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Context 
YouthLink Scotland, Learning Link Scotland and the Scottish Community Development 
Centre worked in partnership to deliver the Digitally Agile Community Learning and 
Development (DACLD) Project. It was part of the Community Learning and Development 
(CLD) Upskilling Programme 2012, managed by Education Scotland and funded by the 
Scottish Government, which emerged from the CLD National Workforce Development 
Group. 

This project aimed to provide the CLD sector, Education Scotland and the Scottish 
Government with a comprehensive picture of ‘new technologies’ used in current practice, 
skills in the sector and barriers faced.  

Key Outcome: Young people, adults and communities are better able to access 
and use new technologies and social media as part of their individual learning 
journey and for social action, through the improved awareness, understanding 
and skills of CLD practitioners. 

The project 
The project ran from February 2012 to May 2012 and included: 

• national skills audit of 177 respondents from across Scotland’s CLD sector. 

• three regional seminars with 87 participants;  

• number of case studies and vignettes which tell the stories of CLD organisations and 
projects using new technologies and social media;  

• literature review of what is current regarding new technologies within and outwith 
CLD. 

What do we mean by ‘new technologies’? 
Generally, reference is made to technology being about hardware (equipment) and software 
(the coded programmes that make stuff work). For the purposes of this project, ‘new 
technologies’ refers to specific technological developments in both. 

‘Social media’ 
Many people have their own definition as to what does and does not constitute social media. 
One of the most commonly used definitions is: ‘The use of web-based and mobile 
technologies to turn communication into interactive dialogue.’ 
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Executive Summary 

1. CURRENT PRACTICE 
There is emerging and innovative practice around social media and new technologies 
within the CLD sector. Some organisations are making creative use of available 
tools, such as the Dharma Project but it remains uneven and inconsistent,i and the 
use of technology for practice is still seen as experimental by some.ii 

2. IMPACT 
97%iii of survey respondents rated the impact of new technologies as an ‘effective’ 
and often ‘very effective’ tool in CLD work, both at strategic and operational levels. 
Comments from the seminarsiv re-enforced this. 

“It has an impact on participation and democracy (Arab spring), providing 
people with a joint voice and fostering involvement.” 
 
“It has the potential to democratise learning.” 

3. ACCESS 
Access to new technologies is variable and limited overall, especially to access 
newer technologiesv. Where the technology is available access is sometimes denied 
by IT gatekeepers. 

4. TRAINING 
There is a significant skills, competence and confidence deficiency in CLD around 
the use of new technologies. 74% of survey respondents have not had any training 
and the majority of respondents felt they were ‘not competent’ in using new 
technologiesvi. 

“I don't think I understand half of what you are asking me, and I don't know which half 
either.” (Q15) 

5. INVESTMENT 
The Literature Review highlights how other sectors have invested heavily in new 
technologies. The survey found that within CLD, financial constraints were identified 
as the second highest barrier to new technologies. However, the emphasis appeared 
to as much about investment in upskilling as in hardware/software.vii The Case 
Studies also demonstrate that social media can be a cost effective tool for learning 
and communicating.viii 

6. POLICY AND GUIDANCE 
The Literature Review identifies inadequate scenario planning for the impact of new 
technologies in national CLD strategy and policy documents.ix At local level, the 
majority of organisations are using their own policies and guidance for ICT usex, but 
these are more governance focussed and often not fit for purposexi in terms of CLD 
Practice.xii 
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7. DIGITAL INCLUSION 
The Literature Review identifies strong links between social and digital exclusion, 
with older people, people on low incomes, long term unemployed, rural populations 
and disabled people most at risk of digital exclusion (and in the digital divide).  The 
Case Studies indicate the impact potential of using new technology with excluded 
groups, including young people with additional support needs. Feedback from the 
seminars reinforced the potential of ‘digitally agile’ CLD practitioners to have a 
positive effect in working with digitally excluded groups. 

8. PACE OF CHANGE 
The pace of technological change is a challenge to all sectors and not just CLD and 
to keep pace the sector needs to future-proof itselfxiii.  This includes overcoming the 
barriers in terms of strategy and policy guidance, securing investment and supporting 
joint training for practitioners and managers. The Case Studies imply keeping pace 
with the technology alone is not enough. Tutors, volunteers and workers need to 
build their skills and confidence in its use. 

9. MYTHS 
Despite the sentiments of some participants in the seminars, and in the survey, there 
is no significant difference between the attitudes and perspectives of managers and 
practitioners in relation to new technologiesxiv. However, it may be worth exploring 
further why this perception persists, and if there are other barriers that inhibit culture 
change. 

10. NEXT STEPS 
This executive summary of project findings will be shared with the DACLD reference 
group, which will identify potential opportunities to establish a mandate and future 
investment to upskill the CLD sector in the use of new technologies, including social 
media. 

 
i  See Case Studies: Dharma Project. 
ii See Literature Review 
iii  See Case Studies summary 
iv  In operational practice across the three strands of CLD the potential impact of new technologies work was 

seen to be ‘effective’ or ‘very effective’ by the majority of participants 97% (Q13) 
v  See Seminar feedback. 
vi  Access to mobile and newer technologies is more limited still and always in the minority (usually <30%)  (Q6) 
vii  See Survey responses questions 10,11,12. 
viii  99% of respondents agreed (39%) or strongly agreed (60%) that upskilling in new technologies was relevant 

to their workplace. (Q15) 
ix  See Case Studies Summary 
x  Literature Review Table 1, p36. 
xi  87% of respondents implemented their own policies and guidance for online use (Q9). 
xii   43% identified inadequate policies to support the use of new technologies as a significant barrier.(Q18) 
xiii  See Survey Findings Summary. 
xiv  See Literature Review Conclusions. 
xv  See filtered responses, in Survey Findings Summary 
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DACLD Reference Group Recommendations:  

1. Ensure wide dissemination of the research findings to key stakeholders across the 
sector and to interested partners. 

2. Set up focus groups and dialogue sets to unpack the research findings further. 

3. Begin a mapping exercise to scope existing support infrastructure for CLD and 
emerging technologies, identify gaps and explore opportunities for partnership and 
network development. 

4. Support the development of local and national guidance and advice on the use of 
new technologies and social media in practice. 

5. Develop and maintain an on-going portal/s (through i-develop?) for sharing of 
practice and social networking of practitioners. 

6. Connect to new GLOW development and ensure fit with CLD sector. 

7. Establish a strategic ‘digital futures group’ to ensure a strategic approach to 
developments. 

8. Ensure the use of new technologies features in national policy affecting CLD. 

9. Track potential developments in new technologies and engage in longer term 
scenario planning for the impact on CLD practice. 

10. Scope the potential for securing further investment in the sector to support the digital 
inclusion agenda. 

11. Commission further research into CLD practice in new technologies and its impact on 
individuals and communities. 

12. Plan a series of workshops/seminars offered to CLD practitioners and managers to 
begin to address the skills, competence and confidence deficit around new 
technologies and CLD. 

13. Commission ‘start-up’ pilots to trial use of new technologies using CLD approach and 
disseminate practice. 

14. Embed the ‘digitally agile’ approach into Continuing Professional Development (CPD) 
strategies and competency frameworks, and in training institutions programmes. 
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Skills Audit Methodology 
The DACLD skills audit ran from 21st February to 15th April 2012 with 177 respondents and 
was designed to take a snapshot of the uses of, and attitudes towards, new technologies 
across the CLD sector, creating both quantitative and qualitative data. The survey didn’t 
select a specific target sample frame, but non-probability judgment sampling ensured a 
balance of representation across: 

• local authorities, voluntary organisations and community groups; 
• the three strands of CLD (youth work, adult learning and community capacity 

building); 
• managers and frontline workers  

The target audience was reached through key distribution networks including YouthLink 
Scotland, Learning Link Scotland, Scottish Community Development Centre, CLD Standards 
Council and Education Scotland. The skills audit questionnaire was designed and distributed 
through Survey Monkey (an online tool that enables users to create online surveys). This 
tool was particularly useful in minimising participant time and in allowing a thorough analysis 
of data, including information filtering.  

The survey utilised a range of techniques to ensure, as far as possible, the reliability, 
accuracy and validity of the data. For some of the data (e.g. use of hardware and software 
tools) this is straightforward. For other more qualitative information, which is by nature more 
subjective it is difficult to guarantee reliability. In order to counter-balance this, questions 
relating to perceptions and insights of new technologies and their use in the workplace were 
often asked using Likert-style rating scales. This avoided fence-sitting and provoked further 
thought and comment, rather than yes/no answers. 
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1.1  

 

1.2  

 

1.3  

  

 

4% either worked or 
volunteered on a 
sessional basis, 23% 
worked part-time and 
73% full-time.  

Other CLD related work 
included: 

• Sports 
Development 

• Workplace 
Learning 

• Youth & 
Employability 

• Volunteer 
Development 

• Equalities 
 

This survey was designed 
to filter responses 
between volunteers and 
paid staff within the CLD 
sector, although there was 
no specific targeting and 
volunteers accounted for 
just 4%.  

In any future survey a 
targeted response from 
volunteers would be 
beneficial. 
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1.4  

      
                                                          

Other positions identified included Student, Unemployed, Administration, Marketing, 
Consultant, Community Planning Partnership Development and IT Development Officer.                                            

1.5 Organisation Type and Geographical Coverage 
To ensure we included participants from across the CLD sector in Scotland, respondents 
were asked to identify the Local Authority area they worked in and organisation name. The 
survey gathered responses from 2/3rds of Local Authority areas, as well as from national 
voluntary organisations, many of whom operate Scotland-wide. 

2. Current new technologies available in the workplace 
Respondents were asked which hardware and software (Figure 1) they have available to 
them for work purposes. 92% of survey respondents had internet access; fewer than half 
the survey respondents. 37% had access to WiFi, 20% to mobile internet and 58% to 
broadband. 85% of respondents had access to a desktop computer, 85% had use of a 
laptop computer whilst 23% had access to a smartphone. Other responses included 
Management Information Systems (35%) conferencing hardware (25%) and access to 
a smart board (17%). 
 

 
Figure 1 
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Other responses included Flip camera, video camera, projector and digital software and 
some survey respondents noted they had access to none of the items on the list. 

3. New Technology Policy and Guidance 
The survey identified that the majority of organisations (87%) implement their own 
policies/guidance for using online tools, with 2% using others. 11% identified that they 
do not use or know of any policy/guidance to support them whilst engaging their 
organisation service users with new technologies. The policies listed by survey 
respondents included ICT User Agreement, Data Protection Act, NHS Communications 
Policy and Guidance, User Policy. Most of these policies had been developed for other 
purposes; however they were being adapted or implemented for new technologies and/or 
social media tools use. 

4. Current Training and Competency 
74% of survey respondents have not attended training relating to the use of new 
technologies in the workplace. Training that survey respondents (26%) had attended 
included seminars, European Computer Driving Licence (ECDL), social media training, 
online training sessions and IT security (the top identified training). 80% of respondents 
said their organisation did not provide training. Where in-house training has been 
offered, this included web editing, video creation, creating a Facebook presence, In-house 
training and ‘general IT training’. 

The majority of survey respondents noted that they were ‘not competent’ in the use of new 
technologies, with the exception of Facebook, YouTube and PowerPoint. For these, only a 
few felt they were ‘highly competent’ in their use. (Figure 2) 

 
Figure 2 

5. CLD workforce attitudes to new technologies 
Survey respondents were asked to rate the impact of using new technologies within the 
different CLD strands of practice (Figure 3). The majority of respondents were of the opinion 
that the potential impact could be either ‘effective’ or ‘very effective’ within each of the areas. 
This can be seen particularly in ‘Working with young people’ with 73% of respondents noting 
that technologies could be a very effective tool for impact. 
 
Respondents also rated highly the impact of technologies for CLD organisations in 
campaigning, marketing, fundraising and partnership working. This is the basis of the 
perceptions on the impact of new technologies in the strategic role of CLD organisations as 
well as for operational practice delivery. 
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Figure 3 

 
6. Barriers 
63% of survey respondents identified ‘lack of training’ as the main barrier to their 
organisations using new technologies more (Figure 4), with ‘financial barriers’ (60%) the 
second ranked. 43% noted inadequate policies support new technologies in the 
workplace. It is worth referring back to section 3 above, which notes that 87% of 
respondents used their own organisational policy and guidance when using new 
technologies. 

 
Figure 4 

In contrast with the majority of survey respondents identifying new technologies as a highly 
effective tool (Figure 3), it is interesting that 34% of participants (Figure 4) selected new 
technologies as ‘not a priority within their organisation’. 

Respondents provided further comment within the survey identifying the barriers to their 
organisation using more new technologies. 

• “Individuals within organisations reluctance to move forward with new 
technologies…the fear of abusing systems”. 

• “Need guidance/engagement for senior managers to help them see the opportunities 
of digital media (fear of what they do not know)”. 

• “Need access to social media in work time, expectation to do it at home 
• “Equipment/hardware”. 
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• “Threat to security protocols’ -response given by IT when we wanted to set up a 
Facebook page for our learners”. 

• “My employer has vetoed the use of social media/certain (many) websites 
• “Firewalls and permission to access sites”. 
• “Extremely strict IT policies rolled out centrally without understanding what we are 

trying to achieve and also lack of knowledge by management of the impact it can 
have and the positives it can bring as they try to balance the books”. 

• “Unable to use lots of technology within workplace due to IT restrictions” 
 

7. Current Good Practice 
43% of respondents could not provide examples or links to good practice but of those who 
could Facebook, Twitter pages and Survey Monkey were most common. Other online tools 
were identified such as Prezi, Voxur and Glow.  
Good practice examples involving hardware included the use of iPads in schools. 

 

 

 

 

 

 

 

 

 

 

A number of survey respondents provided 
more specific links to examples of good 
practice – such as: 
• http://www.facebook.com/sbcyouthbull

ying  
• http://www.rankyouthwork.org/  

• http://swayed.yolasite.com  
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8. Training Needs 

 
 

Figure 5 
 

72% of survey respondents identified they had never attended any training relating to 
new technologies. The survey respondents who had attended training were asked to name 
the sessions. These covered a range of comprehensive training sessions which included 
internal, Social Media by Scottish Peer Education Network (SPEN), European Computer 
Driving Licence (ECDL), ‘social media’, ‘smart boards’ and ‘common office applications’. 

Below is a sample of survey respondents’ comments regarding training suggestions 

• ‘Hands on training on social media rather than just listening.’ 
• ‘Removing fear of social networking? This should be a training course for 

EVERYONE regardless of their stature. If people understand it better, then they 
wouldn’t have to fear it. Instead they could see how it could work in a positive way  
and then maybe more local authorities would let staff use it to engage in a modern 
way that suits our communities.’ 

• ‘Blogging/Pod casting’ 
• ‘Webinars’ 
• ‘What’s new regarding new technologies’ 
• ‘We would be open to all training available – many on our team say they are unsure 

about technology and often step back from it. Anything that will raise awareness and 
make it clear on how it can be safely used as a positive tool to engage with young 
people, enhance our productivity at work and increase our enjoyment of work is a 
good thing.’ 

• ‘Networking/info sessions’ 
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9. Management/practitioner filtered responses  

The following data provides information on the perspectives of managers with frontline 
practice set against frontline practitioners. Survey respondents’ comments highlighted there 
is often the presumption that managers within the CLD sector are not wholly supportive of 
new technologies. However, the filtered data shows similar perspectives for both managers 
and practitioners. 

Question 13 

Management  

 

All 
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Question10 

Management  

 

All 
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Question 18 

Management ‘barriers to use new technologies in the workplace’ comments: 

• ‘Whilst more and more staff feel there is need there can be real fears (me included) in 
whether you have the technical know how to make it happen. That means that 
technical knowledge tends to sit with key staff in the organisation’ 

• ‘The Council IT Services are not set up for supporting this area of business’ 

• ‘ICT system blocks them all’ 

• ‘Worry.  Good sites/tools are blocked.  IT Equipment is too corporate, not fit for the 
purposes you would want to use it for.  IT not compatible - i.e film making then not 
being able to share it’ 

• ‘Negative attitude from IT/Security providers. Misunderstanding by senior 
management’   

• ‘Those in positions of power don’t (and don’t want to) understand new technologies so 
because they only hear the negative side of it from the media, they fear it’ 

• ‘Being able to dedicate or prioritise time to this one of the challenges is that many of 
the service users we encounter are not yet using new technologies so we are trying to 
introduce people to old, assistive and then new technology’ 

• ‘Sometimes management mind-set is fearful of the loss of control allowing people to 
use new technologies means.  They fear it will create new risks, not realising that it is 
merely a new way of people talking to each other, which they will do anyway, and that 
robust policies and training can support good professional practice to make them a 
real asset to an organisation’ 

• ‘Individuals within organisations reluctance to move forward with new technologies. 
‘the fear of abusing the systems’ 

• ‘Time to keep up/monitor etc.’ 
 

