Europe awards. Service Use category – “putting citizens at the centre through transformation and innovation in services, delivering real benefits for users.”

· 2005 - National e-government awards. Winner in the Team Category – “Proven team-working or partnership activity which has delivered more than the sum of the parts.”

· 2006 - The Stockholm Challenge – Finalist with Special Mention in the Public Administration category which recognises “innovation in using technology, providing access for all and empowering individuals in the community.” The Stockholm Challenge is a global competition which had over 1100 entries from 53 countries.

· 2006 - Finalist in the UK Top Team competition which celebrates the achievements of the best teams working in the Public Sector and partner organisations. The competition recognises the achievements of teams “demonstrating innovation and delivery of excellent services.”

· 2006 – one of 25 best practice projects shown at the EU Ministerial Conference in Riga where the Declaration “ICT for an Inclusive Society” was signed
· CareOnLine has been used by the Social Exclusion Unit and EU as an example of best practice and featured in the White Paper “Our health, our care, our say”.

· 2008 – Finalist at the global Stockholm Challenge celebrating innovation in ICT for excluded communities.

Benefits experienced by individuals.

Users of the CareOnLine service have experienced benefits including:

· Older People – e-mail contact with family and friends, easier access to health, benefits and lifestyle information.

· People with disabilities – assistive technology and home training allows independent use of computer. 

· Carers – easier access to information to assist the caring role; communication and respite activities for themselves.

· Learning Disability/Mental Health – learning new skills and performing software exercises can help to improve concentration and improve self-esteem; touch screen computers and specialist software installed at all council Learning Disability Day Centres 

Case Studies – (for more see http://www.leicscareonline.org.uk/careonline_people):

Older People.

Doris is 92 and lives in Sheltered Accommodation. She has some friends but her family are all abroad – one son lives in Australia and the other in Africa. When CareOnLine installed a computer in the lounge of her home she was interested but unsure what benefit it would bring. The Manager was very supportive and said that Doris was having trouble with her hearing and telephone calls were getting increasingly difficult. E-mail was suggested as a solution and training was provided. When Doris broke her hip the following year the Manager was able to give her sons regular e-mail updates (which she could not have done on the telephone). Four years later Doris is a regular user of the computer and sees pictures of grandchildren she has never met. She still needs the assurance that the Manager is there to help out if needed but her family feel much nearer than before and she now also has a new hobby to stimulate her.

People with Disabilities.

Peter is 55 and lives alone in a beautiful but remote village in the east of Leicestershire. For the past 7 years he has suffered from chronic Multiple Sclerosis. He is housebound and unable to move unaided. He is reliant on visits by carers four times a day.  

Peter had no computer experience and spent most of his day watching Television. His advisor from the Healthy Learning Project asked CareOnLine if they could help. Because he cannot use his hands a mouse and keyboard would be out of the question. Following an assessment of his needs CareOnLine provided a computer and Peter decided to try voice recognition software. The CareOnLine Training Officer visits regularly to help and encourage him to learn new skills. 

Since mastering the voice recognition software Peter can ‘surf’ the Internet quickly and easily; he can type e-mails and letters. He spends 3 or 4 hours a day using the CareOnLine website to reach the MS Society, research his medical needs, shop online and control his bank account. 

Peter says: ‘I used to be an engineer and I like to know how things work – it amazed me you could talk to a computer! It has given me something to occupy my mind – whereas before I hadn’t really got anything – life was just a bore. Without people like you I wouldn’t have known anything about it”.

Carer.

Val is 68 and cared for her husband Len for 10 years until he died in 2005. This is her story in her own words:

“Before I had the computer I had to fight for everything, such as Attendance Allowance to help Len and had to rely on others to help me get information on his condition. My local Carers Worker, Sue, suggested that a computer would help me and recommended me to CareOnLine. When I was offered the use of a computer I was interested but not over enthusiastic BUT with the help of Margaret and the patience of Wanda, I am finally getting the hang of it. Now, whenever I go upstairs I switch on ‘just in case’ someone has e-mailed me.

I have booked treatment for Len and respite breaks, flight tickets and seats for the theatre; I can look up various ailments for fellow carers and find the best treatment available.

The Residential Home where my Husband lived for a time was recently inspected and I was able to bring the report to the screen and read it there or print it off for the family to read at their leisure. I have found places suitable for the other residents to visit with details of access and wheelchair friendliness.

It is great to receive mail from our Grandchildren, much more ‘newsy’ than a telephone call and I can keep my brother up-to-date when he is abroad.

The Grandsons thought it was "cool” that Grandma had a PC and tried to educate me, but they go at breakneck speed. I much prefer the gentle approach of Wanda, my instructor provided by CareOnLine; she has helped this "thick elderly lady” find a new interest which hopefully will benefit my fellow carers too. 

Since Len died I still attend the Carers group where my years of experience may help others, and I use the computer to print out medical information for them.  Nowadays when someone says to them "Log on to our Web site" they think "Ring Val, she can do it for me."

Ian Retson
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