Practitioners’ ‘barriers to use new technologies in the workplace’ comments: 

• ‘IT dept willingness to find issues, and reluctance to find solutions’ 

• ‘We cannot access or use many of the technologies due to IT restrictions in the 
workplace. If we want to communicate with our young people through technology i.e. 
Facebook, we have to do it from home - not ideal. We cannot even burn something 
onto a CD/DVD at work, or use pen-drives to transport info from one venue to 
another. It is not the workers unwilling to learn and utilise these technologies it is 
employers restricting/preventing our use of them’ 

• ‘my employer has vetoed the use of social media/certain (many) websites’ 

• ‘unable to use lots of technology within workplace due to IT restrictions’ 

• ‘Firewalls and permission to access sites’ 

• ‘Time!’ 

• ‘Extremely strict IT policies rolled out centrally without understanding what we are 
trying to achieve and also lack of knowledge by management of the impact it can 
have and the positives it can bring as they try to balance the books’ 

• ‘Local authority has firewalls in place which prevent easy accessibility - sometimes for 
understandable reasons but it would be nice to use technology more often with 
learners.’ 
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• ‘The capacity of the community we are actively engaged with does not require us to 
be super up to date.’ 

• ‘Threat to security protocols; response given by IT when we wanted to set up a 
Facebook page for our learners’ 
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Digital skills audit findings  

IMPACT 
Respondents rated the impact of new technologies as an ‘effective’ and often ‘very 
effective’ tool in CLD work, both strategic and operational. 

• In operational practice across the three strands of CLD the potential impact of new 
technologies work was seen to be ‘effective’ or ‘very effective’ by the majority of 
participants (97%) (Q13).  

• In work with young people the impact was seen to be ‘very effective’ by 73%,  in work 
with adults 36%, and with communities 38% (Q13) 

• In strategic roles including work with other organisations, fundraising, campaigning 
and marketing, new technologies was more often seen as a ‘very effective’ than 
effective or not effective tool (Q13). 

ACCESS 

Access to new technologies software and hardware is variable and limited overall. 

• Access to new technologies is varied across the sector. The majority of CLD workers 
have access to the basics: PC, laptop, internet (Q6). 

• However, access to broadband (58%) and WiFi (38%) is limited.(Q6) 
• Access to mobile and newer technologies is more limited still and always in the 

minority (usually <30%)  (Q6). 

TRAINING 

There is a significant skills, competence and confidence deficit in CLD around the use 
of new technologies. 

• 74% of survey participants (managers and frontline practitioners) have not had any 
training (Q10). 

• 80% of CLD organisations have not provided training in this area (Q11). 
• The majority of participants felt they were ‘not competent’ in using new technologies, 

with a few exceptions (Facebook, YouTube and PowerPoint) (Q12). 
• “I don't think I understand half of what you are asking me, and I don't know which half 

either” (Q15). 

INVESTMENT 

Financial constraints were identified as the second highest barrier to new 
technologies. However, the emphasis appears to be as much about investment in 
upskilling, as in hardware/software.  

• 99% of respondents agreed (39%) or strongly agreed (60%) that upskilling in new 
technologies was relevant to their workplace (Q15). 

• Financial barriers were identified as the second highest barrier (60%) after training to 
new technologies being used in CLD work (Q10). 
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POLICY AND GUIDANCE 

The majority of organisations are using their organisational policies and guidance for 
ICT use, but these are more governance focussed and often not fit for purpose in 
terms of CLD Practice. 

• 87% of respondents implemented their own policies and guidance for online use 
(Q9). 

• However, 43% identified inadequate policies to support the use of new technologies 
as a significant barrier (Q18). 

• More often than not, organisational policies and guidance relate to HR, governance, 
ICT data management, etc. and have a short shelf life. CLD organisations often 
adapt these generic policies, but they are rarely fit for purpose as CLD sector specific 
guidance (Q9). 

MYTHS 

There is no significant difference between the attitudes and perspectives of managers 
and practitioners to new technologies. 

• There is a perception from practitioners that managers are often a block or barrier to 
utilising new technology in practice: 

o “It is not the workers unwilling to learn and utilise these technologies it is 
employers restricting/preventing our use of them” (Q18). 

• However, in filtering managers and practitioners responses, it was clear that 
managers also highly rated the potential impact of using new technologies (Q13). 

• Managers also had similar perspectives on the key barriers facing the sector, 
including training, finances and lack of adequate policy and guidance (Q18). 

PACE OF CHANGE 

The pace of technological change is a challenge to all sectors, not just CLD. Looking 
ahead respondents identified the need for the sector to future-proof itself.  This 
includes overcoming barriers in terms of strategy and policy guidance, securing 
investment and supporting joint training. 

• A significant minority (33%) identified the ‘pace of change’ a key barrier to using new 
technologies in CLD practice, and this is borne out by less competence in using the 
newer technologies (Q12). 

• Despite a positive attitude towards the potential impact of new technologies a 
significant minority of organisations (34%) identified that ‘not prioritising new 
technology’ was a key barrier in their workplace (Q18). 

• Respondents identified the need for training and opportunities to share practice 
across the country. 

o Joined up training across Scotland for all L.A. areas which will result in all 
L.A.’s working together to enhance the skills of the Scottish CLD workforce 
within new technologies.(Q19) 
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Introduction and Methodology 
New technologies have been changing the way people and organisations interact, 
communicate and do business. This is just as true in the Community Learning and 
Development (CLD) sector in Scotland as it is elsewhere. This literature review aims to 
describe the emergent use of technology and social media in the CLD sector and then, by 
showing how it is used in other sectors and other parts of the world, provide 
recommendations for further investment.  

The seminars asked delegates the question “Are we digitally agile?”.  This review takes that 
one step further and encourages long term thinking about new technology, highlighted by 
Gary Marshall in his blog (10 laws of tech), quoting the late Roy Amara (scientist and 
president of the Institute for the Future): "We tend to overestimate the effect of a technology 
in the short run and underestimate the effect in the long run."  
 
This review was carried out using desk-based research.  This included searches by relevant 
key words, browsing technology and social media industry blogs, and crowd sourcing 
information from our networks on Twitter and LinkedIn, as well as input from the seminar 
series and those who presented at them.  The hyperlinks as well as providing the sources of 
the research, also suggest further readings that expand the scope of the review.   
 
We looked at what organisations were using to enhance or transform their services using 
social media and new technology. We looked at how different sectors were engaging in the 
use of new technologies and give examples of their use globally, in the UK and Scotland 
wide.  
 
We supplemented this research with an analysis of the active social media and new 
technologies mentioned on the websites of two groups of organisations. The first group 
included all 32 local authorities. The second was made up of a representative sample of 31 
CLD sector organisations, and included voluntary and statutory organisations.  
 
The Scope  
This review is not prescribing what social media software or technological tools an 
organisation should use. It aims to provide a flavour of current practices and uses. The use 
of new technologies as well as the creation of new media, is constantly changing therefore 
this is a snap shot of those in common usage and not a comprehensive list. 
 
The review explores how online platforms are being developed to deliver quality learning, 
what tools Silicon Valley start-ups are using to develop ground-breaking digital marketing, or 
how charities are using Facebook and Twitter to engage the people they work with.  
 
The review will tease out common themes and trends of the effective and practical use, 
showing how technology and social media tie in to the CLD Competencies, an organisation’s 
business functions and government policies and agendas.  The review will also highlight the 
range and breadth of these tools, and how organisations are making them work for them. 
 
An organisation, depending on its specific aims and priorities, and accounting for their target 
audience, can draw on an ever-changing, ever expanding resource of tools.  The infographic 
Figure 1 clearly demonstrates the explosion of technology and software available. 
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Figure 1 
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1. Sector Specific Current Knowledge   
 
1.1 Community Learning and Development (CLD) Sector 
The CLD sector in Scotland has embraced a range of social media and new technology with 
regards to practice, policy and infrastructure. The CLD sector is comprised of public and 
third sector organisations who work towards achievement through learning for adults, young 
people and community capacity building.  
 
Organisations working in the CLD sector are pioneering ways to use new technologies in the 
delivery of their services.  It is not possible for the scope of this review to ascertain how 
many organisations are engaged in this way.  However this review highlights the numbers of 
Local Authorities and CLD organisations actively using Facebook, Twitter and other common 
social media tools. The review also highlights specific examples of organisations or projects 
that are using social media and technology. 
 
Social Media  
As social media and technology are often compartmentalised the review began by looking at 
the social media tools that are most commonly used in the sector and then at other 
technologies, communities of practice, virtual learning platforms and blogs.   
Facebook is an online social network that connects people with friends and colleagues.  With 
over 50% of the UK population using this medium, many CLD organisations have invested 
the time to establish a Facebook presence. These organisations are using it as their public 
face.  Approximately a third of local authorities have active Facebook pages, which range 
from a single page representing all of the local authorities’ services and interests, to many 
dedicated pages for individual services.  As well as looking at local authority organisations 
the review sampled other CLD sector organisations including voluntary and statutory 
organisations of which just over half have an active Facebook account.  
 
Using Facebook’s range of applications, organisations share news, photos and videos with 
the general public, and learners in some cases. Quarriers, a third sector organisation 
providing services for families uses Facebook’s integration with Flickr and YouTube to 
interact with their service users and supporters.  Quarriers, and many other organisations, 
use Facebook for fundraising activities and to publicise their fundraising campaigns or 
events.  Individual supporters of third sector organisations will also have their own Facebook 
page and will link their page to their favourite organisation’s page.  
 
One of the main benefits of using Facebook is the ability to tap into and communicate with 
groups and conversations that exist on the social network. Organisations can access 
existing learners and service users, as well as a large pool of potential participants. AMINA, 
the Muslim Women’s Resource Centre, a voluntary organisation based in Glasgow, have 
created a Facebook1 page to reach and engage with young Muslim women in their local 
area. 
Many other organisations use Facebook to publicise events, and to signpost services and 
information for the public. Midlothian Council operates a single Facebook page. Among 
community photos and local news, they profile their community learning and development 
services.  They use it to share good news stories, for example a young people project 
nominated for a national award.  
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Fife Council uses its main Facebook page in a similar way and has generated a large level 
of engagement, with 10,000 ‘likes’.  They use their page to encourage activity, for instance, 
to recruit volunteers at a local community café in Cupar.  Fife Council also operates 
dedicated individual Facebook pages for specific projects, for example, English for Speakers 
of Other Languages (ESOL) Dunfermline.  This group uses its Facebook page to keep 
learners up to date with events, advise on cancellations and enable participants to stay in 
touch with each other.  
 
Twitter is a ‘micro-blogging’ platform that allows users to connect to people and 
organisations that are of interest to them, and to share 140 character updates with their 
community of followers. It is customary for twitter users to share each other’s news and 
updates (‘retweeting’), while words annotated with hashtags (#) are commonly used to 
categorise and mark out conversations.   
 
Many organisations are using Twitter to share practice and resources, promote their work 
and campaign together. Thirty-one local authorities have an active Twitter account and an 
increasing number of third sector organisations and individuals, including two thirds of our 
research sample of voluntary and public sector organisations, are now tweeting.  Personal 
use of Twitter has influenced its use within organisations.  In some organisations it has been 
an emerging practice influenced by the interests of individuals in the organisation.  Others 
have been strategic and thorough in their planning of its use.  Some organisations only have 
the organisation’s account, others encourage staff to have individual accounts as well as the 
organisation’s account. This encourages social networking in a professional capacity, 
connecting with colleagues and provides a more personal face for the organisation.  
 
Twitter provides a simple way to share news and resources, network online with other 
organisations and colleagues, and interact with a wide range of people. Politicians, 
journalists, policy makers, businesses, public and third sector organisations are all active on 
Twitter. Users can engage organisations in consultations and conversations around policy 
and the Review of the CLD Strategy for Scotland is a an example where a Twitter hashtag 
was used to generate interest, debate policy changes and engage organisations to easily 
find, follow and contribute to the discussion.  
 
National third sector organisations like STUC and Young Scot use Twitter to connect and 
share ideas with staff, colleagues, policy makers and the public. Young Scot’s recent activity 
in 2012 included contributing to conversational hashtags, sharing photos, promoting events 
and vacancies, and retweeting relevant news from partner organisations. 
 
Some local authorities have a single Twitter account that provides news, updates and 
customer service across the range of council activities, including CLD, while others operate 
multiple Twitter accounts and have project specific accounts for CLD.  Stirling Council 
operates a single Twitter account and highlights CLD adult workshops and youth events 
regularly on its feed.  South Ayrshire council have individual CLD project twitter accounts, 
such as the South Ayrshire Youth Forum, engaging with a specific target audience.  
 
YouTube provides users with the facility to upload, view and share videos. Videos can be 
annotated and linked to websites. With over 32 million active UK users, YouTube is the 
nation’s second most popular social media network. Videos can provide a visually interesting 
way to present content and generate interest.  Approximately a quarter of local authorities 
and a third of the CLD organisations in our sample have active YouTube channels. 
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Many local authorities use their YouTube channels to highlight CLD services and projects, 
particularly around local community capacity building and regeneration, including promoting 
community development plans, family services and community centres. SCDC and the 
Scottish Youth Parliament have YouTube channels. SCDC uses videos in their training 
programmes and to share projects, while the Scottish Youth Parliament uses YouTube to 
broadcast election debates and other events from geographically dispersed areas like 
Shetland.   
 
Online Communities of Practice  
Online communities of practice are where people with similar interests share and connect 
online on a specific website. Communities of practice usually focus on peer learning, sharing 
resources, discussion and sharing ideas on practice and finding support for specific 
questions. The CLD sector has Connect (formerly CoPAL), supported by Education 
Scotland, and has over 1,300 members and active groups discussing topics like community 
capacity building and workplace learning. Popular groups on Connect include ‘Using ICT and 
e-learning’, ‘Family Learning’ and ‘Numeracy’. There is also space to post events, upload 
videos and share photos.   

Other online communities of practice help people across the country create opportunities to 
influence the policy process where individual groups or members were unable to before. 
Fiery Spirits is community comprised of rural activists and campaigners that aim to bring its 
members together in topic groups under three themes: developing rural services, managing 
community assets, and exploring community resilience.  

Virtual Learning Environments (VLEs)  
Virtual learning environments recreate conventional education online through virtual classes. 
It uses online tools and social media to facilitate interaction between and among learners 
and practitioners. Organisations are using VLEs, in conjunction with other technology such 
as video conferencing software, to deliver learning programmes. The Aberdeenshire 
Literacies Partnership operates an online forum connected to the Big Plus to facilitate 
engagement and learning between participants and practitioners. They also use the Skype 
(free video communication software) with webcams for online conversations.   

Others, like the North Alliance partnership, use VLEs to deliver continuing professional 
development.  The new CPD platform, i-develop launched by the CLD Standards Council for 
Scotland in April 2012, is the latest creation for practitioners in the sector to use for their 
continual professional development.  

Get Connected and Linking Education And Disability programme is piloting accredited 
programmes using VLEs where learners are supported and connected via a dedicated 
Facebook page and Twitter feed. 

Other online resources and platforms 
 
Many organisations have been developing web-based resources for CPD and training, 
community engagement or programme evaluation. Some have been paper-based toolkits 
developed into digital versions. One example is Glasgow Community Learning Partnership’s 
‘Glasgow’s learning…About Equalities’, an online toolkit aimed at taking practitioners 
through the key stages of thinking about equalities, from law through to assessing impact 
and final documentation. The toolkit was originally produced as a physical pack and moved 
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online to facilitate and increase its distribution. Other examples are evaluation toolkits like 
‘Explaining the Difference’, a micro-site partnership between Learning Link Scotland and 
Evaluation Support Scotland, and the VOiCE toolkit, SCDC’s Visioning Outcomes in 
Community Engagement. Step It Up is an online platform for young people to record their 
progress.   

 
Blogs 
A blog (“web log”) is a journal published online, often by individuals and where user and 
community feedback is encouraged.  Blogs allow for lengthier, more detailed and more 
thought out discussion than is possible on Twitter and Facebook. Organisations in the sector 
use blogs for two distinct purposes. Many organisations use blogs to engage with their 
learners, stakeholders and participants. They celebrate learner achievements and highlight 
events. Other blogs are looking to communicate with the sector. They debate practice and 
discuss policy developments in central and local government.  
 
Education Scotland’s blog engages with the wider educational sector, and includes adult, 
community and youth focused topics. Other organisations, such as the CLD Standards 
Council, Volunteer Development Scotland, and Learning Link Scotland predominantly 
discuss issues. The Shetland Islands Council blog posts items about events and community 
engagement and development.  
 
RSS Feeds 
RSS feeds allow individuals or organisations to subscribe to and aggregate news items from 
organisations in a simple, standardised format. Using RSS feeds makes an organisation’s 
news and publicity more readily available to those who are interested and use the 
technology. In our research, most local authorities used RSS, while roughly a third of the 
sample of other CLD organisations had websites with the capability.  

 

 
What does this mean for CLD? 
 
There is clearly emerging and innovative practice in a wide range of different social 
media and new technologies in the sector. Organisations are looking to deliver 
programmes more effectively and more efficiently through the use of technology. 
They are building relationships online, and looking to reach existing and new 
learners and users of their services.  
 
The review found organisations across all three of the CLD priorities where there 
were examples of practice in using social media and new technology.  
In the main Facebook, Twitter, YouTube and online communities of practice are in 
use. Organisations are using these platforms to connect to learners, provide 
information and are in the early stages of networking with other practitioners. 
Virtual learning environments, blogs and online platforms are emerging tools.  
 
 There is inconsistent use, with some organisations and services leading the way, 
others beginning the journey, while others are not engaged.  The drivers have 
been personal use, rippling into the workplace out of self-interest and motivation. 
The question is how to harness and develop a more strategic and systematic 
approach across the sector. 
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1.2 Public Sector 

1.2.1 Education in the UK and Scotland  
 
Infrastructure 
UK schools and colleges access fast broadband internet connectivity through the 
SuperJANET network. Currently in its 5th iteration, the network received £29 million in 
investment in 2006 and hosts over 18 million service users.  

Scotland’s colleges’ and universities’ ICT investment is supported by the Scottish Funding 
Council and the UK wide Joint Information System Committee (JISC). The JISC funds 
innovative ICT projects, provides training projects to support e-learning, bulk buys resources 
and funds research and development.  

Scotland’s schools are connected via Glow, the world's first national online school 
community. It provides a complete range of intranet services, from a safe online meeting 
space, to video conferencing, file sharing, CPD for teachers and guidelines on internet 
safety.  

Under the BRITE initiative (Beattie Resources for Inclusiveness in Technology and 
Education), Scotland’s colleges were able to acquire and receive training in a range of 
assistive technologies to support learners with additional needs.  

Technology 
HMIe’s most recent report on ICT in education shows that in 2007 almost all colleges were 
equipped with VLEs which were accessible from home by students. Students are able to 
access resources, interact online and ask questions from home. Scotland’s Colleges, the 
national support organisation for colleges, runs CPD events for staff on integrating the latest 
ICT into learning and teaching, for example ‘Using iPads as a Communication Tool for 
Learners with Complex Learning Support Needs’. 

HMIe reported in 2007: “All schools had identified benefits to be gained from the use of 
interactive whiteboards in conjunction with data projectors.” Benefits to interactive white 
boards include running software from a computer, saving class notes for future use, and 
posting content online. The report goes on to describe how for many schools,  access to 
sophisticated, but easy to use, assistive technology allows students with severe learning 
difficulties to address problems of communication in a traditional school room setting.  

HMIe also describes other, subject specific technologies in use in schools: “Secondary 
science departments had purchased digital microscopes, data logging applications and 
simulation software. Art and music departments gave pupils access to a useful range of 
applications that supported and enhanced creative thinking and processes. In one urban 
secondary school, teachers and learners were using digital audio players to access podcasts 
that supported modern foreign language learning.” 

Education Scotland has also been promoting game-based learning since 2006. Games like 
LittleBigPlanetTM engage children as it’s a medium they enjoy. For teachers, games enhance 
the curriculum and teach relevant ICT skills.  
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Recent advancements in technology are also providing opportunities. The new Raspberry Pi 
is a basic computer that costs just £22 and aims to help students become more familiar with 
computer programming. Curriculums are evolving to use ICT to deliver learning, as well as 
teaching code and programming as part of the curriculum.   

 

 

 

 

 

 

 
 
 
 
 
 
 
 
Universities 
Technology has transformed universities and university learning in many different ways. 
Universities are using social networks, the internet, and new technologies to enhance the 
teaching and learning process, connect to new students and new populations of potential 
students, as well as to co-ordinate research and assist collaboration and partnership 
working.  

Distance and elearning  
Distance learning has been enhanced by e-learning and associated technologies in social 
networks. The accessibility of online videos and remote resources has enabled a more 
individualised learning experience. Students can work at their own pace, learn from a variety 
of materials such as video, text or practice sets, replay lectures, seek out support from peers 
and elsewhere on the web, or move quickly through material they are already familiar with.   

One of the most high profile examples of the use of distance and e-learning is the Open 
University (OU) programmes. The OU, a pioneer of distance and e-learning, combines 
traditional tutors and study groups with online forums, online conferencing, and social 
networks to “offer more courses to more people in more places than any other UK 
university.” They also contribute to larger initiatives like Race Online 2012, a campaign to get 
the entire adult population of the UK online.  

A 2011 Guardian article highlighted how the University of the Highlands and Islands (UHI) 
“has pioneered distance-learning by building one of biggest digital networks of its kind to link 
13 colleges and nearly 100 learning centres from the Outer Hebrides to coastal towns in the 
Highlands and on the north-east coast to Shetland. UHI has effectively rewired the area by 
installing its own superfast broadband network over an area the size of Belgium, with 
videoconference suites at 60 sites.” 

What does this mean for CLD? 
 
The formal education sector provides a useful comparison for CLD. Schools and 
colleges have received significant investment in ICT training and infrastructure.  
Education Scotland have delivered key objectives such as the development of 
Glow available to every teacher, parent and child, using game-based learning, and 
institutional recognition of the importance of technology, such as Smartboards and 
assistive technology, in everyday learning. Colleges have near universal VLE 
access, the widespread adoption of assistive technology for disabled people.  
 
There has been dedicated investment in the CPD for teachers and lecturers in 
ICT, new technology and social media.  
 
What substantial investment will be required to achieve the infrastructure and CPD 
for the CLD sector?  How does the sector work collaboratively to take advantage 
of developments and learn from the formal education sector? What are the 
relationships, connections and synergies for practitioners and managers in CLD 
around the platforms like Glow, Connect and i-develop?  How much can other 
sectors learn from and harness the emerging developments in the CLD sector?   
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Online virtual worlds such as Second Life offer an interesting take on what VLEs and e-
learning can look like. Virtual reality lets people create ‘avatars’, or representations, of 
themselves, and interact with people in an environment that simulates the real world. 
Learners try things, visit places and talk to people they otherwise would not be able to. 
Glasgow Caledonian University has been using Second Life on an honours-level module in 
Cyberpsychology since 2009. Students attend online seminars and virtually visit other 
Departments of Psychology, such as the problem-based learning resources at the University 
of Derby.  

1.2.2 Education further afield 
 
Schools and Colleges 
A 2010 meta-analysis from the US Department of Education, based on 45 individual studies, 
showed that online learning is as effective as face-to-face learning, and that blended 
learning (using the two methods in conjunction) is considerably more effective than either 
method individually. 

An example is the Los Altos school district in Northern California, which adopted a blended 
approach in collaboration with the Khan Academy. “Our pilot included a couple of 7th grade 
classrooms with students who typically struggled in Math. We saw a significant improvement 
in this group. The number of Advanced or Proficient students increased dramatically, from 
23% to 41%.”  

Universities 
 
Distance and e-learning 
Distance and e-learning have become a common offering from universities around the world, 
delivered by models very similar to the OU. There are also emerging trends in providing as 
much of the classroom and traditional learning experience as possible online, for free. High 
quality video lectures are readily available on university level subjects ranging from calculus 
and statistics to sociology, history or computer science. The Massachusetts Institute of 
Technology (MIT) now offers many of its undergraduate lecture videos and materials through 
its OpenCourseWare programme. It has also started experimenting with offering actual 
online courses and marked exams under its OCW Scholar programme, trying to democratise 
higher education. 

Communities of Practice 
There has been a similar effort to democratise another aspect of the university learning 
process. ‘Open science’, or science 2.0, aims to change how research is shared and 
discussed. Academic websites and networks (e.g.TED) are developing into communities of 
practice. These communities, taking advantage of the instantaneous and simple methods of 
communication natural to the internet, are supplanting old ways of sharing information and 
collaboration, including peer-edited journals, as spaces for finding and sharing research.  

Open-access archives and journals like arXiv and the Public Library of Science (PLoS), as 
well as the scientist-only social networking site called ResearchGate, are redefining access 
and power in academic networks. These online activities are increasingly affecting physical 
spaces, through ideas like the ScienceOnline conference. Trying to take advantage of the 
interactive nature of the web and social media, Manchester University has started a network 
called Policy@Manchester, with the aim of connecting people and departments across 
disciplines who work in policy related fields, but traditionally don’t have much, if any, 
interaction or history of working in partnership.  
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Blogs 
While online journals are disrupting how science is developed, blogs are changing how, and 
by whom, it is discussed. Blogs allow scientists and researchers to hold a public and 
democratic dialogue. Paul Krugman, a Nobel Laureate in Economics, comments in the New 
York Times that cutting edge research is now shared and talked about in blogs and online 
‘working papers’. Social media use among academics has evolved to the point that 
organisations like London School of Economics are issuing guides for professors on how to 
use twitter “as a resource for research, teaching and impact activities.” 

Other online and e-learning  
Technology is also being used by less traditional organisations to expand the provision of 
quality education.  

The Khan Academy is a non-profit organisation aiming to democratise learning across the 
globe using their interactive website. Their slogan is “Learn almost anything for free”. They 
offer over 3,000 instructional videos and hundreds of practice questions, mainly on 
mathematics, but also covering subjects like physics, economics and history. They claim to 
have delivered an amazing 139,250,253 lessons so far. More broadly, the online format of 
organisations like the Khan Academy gives these new organisations an edge in identifying 
what educational strategies work. Online technology can capture data points from all their 
users, and are making the learning experience more efficient. 

Udacity is a not-for-profit university that launched in 2012 offering free courses exclusively 
through its website. All course materials are provided online for free (there are no textbooks 
to buy) and courses aren’t scheduled, they run whenever the student wants to start learning. 
Individual courses run for seven weeks and are assessed by a final exam taken online. 
Sebastian Thrun, who worked for Google, founded Udacity after experiencing online 
education while teaching at Stanford. In 2011, he offered his computer science course on 
the internet for free and ultimately received an enrolment of 160,000 students.2 Udacity 
hopes to replicate that success.  

University of Michigan Professor Brian Weatherson said: “Faculty put a lot of work into 
designing interesting and educational courses. And then those courses are delivered to, 
relatively speaking, a handful of people. This seems like a waste.” The University of 
Michigan, along with Princeton and three other top American universities, is using 
technology to share the resources their professors have designed with a larger audience. 
They have joined a new not-for-profit venture, called Coursera. Classes offered on Coursera 
include video lectures taught by professors, tests, and reinforcing concepts through 
interactive exercises. Students also join a global community of thousands. 

New Technologies and Adult Literacies in Scotland 

The Adult Literacy and Numeracy in Scotland Report 2001 highlighted the need to 
encourage the use of ICT in the delivery of adult literacies provision in Scotland and led to a 
number of initiatives by Learning Connections.  

Adult Literacies Online (www.aloscotland.com) was set up to provide an online databank of 
teaching resources, tutor training materials and related reports. Also part of this site is an 
interactive version of the Literacies Curriculum wheel. CoPal (Communities of Practice in 
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Adult Literacies) was establish as a social media network and was later transformed into 
Connect, an online network for the wider CLD field. 

Between 2004 and 2008, a number of ICT innovations projects were funded as a 
government initiative to encourage practitioners to experiment with the use of technology in 
literacies learning. Reports from the projects are available on Adult Literacies Online. 
Several ICT Innovations conferences were held to disseminate the findings of these projects. 
Seven workshop sessions were also developed to provide training in technology and 
literacies learning and these materials are still available though they require to be updated.   

In 2009, research was undertaken in to online learning with adult literacies learners in 
Scotland – see the report on adult literacies online. A project ran alongside this research 
seeking to develop the use of online / blended learning. Also in 2009, a pilot project looked 
at using a games approach to literacies based on Neverwinter Nights. 

Education Scotland is currently working in partnership with the eLearning Alliance to run an 
eLearning CLD Special Interest Group drawn from interested practitioners to explore and 
promote the use of new technologies in a CLD context.  

 

 

 

 

 

 

 

 

1.2.3 National Government/Statutory Scotland 

Social media and new technologies are a natural fit for a government looking to engage with 
a population and connect to voters. The Scottish Government operates a website along with 
a range of social media channels, including Twitter, YouTube, Flickr and Soundcloud (an 
audio file sharing network). Other government departments also use these channels to 
communicate and work with the Scottish people. Two examples relevant to the CLD sector 
are Engage for Education, the government’s online initiative to improve the conversation 
around education in Scotland, and Skills Development Scotland’s online career development 
platform My World of Work.  

The Scottish Government is increasingly using online technologies to consult with 
organisations to develop policies. For example the consultation around ALIS 2020 Strategic 
Guidance and the online discussions on the CLD Strategy Review were conducted via online 
survey.  

Engage for Education, a government education website, is an example of an online 
government initiative. Its goals are co-operation and participation in education across 
Scotland. There are links to their Twitter, Facebook, Flickr, blog and RSS feed. It has an 

What does this mean for CLD? 
 
The potential and importance of e-learning is finding its way into the CLD sector 
practice and policy. ALIS 2020 Strategic Guidance discusses the role of, and 
sets outcomes for, e-learning in literacies practice. 
 
Developing e-learning and signposting learners to online learning sites, and 
teaching in a blended online/face to face style, could be a driver for CLD.  
Universities have developed sophisticated e-learning platforms, so what are the 
lessons the sector could learn from, adapt or develop in collaboration?  
  
Communities of practice in the sector are establishing how important it is to 
benchmark and evaluate success against the more established academic 
communities of practice in order to develop effective practice.  How does 
democratising learning from examples like the Khan Academy in the USA 
influence or help to shape the CLD sector platforms?    
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active twitter account (@engagefored) which shares news and connects followers to 
relevant government ministers and organisations like Skills Development Scotland, 
Education Scotland and the Scottish Government, as well as the wider CLD sector. Its 
YouTube channel, called EngageVideo, shares videos such as Michael Russell, the 
Education Secretary, participating in a question and answer session, and highlights from 
recent Engage for Education events.  

My World of Work created by Skills Development Scotland, Scotland’s national skills body, 
the website aims to help people to get a job and develop a career. Hosts feature articles on 
a wide range of topics including choosing a career, learning and training, applying for jobs 
and making a career change. There is a My World of Work online toolkit which uses 
personalised accounts to assist with every step of a career journey from researching careers 
to building a CV. The website also has a search for learning and training opportunities and 
job vacancies.  

New technologies are increasingly able to link and create dialogue between the public and 
politicians. The 2011 Scottish Parliamentary election was seen as the first social media 
election. In total, a third of the candidates used some form of social media to connect to 
voters. Political parties used iPhone apps to facilitate canvassing, synchronising activity and 
cataloguing which households had been visited in a specific area. They also inserted QR 
codes into their campaign literature.  

1.2.4 Local Government Scotland 

Local Authorities in Scotland all use social media, in some form, to connect with people in 
their area. 3 Most Local Authorities use Twitter and RSS news feeds.  Many use YouTube 
and Facebook, as well as Flickr or some kind of blogging service. Local authorities 
predominantly use social media as a one-way news service, sharing information about the 
services they provide. In late 2011, most local authorities in Scotland came together on 
Twitter in a 24 hour “What we do” event, where they used the network to highlight services 
and raise awareness. Local government candidates in Scotland are using Facebook and 
other social media networks ahead of local government elections in 2012.   

East Renfrewshire Council has a collection of Facebook pages that signpost services and 
information in the local authority area. Their main page shares community photos, current 
news, events and acts as a gateway to their website. West Lothian Council, on the other 
hand, operates a single Facebook page where they share links to the Council website, post 
information on local elections, and signpost services, such as library events and training 
days. 

Libraries play a key role in delivering access to IT and the internet. Just under half of the 
people in Scotland use their local library and libraries provide 8 million hours of free internet 
access a year. Libraries are also increasingly using social media and new technologies to 
deliver learning. QR codes are popular with library staff for their ability to easily signpost 
digital information and learning resources. SLIC, the Scottish Library and Information 
Council, runs a range of social media channels connecting locally administered libraries 
across Scotland. They use an active blog along with Twitter, Flickr, YouTube and Delicious - 
a social bookmarking service.  

                                                
3 See appendix  for details 
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Local Authorities are using the internet and new technologies to deliver internal training and 
work more efficiently. By partnering with an e-learning business, Brightwave, City of 
Edinburgh Council was able to save over £1 million delivering training to staff. The cost per 
user savings was calculated at 740% against traditional classroom delivery, and the project 
won silver at the COSLA Excellence Awards in the ‘Securing a workforce for the future’ 
category. 

 
 

 

 

 

 

 

 

1.2.5 Government/Statutory - International 

Outside of the UK other governments, at both a local and national level, are finding creative 
ways to use social media to improve government services, educate citizens and 
communicate with people. A web tool called SeeClickFix allows citizens in the USA to report 
non-emergency neighbourhood issues, which are communicated to local government, as a 
form of community activism. It has an associated free Smartphone application. 

Votenaweb is a Brazilian initiative with the goal of providing clear information on proposed 
legislation within the Brazilian government, and then bringing people together online to 
discuss politics. The site, which is fully integrated with social media, boasts 16,000 members 
discussing over 4,000 bills that have been uploaded.  

Turkayfe is a site focused on the national branding of Turkey through social media. Originally 
founded by Turkish ex-patriots, it has partnered with the Turkish Government to use social 
networks and events at Turkish Consulates to promote the country abroad.  

Modern political campaigners, leaders and parties make sure to capitalise on new forms of 
communication. President Barack Obama has 25.4 million likes on Facebook and famously 
used social media in his presidential campaign in 2008 as a marketing and fundraising 
platform that reached a worldwide audience.  

 

 

 

 

 

 

What does this mean for CLD? 
 
National and local governments are gaining from online technologies that facilitate 
consultation and communication with the public.  They are connecting with larger 
numbers of people as well as diversity across the population. The Scottish 
Government has used online tools like Survey Monkey to assist in consultations on 
policy. As more government services and conversations are held online, it will be 
increasingly important for the sector to develop an online presence and services that 
meet public expectations and demand.    
 
Twitter and other social media have created opportunities for closer communication 
between the general public and government.  Platforms like Engage for Education 
provide public forums for debate and engagement.  What are implications of this 
closer relationship with people and Government have for CLD?   What is the role of 
linking communities, individuals and government?  
 
 

What does this mean for CLD? 
 
What can the sector learn and adapt from international examples of web tools like 
SeeClickFix resolving neighbourhood issues and encouraging community activism? 
 
Connecting people in the community with local or national government or 
campaigning on local issues could take lessons from the international examples 
shared here.  Connecting online and creating a platform can reach worldwide 
audiences as well as the local.  Connecting with communities across the world could 
be motivating initiatives for local communities. 
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1.3 Personal  

People are social by nature. Online social networks, which are self-organising, complex and 
emergent, mimic physical or ‘real world’ social networks. Social media and new technologies 
simply facilitate and amplify these connections. Different software and platforms enable 
connections to different groups of people, or different ways of sharing, and different things to 
share. Developments in hardware and devices, particularly in mobile phones, are 
revolutionising access to data, the internet and people.   

These technologies and social networks filter through to almost 
every aspect of our lives, from how we spend our leisure time, to 
how we shop, bank, work and communicate with family and friends. 
For instance, Skype, the video calling software, has revolutionised 
long distance personal communication.  

Facebook, Twitter and YouTube all seem to have started as ways to 
keep up with friends and family, but have shown almost universal 
appeal. As of 2011, nearly 40% of the UK population have Twitter 
accounts and 50% use Facebook. One sample of over 2,000 adults 
showed very high usage (see the infographic on the left), with subtle 
differences between genders. This growth in social media is 
changing how people find and share information. People 
increasingly look to peers and social networks for recommendations 
and links. For example, the Guardian’s Facebook app will soon 
overtake Google as the primary source of traffic to the newspaper’s 
website.  

Other social networks have been created around specific themes or 
functionality.  Some, such as Tumblr and Instagram, help people 
share photos.  Tumblr, which also allows users to easily share 
videos, holds 50 million blogs and 20 billion individual posts.  

Other social media sites are location based. Foursquare is a website 
and mobile application that allows people to post their location at a venue (“check in”) and 
connect with friends. Foursquare, with 20 million people signed up and 2 billion “checked-
ins”, is a way for people to share suggestions on things to do, see or eat at that location.  

Pinterest, which is essentially an online scrapbook, has seen remarkable growth. Pinterest 
users create, manage and share photo and other content collections on their interests and 
hobbies. By some counts, it’s already the third most popular social network in the US. The 
site’s growth is a great example of how quickly online trends develop.  
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The hardware and devices we use will always be in a constant state of development. Mobile 
phones are now owned by over 86% of the world’s population (see Figure 2). Smartphones, 
probably best understood as pocket computers, are one of the latest hardware trends. Many 
people will be familiar with Apple’s iphone, or Android phones from Samsung and other 
hardware manufacturers. The Smartphone market is soon going to outpace the personal 
computer (PC) market, and, sometime in the near future, is going to bring an additional 4 
billion or so people online and onto social media.  

Smartphones are having a noticeable effect on social networks and how people use them. 
Many start-ups now aim to build a mobile presence first, and a web presence second. The 
success of Instagram, which is only available on mobile phones and was bought by 
Facebook for $1 billion in early 2012, is simply the most high profile example of this trend.  

Smartphones have also enabled the rise of other industries, such as mobile gaming. Mobile 
gaming has proved to be the most popular function of smartphone “apps” (short for 
application software), along with social media and day-to-day uses like checking the weather 
or reading maps. The game ‘Draw Something’, which had 15 million users in its first two 
months, shows both the rapid uptake of games as well as their broad popularity.  

What does this mean for CLD? 
 
The innovative practice in the CLD sector has been driven by personal interest 
and use by practitioners and managers.  This is equalled by the use of learners 
and service users.  Using technologies enhances everyday life and social 
networks.  Realising the expectations of existing and potential users of how to 
engage, communicate and learn will drive the change in service delivery.   
 
The personal use of social media, particularly Facebook, YouTube and Twitter, 
provides practitioners and managers in the sector with unprecedented 
opportunities to engage more with communities and learners. The opportunities 
are there for the sector to take advantage of, while at the same time recognising 
that many people may not have access or may need support in accessing these 
technologies.  
 
How does the sector bring personal learning and experience successfully into the 
workplace to deliver practice and improved services?  Peer support and online 
communities are important elements to training and development in the sector.   
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Figure 1 

Tablet computers, such as Apple’s ipad or similar computers from Asus, Samsung and 
Amazon, are another recent hardware development. There were 56 million tablets 
purchased worldwide in 2011, and research predicts that that by 2016 there will be 760 
million tablets in use overall, compared to the 2 billion personal computers currently in use 
worldwide.  

Tablets are hand-held, flat, touch screens computers and they provide a new medium for 
software developers to experiment with. AutisMate is an ipad application (app) designed to 
be a communication and therapy tool for people with autism. Its inventor was disheartened 
by the experiences of devices and apps that were available, yet could see the potential 
benefits that technology could provide for his own family member who was autistic. 
Designed to be easy to use and intuitive, people can use the touch screen to click on 
pictures and voice recordings. Pictures, videos and voice recordings can also be added to 
the app. 

The use of tablets is affecting other markets. Consumers are increasingly using tablets to 
replace and augment television. Tablets allow for personalisation and mobility, as well as 
access to further information on the internet. This is changing how people interact with 
content delivered into their homes. 

Cloud computing, a term invented by IT companies, is a service where the user accesses 
data and applications online through a web browser.  This allows people to easily access 
documents and software from their work, home, phone and tablet.  Dropbox and Microsoft's 
SkyDrive are examples of these services. Google is launching a service in early 2012 called 
Google Drive, offering cloud-based storage for photos and other online content.  
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Figure 2 Cloud Computing Diagram 

How people use technology and social media has been the single greatest driver of change 
in its use in work. In many instances, individuals are the developers and innovators of new 
practices that businesses and charities take advantage of. Social networks start out with no 
business function in mind, but as millions of people start to use them, organisations begin to 
see value. These new technologies and social media are useful because people are using 
them in their personal lives. Facebook was never designed to be used by companies, but the 
millions of people who use it every day provides valuable opportunities for organisations.  

 
What does this mean for CLD? 
 
The sector acknowledges the rate at which trends in technology change and the 
need to be digitally agile.  Keeping up with the trends could also be a limiting 
factor to engaging with it.  Learning to take steps in the use of technology and 
social media and the difference it makes are essential to engaging with it.   
 
Developments in phone technology and tablet computers may change how 
organisations interact with people. Mobile Smartphone technology integrates 
social networks and communications even further into people’s lives. The 
opportunities are there for the sector to develop apps and websites that are 
accessible on mobile devices.   
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1.4 Private Sector 

The business world is also developing the use of social media and online engagement. 
Some organisations are very effective in utilising new technologies and social media and are 
increasing engagement with their customers. Many though, are in the process of testing out 
issues such as how much to invest in online initiatives, which services and networks to use, 
and how to safely position a brand online.  

Most businesses are growing their use of social media and new technologies, but uptake is 
still not universal, even among the largest corporations. Of the FTSE 100 (as of February 
2012) 61, or almost two thirds, have an active Twitter channel (up from 56 in June 2011), 53 
have an active YouTube channel (up from 44 in June 2011), 39 have an active Facebook 
account (up from 38 in June 2011) and 16 have a corporate blog (up from 12 in June 2011).  

How Fortune 500 companies (America’s 500 largest 
companies by revenue) use social media is remarkably 
similar the FTSE companies. In 2011, 62% had an active 
Twitter account, 58% had an active Facebook account 
and 35% had a public facing blog.  

Comparing the Fortune 500 group, as established 
businesses, against the INC 500, or fastest growing 500 
companies in America, shows the growing businesses 
use social media significantly more, as illustrated in figure 
4.  

In 2011, 132 senior marketing officers were surveyed on 
social media and its impact on their business.  Most of them recognised the value and 
growth in business due to social media, however a quarter of those asked admitted they 
were struggling, saying there had been a ‘general failure’ in their social media strategy so 
far. Two thirds of those surveyed worried they didn’t have adequate resources or time to 
invest.  

88% of all Chief Executive Officers (CEOs) who participated in a 2010 IBM study picked 
“getting closer to the customer” as the most important dimension to realise their strategy in 
the next five years. One of the main benefits of social media for businesses is that online 
interaction with customers is becoming one of the leading forces driving change in business 
practice.  

Levi’s and Autoglass are among the businesses who have cast their social media fans in 
commercials using Twitter and Instagram (Levi’s), and Facebook (Autoglass).  Frijj 
milkshakes use Facebook to run weekly competitions for their “likers”, answer questions and 
comments, and post non-intrusive questions, encouraging frequent customer feedback and 
keeping the brand’s public awareness up.  

Businesses are also using social media to connect customers to each other. The Vice-
President of Interactive Media at Sephora, a leading beauty company, explained how they 
used their website in conjunction with social media channels and Smartphone technology to 
connect with customers. She said, “they were actually engaging in ways we had no idea they 
would.”  Sephora has recently seen 300% growth in its mobile shopping sales.  

Figure 
4 
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Research has shown that engagement with customers is linked to profit. 54% of those who 
‘like’ a brand on Facebook are then more likely to purchase the product. Another study, 
conducted by the PulsePoint Group and The Economist Intelligence Unit, says companies 
that fully embrace social engagement are seeing “four times greater business impact” than 
less socially engaged organisations.  

Given the benefits for companies in engaging with social media and new technology, it’s not 
a complete surprise that they are trying to figure out new ways to stay connected with 
customers online. Topshop has targeted ‘high use’ Facebook users. They keep a regularly 
updated presence, and offer users exclusive deals and interactive content. This has resulted 
in the store being the most popular retailer on Facebook and Twitter. 

Costa hired the marketing firm Paratus to overhaul its digital strategy. Paratus took their 
Facebook page, which had been updated once or twice a week, and provided a consistent 
presence for Costa, increasing output on the page to 15 posts per week. Paratus described 
their strategy in terms of appealing to a community: “We try to create sharable content that 
will make people laugh. Coffee drinkers tend to be very passionate about it so we try to 
create stuff that appeals to that community.” Fulham Football Club, has tried some creative 
approaches to engage its supporters. It arranged for Foursquare users to get a ‘swarm 
badge’, a type of award from the social network, for attending home games. 

Businesses also use social media for internal communication and collaboration.  Cemex, the 
world’s largest building materials supplier, for example, used social networking tools to 
connect employees in offices across the world. They used social media to discuss strategy 
and agree decisions, particularly around the development in how Cemex used bio fuels. In 
just over a month, decisions had been taken and a 5 per cent increase for bio fuel usage 
had been achieved, a process that would previously have taken a year and half.  

Businesses are also using cloud computing to take advantage of the large amounts of data 
now being generated online. Amazon’s cloud technology allows organisations to scale their 
businesses as they grow, without adding hardware or as many staff.  

“Crowdfunding”, where financing business ventures is organised online and often takes the 
form of smaller contributions from those interested, provides businesses with a new source 
of capital. GrowVC is an equity Crowdfunding service with offices in the US, UK, and 
Finland. The company helps startups raise funding and has registered almost 3,500 
companies. Fundedbyme is a Swedish platform that has raised money for 318 ventures. 

As social media and new technology liberates and drives change in many businesses, there 
is a downside for other businesses. Photo printing, DVD rental and CD sales are all dying 
industries. Newspapers are an example, as they don’t have problems transferring content 
online, but they are having trouble making money from digital content. “Traditionally, a 
newspaper’s sales department was the core of its business”, but “having an advertising 
sales department is obsolete… [and] most firms have trouble outsourcing their previous 
revenue centre”. 
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What does this mean for CLD? 
 
The private sector is challenged with many of the same issues that others sectors are 
experiencing too.   The business sector devotes resources and investment to overcoming their 
obstacles.  
 
CLD can learn from the businesses that have tested out the ideas, and can choose and adapt  
their strategies, methods and principles that suit a particular organisation’s needs.  
 
The marketing firm Paratus helped Costa in their thinking around a consistent dedicated social 
media presence that appealed to their online community. This simple strategy would be equally 
effective and could be replicated by other organisations to develop their thinking and link with 
individuals and communities they work with.   
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1.5 Third Sector 

Visceral Business undertook an analysis of the top 100 charities using social media in the 
UK. The top six are reproduced below. There is a correlation with the financial and brand 
strength of the organisation. Most of the top 100 charities have a strong social media 
strategy and used Facebook and Twitter as well as LinkedIn and Youtube and almost all 
were responsive to online communication from supporters.   

 

The WEA in England have active Twitter and YouTube accounts that they use to connect 
and promote a range of services. The WEA YouTube channel has generated hundreds of 
views and provides creative content and links to different projects. The WEA Stoke-on-Trent 
created a map on their website of related learning opportunities in the Stoke/North 
Staffordshire education sector. They use their Twitter account to promote the website. The 
National Youth Agency similarly uses Twitter, Facebook, and has an active blog.  

Action Aid’s youth initiative has a social media strategy that uses Facebook, YouTube and 
Twitter to raise awareness, and created a Facebook ‘app’ for the campaign. In addition to 
more traditional marketing methods, like partnering with music festivals, Action Aid has 
worked with organisations like Channel 4’s Battlefront website, which is designed to help 
young people campaign on issues that matter to them. Action Aid also utilised text 
fundraising, similar to campaigns such as Children in Need, appealing to networks their 
supporters naturally use.  

Charities are connecting to a growing trend in the personal use of Smartphones to foster 
engagement and spread their message among the public. In 2010, DePaul UK raised 
awareness of homelessness, with iHobo, its app chronicling the experiences of a homeless 
person. 

Ushahidi is an organisation in Kenya whose service started as a social network of 45,000 
users who were using phones and computers to map reports of violence after the election in 
2008. They set up a website to mark areas of violence and peace efforts throughout the 
country based on reports submitted via the web and Smartphones. The website, with its 
system of reporting and sharing information, has proven valuable and allowed Ushahidi to 
closely track developments during crises such as in Haiti following the earthquake, in Japan 
after the tsunami, and in Egypt during recent political events. 
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YouTube offers many organisations the quickest route to engaging high numbers of people. 
Organisations also link to existing online conversations and trends.  The NSPCC put 
together a campaign film promoting a more active response to instances of potential child 
abuse.  It had over 300,000 views in the first three weeks of its launch.   

Invisible Children raise awareness of the use of child soldiers in Africa.  They produced a 
video, “Kony 2012”, about Joseph Kony, the head of the Lord’s Resistance Army (LRA). The 
LRA is notorious for using child soldiers in the Congo and Uganda.  The video was very 
successful. It received over 87 million views on YouTube (by mid-April 2012) and enjoyed 
months of mainstream media attention. However, the video also received criticism on its 
somewhat superficial treatment of the subject.  

Charities are using twitter and other social networks to increase communication, to share 
practice and influence policy makers. Hashtags on twitter are used to mark out 
conversations. Issues such as capping charity donations, care reform and education policy 
are all talked about widely and frankly on Twitter. For instance, a range of organisations, 
from charities like the Joseph Rowntree Foundation and Age UK, to the Guardian 
newspaper, to health professionals and individuals are discussing what the UK care sector 
should look like.  

Many organisations are using the web to share practice. NFPtweetup is a community of 
people who work for or with charities and non-profit organisations interested in harnessing 
the power of digital and social media and other new technologies to achieve their strategic 
objectives. The events are free to charities and non-profits, and enable peer-to-peer 
knowledge sharing and networking in a fun, informal setting. In Scotland, Be Good Be Social 
provides similar opportunities for charities to share practice meet and learn from each other.  

Organisations such as New Philanthropy Capital (NPC) have invested in online evaluation 
models available to organisations across the country. NPC helps organisations quantitatively 
demonstrate changes in young people’s well-being. Charities are using NPC’s tool to 
demonstrate the value of their work and to find funds to expand their programmes.  

Some organisations are using Crowdfunding and the internet to fund projects. In the UK, the 
National Endowment for Science, Technology and the Arts (Nesta) is administering an 
Innovation in Giving Fund. The fund has supported Peoplefund.it, Buzzbnk and Solar 
Schools in an effort to encourage Crowdfunding in the third sector. Cancer Research UK has 
successfully used Crowdfunding to raise money through its My Projects platform, which 
allows donors to fund specific research projects.  

 

 

 

 

 

What does this mean for CLD? 
 
Charities in Scotland, the UK and throughout the world are using social media and 
technology in fruitful ways.  
 
There is a diverse and dynamic community of charities on networks like Twitter 
and LinkedIn. This provides networking opportunities, promote and connect to 
share practice and ideas.  
 
Finding out about new developments in using social media to campaign, as well as 
using online platforms to raise funds and profile issues.   Having a public profile 
and strong media strategy and presence is building brand strength for the public 
facing charities.  Being responsive to online communication from supporters 
resonates with the sector supporting and developing local communities and 
people.  
 



    

Supported by Education Scotland Page 45 
 

2.  Digital Exclusion  

The remarkable growth in the personal use of new technologies and social media provides 
the CLD sector with unprecedented opportunities to engage more with communities and 
learners. However, many of the marginalised or isolated groups the sector aims to help may 
not have access or may need support in accessing these technologies. Digital exclusion, 
defined as a lack of access to technology or suitable internet connections, cuts people and 
populations off both socially and financially. People over 65, rural populations, people on low 
incomes, and disabled people are more likely to be digitally excluded.  
 
In Scotland, over 17% of the population has never been online, which is one percent higher 
than the UK average. In addition, 61% of the population have high speed internet while the 
UK wide average is 71%, and the uptake levels of people over 65, as well as people with 
visual, hearing or mobility impairments are significantly below UK averages.  

In November 2011, the Scottish Government created Scotland's Digital Participation Charter 
getting leading private sector companies, academic institutions and charities to sign up and 
make a commitment to share information and align resources to deliver on digital 
participation outcomes over the life of the current Parliament.  

The lack of high speed internet access for some communities could be a major barrier for 
UK rural regeneration, according to Skylogic research.  They reported that Scotland (2010 
data) had the lowest internet access compared to England and Wales.  They identified rural 
communities as ‘not spots’ linked to levels of deprivation.   

Most discussion about digital exclusion focuses on use of the internet. Stirling University 
student internship with CIH Scotland research suggests “that there are strong links between 
social and digital exclusion, with indications that those who are socially excluded are three 
times more likely to be digitally excluded. The Oxford Internet Survey5 found that only 43% 
of people in the lowest income category in Britain used the internet, compared with 99% of 
those in the highest income category.”  Their report aimed to help social landlords consider 
the benefits of proactively promoting digital inclusion. 

NCVO’s Third Sector Foresight identifies and summarises the key strategic drivers that 
could influence the UK voluntary sector. One of these is digital exclusion. NCVO says that 
some of the implications resulting from digital exclusion include losing out on services that 
are delivered as “digital by default”, higher prices for products, such as insurance, that are 
increasingly traded online, decreased access to the labour market and a lack of awareness 
and access to educational resources and therefore lower educational attainment.   

In 2008, the UK Government appointed a Minister for Digital Inclusion and in 2009 Martha 
Lane Fox became the UK’s Digital Inclusion Champion. She headed Race Online 2012, a 
campaign to make Britain the first nation where everyone can access the internet by the end 
of 2012. While the percentage of adults who have never accessed the internet has fallen to 
just over 16%, there is still progress to be made.  

Go On UK is a new initiative from the UK Government and Martha Lane Fox that aims to 
build on the work of Race Online 2012, while also targeting organisations with a digital 
inclusion agenda. The benefits of getting communities and people online are potentially vast. 
Go On UK has gathered research which shows only 14% of small and medium enterprises 
(SMEs) sell products and services online (Lloyds Banking Group/ BDRC April 2012), ICT is 
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the biggest skills-gap in the charity sector (NCVO), and that 8.12 million people have still 
never used the internet (ONS Labour Force Survey Feb 2012). 

Capgemini, the consulting firm, produced some estimates of potential benefits for 
businesses, charities, and the government. If employees that are currently digitally excluded 
got online, they would add between £560 million and £1,680 million in benefit to the 
economy. 3.6 million low-income, digitally excluded households could save over £1 billion a 
year by shopping and paying bills online. And the UK Government could save an estimated 
£900m per year with even modest levels of switchover to digital transactions.  

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

What does this mean for CLD? 
 
Many CLD organisations in Scotland already engage with people who are digitally 
excluded in the course of their usual work. As the sector develops and grows 
online, maintaining successful relationships with those who are already excluded 
will require new approaches to ensure they are able to fully access services and 
information.   
 
CLD organisations that successfully promote digital inclusion will not only increase 
the effectiveness and efficiency of their online services and e-learning 
programmes, but deliver wider benefits to communities and Scotland. This will also 
help the CLD sector make links to the broader policy context and contribute to the 
Government’s digital targets.  
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3.  Policy and Guidance  

Government Policy 

The Scottish Government is working towards digital inclusion. There are two National 
Indicators in the National Performance Framework on digital inclusion. The ‘Widen use of the 
Internet’ indicator tracks the percentage of adults using the internet for personal use. The 
latest government report on the indicators highlights: “The percentage of adults using the 
internet for personal use increased by 10.5 percentage points, from 62.7% in the baseline 
year of 2007 to 73.2% in 2010.” 

The Government’s other indicator is ’Improve digital infrastructure’. The Government’s report 
in 2011 states: “Next generation broadband was available to 41% of addresses in Scotland. 
Data for previous years is not available.” 

The Scottish Government’s 2011 Scotland’s Digital Future: A Strategy for Scotland 
highlighted that Scotland has the lowest broadband uptake of any UK nation.  The Strategy 
recognises the economic benefits of high speed broadband for Scotland in encouraging 
competition in business and driving international trade.    

The Cross Party Group in the Scottish Parliament on Digital Participation was convened in 
December 2009 to provide a platform for MSPs to engage with a range of organisations on 
issues relating to digital participation. Organisations such as Quarriers, Digital Fife, SVCO 
and STUC have been involved in this group. 

CLD Sector Policy 
 
Table 1 shows some of the policy documents and frameworks relevant to the CLD Sector.   
An overview of strategies and guidance over the last 10 years looked for the inclusion of 
social media, technology or ICT within the documents. ALIS 2020 Strategic Guidance details 
some of the benefits of e-learning in literacies work, and sets the availability of e-learning 
and assistive technology as a goal for the sector. Similarly, the Skills for Scotland Lifelong 
Skills Strategy promotes, on a broader scale, both e-learning and a familiarity with 
technology as key ingredients to a successful and skilled Scotland.  Using technology to 
disseminate information is a key element of Moving Forward, the national youth work 
strategy.  However a number of the documents were of their time, before social media and 
before the development of the mobile technologies of today.   
 
Table 1: Social media/new technology and CLD policy/guidance  

Year Policy Document 
social 
media technology ICT 

 
2011 ALIS 2020 no yes yes 
2011 Achieving a Sustainable Future no yes no 

2011 
Scotland's Digital Future: A Strategy for 
Scotland yes yes yes 

2009 
Scottish Community Empowerment Action 
Plan no no yes 

2009 Valuing Young People no yes yes 
2008 Achieving our Potential no no no 
2008 Early Years Framework no no no 
2008 ESOL Curriculum Framework yes yes yes 
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2008 Curriculum for Excellence yes yes yes 
2007 Adult ESOL Strategy no no no 
2007 Moving Forward no yes no 
2007 Skills for Scotland Lifelong Skills Strategy no yes yes 
2006 More Choices More Chances no no no 
2004 Working and Learning Together no no no 

 
Organisational Policy and Guidance  

Organisations are confronting a wide range of issues around online activities, social media 
and new technologies. Many organisations are implementing social media policies and 
guidelines. Social media policies help safeguard the rights of the employee and the 
organisation, provide clear guidelines for employees on use, help managers supervise 
performance, and clarify issues such as monitoring activity and the difference between 
private and personal use. 

Helpful resources are available online. There is guidance on what to include in any social 
media policy and guidelines from organisations like the Advisory, Conciliation and Arbitration 
Service (Acas), as well as others such as internet news site Mashable, and the Australian 
Government’s business support service. There are also existing social media policies from a 
variety of companies, including organisations such as the BBC and YMCA, as well as 
employment law departments in law firms.   

ECORYS, the UK-wide agency which co-ordinates some of the European Leonardo, 
Grundtvig and Tansversal projects, has produced a social media and online collaboration 
guide called “Get Connected”. The guide was written to facilitate ‘virtual mobility’ and covers 
social media, as well as technology such as VLEs. It offers a glossary of terms, explains the 
importance of a social media policy, sets out the uses of different forms of technology, and 
provides tips on best practice. There is also a useful selection of links and further reading at 
the back of the guide.  

Setting out guidance on how staff are expected to use social media and new technologies is 
an important aspect of a social media policy. For instance, organisations who work with 
young people have to be aware of risks and safeguard their clients. Recent research by the 
BBC has shown that only 40% of young people knew that details they shared online stayed 
online forever and, while most teens still had positive social experiences online, nine out of 
ten of them had witnessed cyberbullying. Over 20% had joined in the harassment. A report 
from the London School of Economics revealed that 14% of 9 to 10 year olds encountered 
risk online, with the figure rising to 69% of 15 to 16 year olds. 

Staff should be made aware of current best practice in online safety and signposted to 
further resources. Education Scotland offers advice and guidance on internet safety and the 
proper use of technology for practitioners. Other organisations, like KidsOKOnline, provide 
resources and guidance on web safety for children, teens, families and adults.  

Organisational and Staff Development  

In addition to organisational policy, a social media strategy, or a business plan that explicitly 
incorporates social media and new technology into job roles and targets, can help clarify why 
an organisation is using social media, who should be using it, and how to tell if it’s working. 
Many organisations have to present a business case to justify the use of social media and 



    

Supported by Education Scotland Page 49 
 

new technology. A strategy can help justify its use, by laying out how social media and 
technology will be used, and what business aims it helps achieve.   This diagram by Jay 
Baer (Table 2) sets out the hierarchical structure for developing social media in your 
organisation.  

 

Table 2 Jay Baer's Social Media Metrics Sequence 1 

The UK Workforce Hub Skills Survey in 2007 of charities, community and voluntary groups 
identified that the ‘strategic use of IT’ was the most common skills gap among third sector 
organisations surveyed in the UK. The Sector Skills Councils in the UK outline the skills gaps 
in specific sectors under the generic National Occupational Standards.  Skills gaps have 
been identified around skills in management and leadership or youth work but the use of IT, 
social media and new technologies have not been specifically identified.   
 
The CLD Competencies also relate generically to IT and its importance in each.   There is a 
lack of research into the skill, gaps in the sectors especially around social media and the use 
of new technology in the delivery of services.  The Profile of the CLD sector in Scotland 2008 
and 2010 (LLUK Scotland) relate to the make-up of the sector.  The training needs analysis 
focused on whether they were carried out and if the CLD Competences were used to identify 
needs and in designing plans.    Skills gaps in IT were not surveyed and therefore not 
reported.  Identifying skills gaps across the sector would be key to developing training and 
practice.   
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4. Conclusions 

This literature review, while not exhaustive, describes the emergent use of technology and 
social media in the CLD sector and outlines its use in other sectors and other countries 
around the world. It has looked at over 500 sources and analysed the active social media 
and new technologies of over 60 organisations’ websites, of which over 150 sources are 
referenced in the review to provide further reading and learning.  

There is emerging and innovative practice around social media and new technologies within 
the CLD sector and some organisations are making creative use of available tools, although 
some quantitative research shows that it remains uneven and inconsistent. Organisations 
are using social media and new technologies for a variety ways, from engaging learners and 
the general public, marketing and promoting campaigns, opportunities for continuing 
professional development, networking with other organisations, sharing practice and 
disseminating and sharing research.   

Trends in social media and new technology have the potential to positively, and negatively, 
transform services. However the ways other sectors and organisations are using these 
technologies could be effective for, and easily adopted by, CLD.  As with other sectors, 
developing the use of social media and other technologies will provide opportunities and will 
change how people access services in youth work, community development and adult 
education. The success of e-learning, and blended learning in particular, within the 
international education sector is notable, as is the ubiquity of VLEs among Scottish colleges 
and universities. The formal education sector in Scotland has had major investment into 
providing almost universal access for teachers, young people and parents to key learning 
technologies, VLEs and assistive technology.   

Local and national government have embraced the use of technology and social media.  The 
Engage for Education and My World of Work investments must be utilised and important for 
service users.  Creating dialogue between public and government is important to shape 
thinking about new services in the sector.  Many Local Authorities are taking advantage of 
social media and technologies to engage and inform their local communities.  Libraries play 
a major role in supporting the infrastructure for accessing IT and the internet and are 
harnessing the use of social media for their services.   

Social media and new technologies are pervasive in our lives. Developments in areas such 
as social networks, e-learning, online shopping, and Smartphone technology mean many 
people are constantly connected to the internet and their virtual networks. If trends in the 
CLD sector mirror those in business and other charity sectors, there will be a growing 
expectation that the CLD sector engages more and more online.  At the same time, the 
sector is recognising that many people, for a number of reasons, are not accessing the 
internet and social media. New ways of working must not exclude them.  However, personal 
use has been a major driver of change in using technology and social media in the 
workplace.  This is mirrored by practitioner and manager use in their workplace setting with 
the increasing use of technology and social media by the end user of services.   

Is it possible to learn lessons from the businesses community in engaging customers and 
fostering communities online? How they have utilised it for internal communication and 
collaborations? Cloud computing is an interesting development, especially since online 



    

Supported by Education Scotland Page 51 
 

capacity has been improved to take advantage of storing data online rather than buying and 
maintaining in-house servers.  It will have, however, its disadvantages and fears for some.  

There are strong links between social and digital exclusion, with older people, people on low 
incomes, long term unemployed, rural populations and disabled people most at risk of digital 
exclusion.  Developing services to ensure inclusion will be paramount, as will providing 
digital infrastructure and programmes of learning for those who are excluded.  Maintaining 
and growing the infrastructure with libraries and other local services and projects will be vital 
to build services and information.   

Policy and guidance on social media and new technology is catching up with its use in 
current practice and delivery.   Government policy and strategy has set targets for Scotland 
to widen use and improve infrastructure.  Other policy documents relevant to the sector 
highlight specific elements of technology development, Curriculum for Excellence, ALIS 
2020 and Youth Strategies strive to improve support and services, while others are of a time 
before the advancements of mobile technology and social media.  Organisations have been 
developing their HR polices to safeguard its use for personal and work purposes.  
Practitioners, staff and managers, on the other hand, are looking for guidance to safeguard 
vulnerable users.   
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Who – Adult Basic Education, Fife 

Where – Fife 

Sector – Working with young people 

Media/ New Technology – Edutainment Software 

‘Edutainment’ - Game On! 

An innovative project in Fife is giving disaffected young people another chance at 
education using gaming to engage, inspire and learn. 

A new phenomenon in learning, sometimes referred to as ‘Edutainment’, is evolving and 
developing games designed with specific curriculum objectives in mind. These games run 
the gamut from simple, platform-style games to complex role-playing scenarios.   

For the last five years, Adult Basic Education (ABE) Tutors, Stephanie O’Donnell and 
Helen Guthrie have been using ‘Edutainment’ software.  This innovative approach is based 
around computer games and is being run by the ABE service in Fife.  Although ABE 
traditionally works with post-16 learners, they have worked to find innovative ways to engage 
with younger learners, particularly those with low levels of numeracy and literacy and those 
who are disruptive in the classroom. The current project is yielding impressive results.   

The Project 

The Fife-based project initially worked with the Careers Service to offer a new kind of 
learning for young people who were farthest away from the workforce, those young people 
often referred to as ‘NEET  – Not in Employment, Education or Training’.  More recently the 
course is being offered to young people who are still at school but at risk of becoming 
disaffected.  These young people are more often than not struggling in class due to specific 
learning difficulties, such as dyslexia, autism, dysgraphia (difficulties with written 
expression/handwriting) or simply poor attention in class.  Young people who are suitable for 
the programme are selected from local high schools in Fife by their Guidance teachers. 
Commenting on the success of the project, course tutor Stephanie O’Donnell states: 

 “We have a high retention rate, these young people are engrossed in the gaming software 
and keep coming back.  Our students go from being a closed book when they arrive to really 
opening up and sharing thoughts and ideas, their commitment to learning is demonstrated 
by the fact that they will even come to our course on in - service days when the rest of the 
school is off.” 

The Technology 

Fife ABE has used a variety of gaming software but the two which have had the most impact 
are Neverwinter Nights and Adventure Author. 

Neverwinter Nights has been adapted from the commercial game software published by 
Atari and produced by Bioware.  This software was adapted by West Nottinghamshire 
College to improve educational content.  Using the software, players are invited to create a 
character and go on a quest in which they have to make decisions about what to take and 
how to progress using mathematics and their literacy skills.   
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Making Games in Schools (MGiS) is a creative cross-curricular approach to designing and 
making computer games and uses the Adventure Author software, developed by Dr Judy 
Robertson and her team at Heriot-Watt University, Edinburgh, combined with the 
commercially available Neverwinter Nights 2 fantasy role-play game. Learners use this 
software to create their own game in which they develop the content, narrative, quests and 
fantasy world.  In the process of creating the storylines and developing character 
conversations, there is an opportunity to engage and to improve literacy skills. 

 “For learners who have found playing computer games to be a useful stimulus to their 
literacy, a logical next step might be to write their own.” Dr Judy Robertson, Heriot-Watt 
University. 

“Since 2006 Education Scotland's game-based learning initiative, The Consolarium, has 
been working with teachers across Scotland to explore and share just how the appropriate 
use of computer games can have a positive impact on teaching and learning and, more 
recently, to encourage pupils to become creators - not just consumers - of games with our 
game design initiative.” 

The Consolarium 

Research is beginning to suggest that computer games can help to stimulate a successful 
learning environment and provide motivational learning contexts that suit many learners.   

The Consolarium  

Stephanie is clear that the learning is not solely about the games.  The success of young 
people getting into the world of work comes from the encouragement to engage with the 
game and then to bring the excitement and knowledge into the real world.   

“We encourage our learners to write about the character they have created to think about 
new storylines (thus improving their literacy skills) and to fill in mock applications for jobs as 
a games developer or a software tester.  This approach makes the experience real for 
learners, they are gaining practical skills for the real word and seeing that the virtual world 
can have an impact on the skills they need for their real lives.” Stephanie O’Donnell, ABE 

Stephanie notes that the young people that she works with thrive in the adult learning 
environment.  ABE works with small groups of young people in the course of an academic 
year. She is positive about the impact of the project. 

 “We see an improvement in self-esteem and confidence in the first couple of weeks.  When 
they start they often come in with their hoods up and reluctantly grunt answers.  After a short 
time on the course they open up and talk about their experiences and talk about what they 
are proud of.  One young person came to me during the course and said, “I thought I was 
stupid and I realised I wasn’t”. Stephanie O’Donnell, ABE 

With Adventure Author, the course is structured to give students as wide an experience as 
possible.  They are encouraged to use the software to create their own world, to test their 
creations, to make the game playable for others and to share their learning with other 
learners and tutors.  For Neverwinter Nights, a key aspect of the course is about progression 
- learners need to gain a password from tutors before they progress to the next level of the 
game. Stephanie adds that this is key to the learning experience as gaining the password 
becomes a point of negotiation between tutor and learner.  At this point, learners are 
encouraged to review their work and to do some additional study if necessary.  The 
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importance of negotiation relates to ABE’s social practice model of learning which 
encourages students to take responsibility for their own learning.  As well as programming 
and creating online worlds, learners also sit past exam papers and focus on their maths and 
social skills.  The key difference for these young people is that they are supported to take 
ownership of their own learning and are encouraged to share their learning with others. 

The Challenges 

Stephanie stated that there have been some challenges ranging from technical issues to the 
skills of the tutors themselves.  There were issues getting the software on to Council 
computers at the beginning and about the investment required to get the computers to the 
right specification to handle the graphic-intense software.  Stephanie points out that it is 
important for tutors to get up to speed with the game, as the young people learn so fast and 
quickly come up with searching questions about the program and its design, particularly 
when they begin to create their own worlds in the game. It can therefore be useful to have a 
colleague with whom you can share ideas and experiences.  Stephanie also points out that it 
is important to keep promoting the project because it is difficult to explain how far young 
people have come once they start to interact with the game.  This way of teaching young 
people using a games-based approach to learning is new and not always greeted with 
understanding and appreciation amongst teachers and budget holders. 

The Impact 

Stephanie suggests that, in Scotland, this games-based approach is a good fit for the 
Curriculum for Excellence. Young people enjoy it and have an almost 100% attendance rate. 
These are impressive results for young people who were considered difficult to teach or 
were disruptive.  

ABE is certainly seeing some positive results from their approach.  Some successes to date 
include one pupil who has become a prefect in the school. Two others have gone off to 
college to do programming, three have become mechanics and one has joined the Army.  
More generally, participants are taking the learning from the games and applying it to their 
school work with some pupils achieving better results in subjects like maths. 

Stephanie and Helen have found it to be a positive learning experience for the learners and 
the tutors and would strongly encourage others to give games-based learning a try.   
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Who – South Lanarkshire Council 

Where – South Lanarkshire 

Sector – Youth Work 

Media/ New Technology – Virtual Environment 

A Digital Island in South Lanarkshire 

South Lanarkshire Council have created a digital island for young people to play, 
learn, create and work together. 

In 2009, South Lanarkshire Council's Youth Services went beyond their traditional website to 
provide something more engaging for its young service users.  Chris Walsh, a team worker 
within Youth Learning Services, recalls: 

 “Although we had useful information and local contact information on our existing website it 
was just becoming a portal for young people to go on to something more interesting like 
YouTube or Google.  Prior to 2009, young people who attended our youth centres, called 
'Universal Connections', would login to the computers and bypass our website to the 
amazing content of the wider web...we couldn't compete!” 

As Chris and the team were scratching 
their heads to find a way to get young 
people to engage with the online content, 
they challenged them to suggest 
something new that would be engaging 
and useful.  The young people responded 
with the idea of developing a virtual world 
on the ‘Second Life’ platform.  ‘Second 
Life’ is an online world where users, called 
Residents, can interact with each other through avatars. Residents can explore the virtual 
world, meet other people, socialise and participate in individual and group activities.  In 
2011, the Second Life platform had about one million active users worldwide.  

The Project 

The Youth Services Team submitted a successful application to the European Social Fund 
which meant that a virtual ‘island’ for 13 - 17 year olds was developed.  The initial system 
took two years to develop to the specification of the young people involved.  The project, 
which resided on a virtual island on the Teen Grid of Second Life, became known as 
DHARMA (the reference will have special meaning to fans of the TV Series 'Lost', where the 
term refers to a fictional research project). In ‘Lost’, the DHARMA workers based on the 
island drilled into an electromagnetic pocket, releasing a catastrophically dangerous amount 
of electromagnetic energy.  Fortunately, the South Lanarkshire DHARMA project has no 
drilling equipment, just the drive and commitment of young people, youth workers, local 
partners and South Lanarkshire Council's Executive Director of Education.  Over 18 months 
the young people worked with Teen Second Life approved developers in Scotland to bring 
their dream of a virtual multi-media island to life.  Locally DHARMA stands for Digital, Home 
And Recreational Multi-media Area. 
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 “...the hook for young people is that they are able to login to the virtual island when they 
come to 'Universal Connections' or at home, they can play and create games, socialise, 
develop content or find out about what is going on locally at any time of day or night.  
Residents on the island can create an Avatar representing themselves and use this to 
explore the virtual environment.”  Chris Walsh, Youth Learning Services 

Chis highlights that the idea of creating an avatar for yourself helps young people to think 
about the concepts around identity, self-esteem and body image which fits neatly into 
elements of the Curriculum for Excellence. 

The Technology 

When young people log in to the system they arrive in DHARMA’s virtual town square.  
There is a tourist information centre which has all the vital information for first time users. In 
the town centre they can browse the ‘in world’ shop where they can buy all kinds of things to 
accessorise their avatar.  Accessorising, however, doesn't come cheaply, so young people 
earn credits by contributing to the virtual world and when it comes time to spend credits they 
can be accessed at the virtual bank.  There is a town hall for civic events like elections and 
youth councillor surgeries, youth centres, with games and information about what is going on 
in the local 'Universal Connections', and a Medical Centre with basic health information.  The 
‘in world’ Cinema shows films and showcases movies created by young people in South 
Lanarkshire.  There is also a nightclub to listen to music created by young people and an 'in 
world' market place where partner organisations can advertise their services. 

Young people are able to play games, like pool, online, they can create content, design their 
own games or socialise within the island.  They are also responsible for the island and 
therefore take responsibility for the youth council, entertainment and even the legal 
department.  Chris notes that young people have invested a lot of time in the Island and are 
happy to support others. 

“...we're starting to see a lot of peer support evolving where someone is at a different stage 
will support other young people to create avatars.  They are even volunteering within the 
virtual world.” Chris Walsh, Youth Learning Services 

There are currently 270 young people signed up to DHARMA.  Online safety is a big concern 
and that is why young people sign up to the system using their date of birth and name which 
is then verified by a local youth worker or teacher.  Chris admits that this process can be 
time-consuming and can even be a barrier to entry for users, but it is the price that needs to 
be paid to ensure that young people are protected.   

 “We verify every potential user of the system, this ensures that  young people can trust that 
who they are talking to, or interacting with, is genuine and properly vetted as either a young 
person, a member of staff or a partner in the project.” Chris Walsh, Youth Learning 
Services 

DHARMA gives South Lanarkshire partners the opportunity to communicate with young 
people in a way that they have not been able to previously.  They can set up their own area 
on the island within the market place, they can work collaboratively with other partners on 
particular themes and they can see if young people have been accessing their information 
and what information is attracting attention.  Partners like the NHS can see what information 
is of most interest and young people can also have confidential discussions with a health 
professional in the medical centre on the island.  
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In 2010, further development of the system was initiated to include more functions like 
running businesses ‘in world’.  The island has since been increased by 300% giving young 
people more space to play and create and realise their ambitions. 

The Challenges 

While the DHARMA project has been viewed positively as a whole it has not been developed 
without some criticisms and development issues.  From a technical perspective there are still 
some issues to overcome, for example the software can currently only be used on desktop 
and laptop computers but not on tablets or mobile phones, which are currently more popular 
amongst young people. Until recently, the only place to access the island was in one of the 
‘Universal Connections’ youth centres. As a result of much discussion and additional system 
development, young people are now able to access the system from school and at home.  
The development process has taken longer than originally anticipated with delays associated 
with developers and bugs in the software. This has naturally drained young people’s initial 
enthusiasm for the project.   

Criticisms have come from some Community Learning & Development (CLD) workers who 
are sceptical about the approach. They argue that the system is taking young people away 
from the real world to a virtual world without consequences.  These critics are concerned 
that today’s environment is full of digital media and that a further system like DHARMA will 
take young people further away from the real world and therefore reduce their life skills, 
experience and real world learning opportunities.  In response Chris states: 

“Some practitioners have found it difficult to hand over control to young people and have 
been slow to realise that this is a new educational paradigm where young people can 
interact in a world that is safe, a place where young people can try, organise, socialise, 
create and fail without negative consequences.  Young people are not so much supported 
but observed.” 

The Impact 

Chris is clear that the benefits are great for the wider community.  He states that the new tool 
will enable young people to take risks without there being negative consequences, they can 
stand for election on the island, they can vote for the things that they think are important and 
they can communicate, learn and socialise on their terms.  Chris is passionate about the 
island being a mirror of democratic processes in the real world.  Young people have voting 
booths to make important decisions about DHARMA itself and ‘Universal Connections’.  

“Young people are also able to participate in democratic processes and see how the system 
works on DHARMA and in the real world.”   

DHARMA is also offering the opportunity for partners to work together around common 
themes and for a high degree of interaction with young people. In the case of the island’s 
Medical Centre, the private discussion area for young people allows them to discuss 
sensitive issues in confidence with healthcare professionals.   

Another positive spin-off from the project is that some of the young people who were 
involved in the initial development phase have gone on to paid positions within Universal 
Connections and are keen to pursue careers in Community Learning and Development. 
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While it is still very early days for DHARMA, it is a testament to its perceived worth to young 
people that it has outlasted other established social media including Bebo, instant 
messaging and it may even outlast Facebook and twitter…who knows! 

Reflecting on the Learning 

The development of DHARMA has certainly been a learning experience for South 
Lanarkshire. They are very clear that there are a number of key learning points to think 
about for any local authority or community project going down this route.   The importance of 
involving young people in the development process cannot be underestimated. Young 
people were involved from the start in the project and they proved to be more than capable 
of coming up with good ideas, working with professional developers, managing a project 
budget and creating a four year plan.  On this point Chris notes:  

“They have different ideas.  Don’t underestimate the competencies of young people, 
particularly in the development of social media but also to plan and manage a project.” 

One of the key learning points is the need to persevere and support each other as the 
project develops. DHARMA was plagued by a number of technical setbacks from the 
beginning and a number of revisions to the proposed model were necessary based on 
changing technology, business upheavals and new requirements from young users.  Overall 
the project has taken three years to meet the requirements specified at the beginning.  The 
development has cost over £50,000, plus staff time and hardware costs.   

The challenge now for DHARMA is to attract more users and to develop more content and 
features, but there is no doubt that the project has contributed to the development of 
confident, capable young people who will go on to contribute positively to their online real 
world communities. 
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Who – WHALE Arts Centre 

Where – Wester Hailes 

Sector – Capacity Building 

Media/ New Technology – Digital Totem Poles, QR Codes, MP3, Facebook, Websites. 

Digital Totem Poles in Wester Hailes 

Lying patiently in a workshop at WHALE Arts Centre in Wester Hailes, Edinburgh, after 
having just being granted planning permission from the 
local authority, is what is thought to be the world's first 
digital totem pole.  Carved from wood, and extending to an 
impressive 15ft high, this meeting point of the ancient and 
the modern is adorned with Quick Response (QR) codes 
which, when scanned with a mobile phone, provide the user 
with more information on the community and social history 
of Wester Hailes.  This information has itself been provided 
by local residents as part of a multi-agency cross-sectoral 
partnership that combines new technology and the arts to 
promote health, well-being and place making in Wester 
Hailes.   

 

 

The project 

As with traditional Native American totem poles, the digital pole records memories that are 
significant to the community.  ‘American Indian’ totem poles told of legends, lineages and 
important events.  In keeping with this, people in Wester Hailes have told stories recorded 
onto mp3, provided photos of the area and the 
community through time and made videos of 
things they want to show about their 
neighbourhood.  QR codes that link to these 
‘memories’ have then been attached to the pole.  
People can use their mobile phones to scan the 
information contained in these codes and, as a 
result, should be able to play back the media on 
their phone screens.  They will also be able to 
contribute their own memories to what has been 
recorded, making the pole an on-going, living 
and breathing, project.  The intention is that pole will act as a social resource to help build 
connections between the people and the place, as well as drawing upon online resources. 
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The Technology 

Despite being “digital”, the totem pole is of the real world, and its development was no small 
undertaking.  First, the monument had to be designed, and 
this was done in collaboration with the community.  
WHALE Arts, who co-ordinated the development of the 
pole and organised a series of workshops at the library to 
help people get to grips with the technology surrounding 
the idea.  They also co-ordinated workshops around the 
design of the pole.  This was done in collaboration with 
Edinburgh College of Art and artist Robin Wood, who 
helped to come up with the design.  Five symbols were 
identified by community members as representative of 
Wester Hailes and these were carved into the pine totem 
by a team of 5 -10 people led by a professional artist. The 
idea is that the pole will be put in place in a location of 
local people’s choice, and that this will provide a physical 
platform for images and shared conversations about the 

area. 

QR Codes 

The Wester Hailes totem uses QR codes to store and give access to material relevant to the 
location of the pole.  Quick Response barcodes are gateways to material based elsewhere 
on the web – usually gathered together in the form of “clouds”.  They are commonly found on 
bus shelters or in adverts, and passers-by can scan them with their mobile phones to find 
out more about a particular subject.   

The totem pole in Wester Hailes has five QR codes – each allowing both reading and writing 
– alongside the carvings.  These give access to a variety of services, community members’ 
stories and memories of the area both past and present.  The five codes are: 

1. A weekly Wester Hailes social history blog on Facebook called "From There to Here". 
2. Wester Hailes Community Council Facebook Page. 
3. A section on WHALE Arts website. 
4. A regularly updated local information site entitled Digital Sentinel. 
5. Tales of Things – a multi-media website run by Edinburgh College of Art and four 

other universities.  
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Project partners 

WHALE Arts Agency co-ordinated the project from development to delivery. 

A steering group of community members and project partners has been created to ensure 
that clear targets are set and achieved.  

Edinburgh College of Art has supported the project by helping to develop the QR codes.  
Indeed, the totem poles are just one aspect of the digital work Wester Hailes has been 
supported, and occasionally funded, to do via Edinburgh College of Art's now completed 
"Community Hacking" project (funded by the Arts and Humanities Research Council). This 
project is based on the concept of hacking in the sense that it aims to capture how 
communities can adapt new technology in creative and innovative ways to help improve 
conditions for local residents.  Other support has been provided by The South West 
Neighbourhood Partnership, Wester Hailes Library, Scotmid and Prospect Community 
Housing. 

The totem pole project has particularly benefited from the contribution made by community 
activist Eoghan Howard.  It was down to Eoghan’s persistence that WHALE Arts was initially 
able to establish contact with Edinburgh College of Art and he has been an instrumental part 
of the project from start to finish. 

The Impact 

Wester Hailes, on the Western outskirts of Edinburgh, is a large housing estate built in the 
1970s.  In a city of relative affluence, it has generally been stigmatised as being a ‘problem’ 
area, with high levels of deprivation, crime, unemployment and poor health.  The ‘community 
hacking’ project is therefore interested in how residents use ‘positively deviant’ practices to 
transcend the social problems, challenges and opportunities they face on a daily basis. The 
development of the totem pole fits into this notion of community hacking, capturing, sharing 
and stimulating innovative on-goings in the community past and present.  As an indicator of 
its fit with the wider project, the totem pole ended up replacing the researchers’ original 
intention for an academic book.   

Although still in its early days, it is hoped the project will enhance social capital though 
engaging with people of all ages and backgrounds in Wester Hailes.  Contributing to the 
design, creation and on-going development of the totem pole involves collaborative working 
between organisations and individuals in the community.  Intergenerational and cross-
cultural understanding will be improved as memories/stories are recorded and similarities 
are discovered.  In addition, the use of technology does not only increase skills, but further 
builds a sense of community and confidence through the shared learning process. 

As the totem poles will be erected along community walking routes, they will contribute to 
improved physical health.  Mental health and wellbeing will be enhanced through increased 
social interaction, learning new skills, and engagement in the arts. 

It was stated above that the totem pole connects the past with the present and even the 
future. Further benefits from the project are in line with this idea. On the one hand, the 
networked structure of the digital totem pole connects the various social history activities that 
are taking place in the area.  On the other hand, the totem pole should help to articulate a 
collective future ambition for the community. 
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Finally, the project should also generate positive publicity and increased aspirations for the 
community.  This has already started happening with positive portrayals of Wester Hailes 
beginning to appear in the Scottish media, which residents and other people who know the 
area say is in contrast to the negative stereotypical representations of the community they 
are used to. 

Challenges 

Digital exclusion is something all community projects should think about when embracing 
new technologies.  WHALE Arts were very careful to involve the wider community 
throughout the development process, which facilitated learning in addition to increasing 
engagement with the project.  The project was aware that older people often have the most 
valuable contributions to make when it comes to recalling memories of an area, yet are less 
likely to be familiar with social media and IT.  To combat this, young, ‘digitally savvy’, people 
were supported to collaborate with older community members in order to help them get their 
stories onto digital media. 

Upon encountering a totem pole only people whose phones allow them to scan QR codes 
will be able to access the online information.  However, the wider work of WHALE Arts and 
other partners seeks to provide information to everyone in the community.  In keeping with 
this ethos of inclusion, a project is planned to resurrect a former community newspaper.  
This will initially be published in an online format but the aim is to eventually distribute 
printed copies in order to widen accessibility.  

A final difficulty was that of gaining planning permission from the local authority.  Due to the 
local elections in May 2012, the totem pole had to wait until June until the appropriate 
planning committee could make a decision on it.  Therefore, if there is any key learning 
outcome from the project, it is to identify a site and apply for planning permission right from 
the start. 

What next? 

WHALE Arts hopes this pole will be the first of many in Wester Hailes and that they will 
eventually form a social history walk and public arts trail.  In addition, the group and the other 
project partners have many other ideas in the pipeline.  For instance, Wester Hailes Health 
Agency is soon to release the Wester Hailes “Code-Book” – a pocket booklet using written 
text and QR codes to display guided social history walks throughout the estate.  
Furthermore, there are local plans to have digital wall plaques providing local information, 
“time map” software for mobile phones enabling users to visualise local history and the 
digital community newspaper. 

Edinburgh College of Art have now received further funding for a project termed "Ladders to 
the Cloud" which will help take the wider work forward. Current participants in Ladders to the 
Cloud are Prospect Community Housing, WHALE Arts, Wester Hailes Health Agency, ECA, 
Heriot Watt University, & RCAHMS (Royal Commission on Ancient & Historical Monuments 
of Scotland).  
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Contact and links 

Call WHALE Arts on 0131 458 3267 or to find out more visit www.whalearts.co.uk 

http://localgiving.com/whaleartsagency 

Find out more about the Community Hacking project at 
http://www.communityhacking.org/category/totem-pole/ or http://fields.eca.ac.uk/?p=822  
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Who – Battlefield Community Project 

Where – Glasgow 

Sector – Community Capacity Building 

Media/ New Technology – Facebook 

Social networking: Community group finds a friend in Facebook 

In May 2009, a small group of people got together to organise an event around The Big 
Lunch in their community of Battlefield on the south side of Glasgow.  Three years on and 
Battlefield Community Project (BCP) is now a constituted group that has become a real 
presence in the community. The group manages a community garden and organises various 
events including an annual street party, regular gardening days, workshops, carol concerts 
and Halloween lantern parades, all of which have attracted huge support and involvement 
from local people and businesses. 

Being at the heart of the community is what the small group of committed volunteers hope to 
achieve, working to the aim of ‘making our community and neighbourhood an even better 
place for us all to live’.  So how does a small group of volunteers connect with the wider 
community when they have very few resources? The group has an email contact list, 
produces posters to display on closed doors and local businesses and, where possible, the 
volunteers go door-to-door to talk to people in the neighbourhood. But it is perhaps the 
group’s use of Facebook that has helped account for the 300 plus attendees at their regular 
events, and the regular turnout of new faces at monthly gardening sessions. 

“Facebook has become one of our primary methods of telling people about our events and 
activities, along with posters when we have funds to print them. We have become very 
active on Facebook and as we don’t have a website yet it has been a great way for us to 
have an online presence.” Battlefield Community Project 

Many of the volunteers already use Facebook for personal use, connecting with friends and 
family, and on becoming acquainted through BCP they hooked up with each other on the 
site and began to share their ideas and news of BCP activities with friends and networks in 
the local area. They decided to create a Battlefield Community Project ‘open group’ which 
would allow them to have a more official presence on the site, and which any Facebook user 
could join. 

“One issue we have been mindful of from the beginning is ensuring that Facebook isn’t the 
only way we communicate with people. We know that there are many people who are not 
users of the site and also people who have no access to the internet or do not use it 
regularly. But Facebook has allowed us to meet an immediate need to quickly put 
information online and spread the word about what we were doing.” BCP 
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The Technology 

Facebook is a social networking site that requires individual users to create a ‘profile’ e.g. 
information about who they are, what they like, what they are doing and who their friends 
are. There are many different options about how private or public individual use may be, but 
ultimately the site enables users to network with other ‘friends’ on the site; sharing 
messages, photographs, videos, music and links, and even organising events. An additional 
element to the site is that it allows  users to create ‘groups’ which users can join and these 
can be administered by more than one person. Groups can be open or closed and allow 
administrators to send information to all members in one go, and effectively provide a forum 
in which people can post comments, information, images etc.  

In addition, organisations can create a ‘page’ which acts more like a website, and where 
information can be posted, but users have less interaction with the content. Individual users 
can ‘like’ the page and share it with their friends so it provides promotional opportunities. 

Battlefield Community Project uses the ‘open group’ function and currently has 180 
members. Volunteers from BCP use the group page to do a number of things. 

• Create events, detailing the date, time and venue and inviting members to attend. 
The invite function allows individual users to respond to state if they will attend. They 
are then reminded of the date on their own page nearer the time. This function allows 
the group to see how many people plan to come along which, in turn, helps spread 
awareness as the event appears on the individual users pages. 

• Post information about activities, meetings, consultations being carried out by the 
project. 

• Share news of local businesses, consultations, events etc. through posting either 
web links or links within Facebook to other organisations.  

• Sharing photos of events and activities and creating a catalogue of photo albums. 
• Create polls with a question and a number of possible answers which individual 

users can respond to. 
 

The Impact 

The main purpose for the group of using Facebook is to have an online presence in the 
absence of a website. Although interaction with the group is restricted to registered 
Facebook users, the site is free to sign up to and is open to anyone – and ultimately, it’s free 
to use. 

“Having an online presence complements what we do locally by spreading the word a little 
further beyond just the streets around the community garden where the core volunteers live. 
We often only manage to print up to around 60 posters which we post in local business, the 
library etc, and in the tenements surrounding the garden where most of our activities take 
place, so being online helps spread the word a bit further.” BCP 

As well as advertising meetings and events, and then posting photographs and news of their 
activities, the Facebook group has resulted in many new community members engaging in 
BCP activities. 

 “The page encourages people to come along when they can see others’ comments and 
photos of activities, and this has resulted in many offers of volunteers and donations of 
plants and tools, skills, raffle prizes, and other support which has been great.” BCP 



    

Supported by Education Scotland Page 67 
 

For BCP, having the Facebook group has allowed them to do more than spread information 
about events and activities. The online group is slowly evolving into a forum for debate, for 
exchanging ideas, information and bringing people together. In the main, the core volunteers 
post comments about their ideas for garden developments, suggestions for new activities 
and reports of what they have done and how they have enjoyed it. However other local 
organisations have also made use of the space to advertise their activities, such as the local 
primary school, local history and environmental projects, fundraising events for charity and 
craft fairs etc. 

More recently however, the BCP page has been home to some lively debate! 

 “One local resident recently posed a question to the group regarding trees which she had 
seen being pruned on a strip of green space in the community. The trees are owned by the 
residents who live on the street, and this woman was concerned that the pruning was taking 
place without the consent of the other residents. A lively debate ensued about the strip of 
land, as it was once a walled green space but, with time, the wall and ground around the 
trees has eroded, partly due to cars being parked on it. For  others, the lack of parking which 
led to people parking on it was the issue, so needless to say, an exchange of responses to 
her comment were posted, highlighting many different views about the matter, and other 
local issues for people.”  BCP 

The Challenges 

This use of the online group has posed some challenges for the group, who manage it on a 
voluntary basis, and who consider themselves to have a responsibility to monitor its use, but 
who also want to encourage people to come together to discuss the issues that are 
important to them.  

 “It is encouraging that people want to discuss the issues they raise in the online group, yet 
we are mindful that people are expressing individual views and can therefore enter into 
conflict with one another within the BCP space. As an ‘open group’, the BCP page is just 
that, a group of people who are joined together on Facebook as a result of the BCP project, 
however we are concerned sometimes that people have expectations of us as an ‘official’ 
organisation to respond to, and resolve these issues.”  BCP 

For the core volunteers, this raises the issue of their use of the group, as Battlefield 
Community Project representatives and as individual members of the community. The group 
is hoping to discuss this at a forthcoming meeting to identify a clear process for use of the 
page. 

 “One thing we could consider is setting up a BCP ‘page’, then when administrators from the 
group sign in, they can choose to interact as themselves or as ‘Battlefield Community 
Project’. We would then have to agree a process for when and how people act under the 
BCP name. I suppose there is a risk that this could make us appear ‘faceless’ however, and 
we like that people have got to know us and our names and feel they can approach us easily 
when we do meet them locally. So it’s a tricky balance.” BCP 

Another issue for the group is that it can require them to take a stand on heated topics. This 
ties in with the difficulty of maintaining the group as an open space for people to express 
views as they wish, whilst potentially raising expectations that the project should take action 
as a result.  
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“Perhaps we could be clearer on the purpose of the group and what our role as an 
organisation is in relation to the issues raised. We could introduce a welcome statement and 
suggest some terms of use to the group which would make it clear that the group is not 
merely a space to ‘dump’ issues for BCP to respond to. Although this hasn’t really been an 
issue to date, managing expectations of what we can do as a group is something we are 
aware of.”  BCP 

Another unexpected use of the space has been residents posting requests for help from 
neighbours, offering unwanted items and sharing knowledge and information about the local 
area.  

“We have had people who are housebound posting that they need help moving heavy items 
that blew over in the storms in their garden, and other residents offering to help. We often 
have people giving away unwanted items, which usually find a good home really quickly! In 
addition, people have shared links to useful websites, community consultations, and local 
services such as bike repairs – so having a community hub helps keep things local.”  BCP 
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Advice for other groups looking to use this Technology 

 “The group page has definitely helped us to fulfil our purpose because we have definitely 
reached more people locally who perhaps were not aware of the garden space or that would 
hear of our events in another way. We regularly have people tell us they heard about BCP 
through Facebook – and usually people are curious to meet the individuals behind all the 
hard work that goes on – so it’s a great starting point for people to participate.” 

“For example, when we advertise a regular gardening day, we might have someone post a 
comment on the page that they have some seeds or tools that they bought but don’t know 
what to do with them. They were perhaps just looking to donate the seeds, but often by 
responding and even engaging in dialogue with them online, we can encourage them to 
come along regardless of lack of experience, and they end up planting them themselves in 
the garden, and meeting people in the process.”  BCP 

The page has created a real presence for BCP in the community, but it has also acted as a 
notice board for information, ideas and discussion, and with this it has brought some new 
challenges to the group members around monitoring its use, and the community’s 
expectations of what the group does. So how does the group feel about future use of the 
site? 

“I think we will definitely continue to use Facebook as long as it is still popular with the users 
on it because we now have an established presence there. There is always the risk of it 
going out of fashion, so we are keen to get our own website up and running soon so that it is 
our main presence online.” BCP 

And as for the challenges that have arisen; the group feel they have tackled these well so 
far. Usually they decide at meetings if they will announce an event or share information and 
who will update the Facebook page and currently several individuals in the group are 
administrators. 

 “Like everything we do, we will in time need to establish and agree some processes for 
updating and monitoring of the page, and continually review how we use it. But as a small 
group of volunteers we are learning and growing all the time, and how we communicate with 
our community is one of the things we are sure will change through time, and we will have to 
adapt to that change.”  BCP 
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Who – LEAD Scotland 

Where – Glasgow, Inverclyde, Highland and West Dunbartonshire 

Sector – Adult Learning 

Media/ New Technology – Virtual Learning Environment (VLE), Facebook, YouTube, 
Twitter, Skype, Adobe Connect 

LEAD Scotland - Supporting disabled people to tap into a flexible learning 
environment 

In 2007, a wide-ranging survey of people with disabilities in Scottish Index of Multiple 
Deprivation (SIMD) areas in Scotland found that disabled people from these areas were 
twice as likely as the wider population to have no qualifications.  The survey highlighted that 
many disabled people had a general lack of confidence and low self-esteem.  LEAD 
Scotland saw this research as an opportunity to create a project which would respond to the 
issues identified and support those most isolated in society.  LEAD is a voluntary 
organisation set up to widen access to learning for disabled young people, adults and carers 
across Scotland.  Eleanor Brown, LEAD Project Coordinator, states: 

 “This lack of confidence identified in the research means that disabled people are less likely 
to engage with essential service providers to influence and shape the services which affect 
their lives.”  

The Project 

Using the research to demonstrate the need, LEAD Scotland successfully applied to BIG for 
funding to develop a bespoke course for people with disabilities.  The course was targeted at 
four disadvantaged areas including Glasgow, Inverclyde, Highland and West 
Dunbartonshire.  LEAD consulted widely with disabled people to find out what type of course 
they would be interested in and as a result a four unit course which lasts 40 hours was 
developed.  The course contains modules in Self Awareness and Identity, Active Citizenship, 
Inclusion and Legislation and Influencing Service Providers.  The accredited SQA Award 
which is delivered at SQF Level 3 and 5 is called ‘Get Connected and Lead: Maximising the 
Influence of Minority Voices.’   

The course offers disabled people and carers the opportunity to become a Community 
Leader and to undertake the SQA Customised Award, to develop the skills needed to 
engage with decision makers and influence local decision-making.  The vision is that 
disabled people and carers will gain new skills and develop existing skills in order to build 
confidence so they can then engage with service providers to jointly develop and evaluate 
local services.  

“Service providers will have the opportunity to provide better services by actually working 
with disabled service users to ensure the best service is provided.”  Eleanor Brown, LEAD 
Project Coordinator 

The project also involves volunteers who will support disabled people and carers through the 
learning programme. 
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The Technology 

In order to deliver this course, LEAD looked at a number of Virtual Learning Environments 
(VLEs) and concluded that these were too difficult to navigate for their client group.  Instead 
the project put out a tender to develop their own bespoke system. In the newly developed 
system, learners can submit assessments, access learning materials and their own learner 
profile.  The project website houses the virtual portfolio system whereby learners can access 
an SQA customised award in Community Action and Leadership.  This allows learners to 
access the programme remotely from their own computer and to submit assessments.  
Learners can upload evidence electronically using videos, photographs and sound bites.  
These are stored on external websites such as YouTube, Flickr etc. which are linked to the 
Get Connected system. Each learner also has their own password protected page on the 
site.  The website has direct links to Facebook and Twitter (@leadscotland) and LEAD 
Scotland encourages learners to use social media to keep in contact wherever they happen 
to reside.  More recently, LEAD has been encouraging learners to connect with each other 
and service providers through Facebook and Twitter.  In order to ensure that learners are on 
a level playing field, LEAD loans them high specification computers with webcams and 
Skype and Adobe Connect software so that they can use the new technology more 
effectively.  Adobe Connect is the latest addition to the software available to learners, it 
allows them to see each other and the tutor, collaborate on joint projects, share and view 
presentations, websites, course materials and chat online.  Tutors can use these 
applications to hold tutorials.  The LEAD tutor in Fort William holds tutorials with her learners 
in Dingwall using Adobe Connect. 

The learning model advocated by LEAD relies on volunteers to support learners. 

“We have had a good response to the volunteering programme in the different areas.  As 
well as the useful technology, the success of the project relies just as much on one-to-one 
support from local volunteers.” Eleanor Brown, LEAD Project Coordinator 

LEAD Scotland is currently looking at ways in which it can deliver its new Virtual 
Volunteering programme using the virtual portfolio system. 

As part of the SQA qualification, learners are encouraged to identify an issue or service like 
transport, social work provision etc. which impacts on their lives and are supported to have a 
dialogue with service providers in the NHS, Council or third sector to have their voices 
heard. 

The Impact 
Since 2010, LEAD has developed the course materials, gained SQA accreditation, 
developed the website/online portfolio, engaged project partners and identified learners and 
volunteers.  The course has just completed its first year of delivery and the results are 
certainly impressive: 28 learners in the targeted areas have completed the course. These 
include: 15 in Glasgow; 6 in Inverclyde; 4 in West Dunbartonshire and 3 in Highland.  As well 
as completing the course material each learner has also engaged and had dialogue with 
service providers about how those services impact on their lives. 
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The Challenges 
The project is not without its challenges such as those faced when promoting the use of 
social media technology to learners.  Eleanor notes: “LEAD works with vulnerable disabled 
people who in some instances can be less willing to engage with new technologies, which 
they find scary.”  LEAD works to break down these barriers by creating small tutorial videos 
which tutors encourage learners to watch, some of which are also incorporated on the 
website.  
 
Another important challenge comes from the capacity of candidates themselves.  In some 
instances referring partners have identified candidates for the course who are not ready to 
work at SQF level 3 & 5.  In one instance, a whole course had to be abandoned because the 
candidates were not ready to work at this level and dropped out as the course progressed.  
Clearly a course which is inappropriate for the capacity of the candidate can have 
detrimental effects on their confidence levels and can have cost implications for LEAD (SQA 
registration for learners is £250).  Eleanor advises that there is important learning to take 
from this and the LEAD will, in the future, have to develop some kind of pre-course 
assessment to determine what level potential learners are at. 

One of the key aspects of the course is engaging with Service Providers like Social Work, 
NHS and the local authority departments.   Eleanor states:  

 “We have had our participants engage with service providers but as yet there has been no 
action taken in response to detailed feedback from learners about the issues associated with 
the services they receive.” 

Attracting volunteers in certain areas is also an issue.  LEAD has found it difficult to identify 
enough volunteers in the Highlands.  This may be due to the fact that disabled learners are 
in more isolated communities in the Highlands and that, as volunteers tend to be older, an 
education related course may not be attractive. 

Another challenge comes from other learning providers. Eleanor notes that they were 
enthusiastic about the project at the beginning but there appears to be a reluctance to refer 
learners to the course.  It may be that this reluctance comes from other learning providers 
holding on to their learners so that they can themselves provide courses; they are in effect 
the gatekeepers preferring their own courses to referring on to LEAD.  
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Who – North Alliance and University of Aberdeen                                                           

Where – North Scotland                                                                                                       

Sector – Continued Professional Development                                                                     

Media/ New Technology – Massive Open Online Course (MOOC), Wikis, Facebook, Twitter 

North Alliance and University of Aberdeen (MOOC) 

Using technology to support flexible Learning for workers in rural and remote 
communities 

The North Alliance and University of Aberdeen are about to pilot the use of social media like 
Wikis, Facebook and Twitter to deliver learning courses for CLD workers.   The North 
Alliance is collaboration between seven Local Authorities including Highland, Aberdeenshire, 
Aberdeen and Dundee.  The Alliance will use new technology to support Continued 
Professional Development.  The partners hope to overcome the barriers to learning for their 
workforce which includes time and travel costs associated with working in rural or remote 
communities. Using Action Research they hope to: 

• pilot different ways to meet the learning needs of the CLD workforce; 
• develop material in a format which will meet the needs of part-time and sessional 

workers; 
• allow flexibility of participation in learning. 
 

The partners will develop a Massive Open Online Course (MOOC).  A MOOC is an open 
portal to learning materials, tutors and other learners.  The resource allows participants to 
engage with learning in a participatory way.  They can connect, collaborate and explore their 
current practice or interests and in a way which fits in with their time constraints and learning 
style. 

The Alliance and the University want to see if this approach will work in practice.  In 
particular they want to see if it will be taken up by part-time and sessional staff who are often 
least able to take up training courses but make up the majority of workers in the CLD sector.  
The Alliance want learners to sign up to use the portal and want to monitor use to see if this 
approach to learning makes any significant impact on practice. 

The collaboration between the North Alliance and University of Aberdeen will allow both 
partners to learn from each other with the University bringing its CPD and technical skills, 
whilst the North Alliance has the workers on the grounds that are willing to participate in the 
programme.  The partnership has recently employed a development worker to move the 
project forward. 
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Who – Scottish Community Development Centre & Scottish Government 

Where – Scotland wide 

Sector – Adult Learning, Capacity Building, Youth Work 

Media/ New Technology – VOiCE 

VOiCE: Visioning Outcomes in Community Engagement 

 

        

Supporting better practice in Community Engagement 

VOiCE is a piece of computer software which assists individuals, organisations and 
partnerships to plan and monitor their community engagement, supporting them to reflect on 
the purpose of their community engagement, develop plans to help achieve this, monitor and 
evaluate progress and to learn lessons for the future.  The software belongs to the Scottish 
Government and is free for any individual or organisation to use if they are working with 
communities in Scotland. 

The software assists those engaging with communities to: 

• identify themes and issues; 
• plot geographical coverage; 
• differentiate between levels of community involvement being adopted (i.e. 

information provision, consultation or engagement involving joint decision making or 
action); 

• avoid duplication; 
• promote networking and mutual learning between initiatives, 
• evaluate overall effectiveness; 
• report on what is being done; 
• assess and guide the contribution of engagement to strategic purposes. 

VOiCE was developed by the Scottish Community Development Centre (SCDC) as a follow 
up to SCDC’s work on the National Standards for Community Engagement from 2002-2007.  
Both evaluation of the national programme and specific requests from community planning 
partners across Scotland showed a demand for a tool to give guidance in this area.   As a 
result, VOiCE was developed and piloted in six demonstration sites. 

• Perth and Kinross Council 
• Edinburgh Community Planning Partnership 
• South East Glasgow Community Planning Partnership 
• Equally Well site in Dundee 
• The Health Impact Assessment of the Commonwealth Games 
• South Lanarkshire Changing Places  



    

Supported by Education Scotland Page 75 
 

VOiCE is now available to use online and is widely supported in Scotland at local community 
planning partnership level.   It is relevant to those who are entering into shared decision 
making or action, consulting people in relation to specified options or simply providing 
information to communities. 

So how does it work? 

The software takes users through four main steps – Analyse, Plan, Do and Review – which 
correspond to different stages of a particular piece of community engagement.  By recording 
answers to questions on the system, both the user and other participants in the engagement 
are able to reflect on the process to gauge whether or not it is helping to achieve the aims of 
the engagement. 

 

                           

Users receive helpful advice relating to each stage of the engagement process as well as 
pointers to the relevant National Standard for Community Engagement.  The software 
contains worked examples of how the database can be used for different types of community 
engagement, as well as access to VOiCE records for other pieces of engagement.  An 
important feature of VOiCE is its report generating facility, which can be used at any stage, 
and it is also possible to create links to other projects. 

VOiCE On-line 

In response to demand from Community Planning Partnerships and a wide range of other 
organisations, the Scottish Government has recently funded the development of VOiCE 
online. This is a free to access web-based version of VOiCE which follows the same 
structure as the Access version but, crucially, allows a wide range of partners to access and 
share information on their community engagement processes.  This was one of the main 
learning points from previous evaluation of the VOiCE application.   

See http://www.voicescotland.org.uk/. 

So why VOiCE? 

VOiCE was developed in response to an identified need from community planners and their 
partners for a tool to help make their community engagement meet the   National Standards 
for Community Engagement. It has since been used by practitioners, managers and 
planners in a large variety of settings.  Users of VOiCE have identified a wide range of 
applications and benefits from adopting the tool. 
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VOiCE has been found to be a robust tool for the practice of engagement not only by 
individuals but also for teams, intra and inter-agency partnerships. The software has been 
found to be easy and efficient to use whilst providing a very thorough approach to 
engagement of communities.  It has allowed those conducting the engagement to produce 
clear and accurate records in a focused and efficient manner and, in turn, enabled efficient 
and informed production of clear evidence based evaluative reports.  

The software has been found to provide a common language for describing community 
engagement and to offer a straightforward way of understanding the requirements of best 
practice. These characteristics, in turn, have enabled better co-ordination and consistency. 

Overall, users feel that VOiCE has enabled them to work more effectively towards the 
achievement of the National Standards for Community Engagement and report that the 
software has supported their teams to more effectively manage and co-ordinate 
engagements.  

Some examples of successful use of VOiCE: 

• Strathclyde Fire and Rescue used VOiCE to improve their engagement with the local 
Roma community surrounding the issue of fire safety.  By adopting VOiCE, 
Strathclyde Fire and Rescue staff were able to ask the right questions to help solve 
the difficulties they were having engaging with this hard-to-reach community.  This 
included finding answers to questions as fundamental as: “What do we need to 
know?” A group of young people from the Roma community has since been 
identified to work with Fire and Rescue as part of their ongoing Fire Reach 
programme. 

• VOiCE was used by Perth and Kinross Council, NHS Tayside and the local voluntary 
sector to support a multi-agency approach to engaging with older people.  The 
engagement took the form of an event to celebrate National Older People’s Day.  
The event, called  ‘Age Matters’, was held in October 2009 and was specifically 
designed as an opportunity to advise older people  of the services  and information 
available to them in Perth and Kinross and to promote healthy living.  VOiCE was 
found to help structure planning, identify shared resources, develop a common 
language and maintain continuity. 

• A local community planning sub-group in Balmedie, Aberdeenshire, adopted VOiCE 
in its community-led action research of local people’s views regarding the TRUMP 
group’s planned developments for the local coastline.  In addition to helping with 
initial planning and co-ordinating the delivery stage, VOiCE helped the planning 
group to self-evaluate and the team were able to capture unintended outcomes. 

• Glasgow City Council has used VOiCE as a tool to guide and promote more effective 
engagement as part of efforts to ensure a sustainable legacy for the 2014 
Commonwealth Games.  To assess residents’ perceptions of how they would be 
affected by the Games, the City Council’s Corporate Services Department carried 
out a Health Impact Assessment (HIA). They used VOiCE as a tool to guide and 
promote more effective engagement as well as to record the findings from the 
community engagement aspect of the HIA. VOiCE was found to be very effective in 
supporting purposeful dialogue, planning the community engagement process, 
promoting a collaborative approach and for recording the project 
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Challenges to using VOiCE 

Recording community engagement activities openly and transparently can create anxiety, 
especially where practitioners are not used to doing so. Using VOiCE can make people feel 
more accountable for delivering community engagement activities and this can be 
challenging.  One way of overcoming this is to think of VOiCE as facilitating community 
engagement rather than as an assessment exercise. 

Having said this, it is good for groups have a certain degree of understanding of community 
engagement and get used to agreeing a set of outcomes.  Furthermore, it helps if groups 
have a clear purpose and reason for using VOiCE.  Otherwise, getting started on VOiCE can 
take longer due to people having to learn new skills above and beyond those of using the 
software.  Ideally, people should already be talking about community engagement in a 
partnership setting. VOiCE can then be introduced as a tool to help them achieve their 
outcomes. 

As with all new technologies, some people will find VOiCE software, including VOiCE online, 
easier to use than others.  There may be groups with basic IT skills who would find it difficult 
to plan and record their engagement using computers.  If such a case arose, SCDC would 
be able to talk with the group concerned to discuss a way forward.   

Quotes from VOiCE users 

“[VOiCE gives a] comprehensive overview highlighting responsibilities, what had been 
carried out and what had slipped off the agenda.” 

“Having an easy to use tool such as VOiCE is really helping us improve the quality of 
participation activity. It helps us encourage our staff and partner agencies to really consider 
how they can more effectively involve patients, service users and our local communities 
when making important decisions about local services.”  

“[VOiCE] is completely useful in supporting the engagement process, e.g. partnership 
working and expectations; clear and agreed standards; is good for engagements that have 
multiple methods, flexible and constantly changing and provides centralised recording and 
presents a real challenge to mere consultation.” 
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Digitally Agile Seminars 
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Digitally Agile Scoping Seminars 

The seminars took place throughout March 2012 and were attended by 87 people with a 
varied level of experience and interest in new technologies. The seminars took place in 
Aberdeen, Edinburgh and Glasgow. The same agenda was in place across the three 
seminars. These included key speakers, discussions and introductions to digital resources 
implemented by Scottish organisations that reach out using new technologies and 
encourage participation from their service users. 

Key Speaker 

Derek Robertson (National Advisor Emerging Technologies and Learning at Education 
Scotland) was the key speaker at all three seminars where he introduced his take on game-
based learning with young people. Derek provided insight into case studies where new 
technologies are being used in the classroom and how young people tend to be the experts 
in the ever-developing new technology world. Derek’s presentation was a mix of YouTube 
videos and films he prepared himself through the use of his own devices and applications 
available to smartphone users. This, in itself, provided a learning aspect to DACLD seminar 
participants and in certain cases an introduction to the ease of use of these online tools.  

World Cafe 

The second part of the morning was planned to explore the attitudes of the seminar 
attendees relating to needs and barriers to implementation of new technologies within the 
CLD workplace. The activity was carried out as a World Café (round table discussions) 
where participants had the opportunity to provide their thoughts and experiences around 
three topics and their comments were captured by a topic facilitator. 

Seminar attendees were provided the opportunity to discuss in depth the following 3 topics: 

1. What is the potential impact for using new technologies including social media in 
CLD practice? 

2. What are the ethical considerations in using/not using new technologies including 
social media as a CLD practitioner? 

3. What does the CLD sector need in terms of infrastructure and skills capacity to 
effectively engage with new technologies including social media?  
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The tables below are a sample of seminar attendees comments gathered from the topic 
discussions: 

What is the potential impact for using new technologies including social media 
in CLD Practice? 

• It is an engine to engage with people on a greater scale than previously before 
• Greater use of social media could also have a downside, including increased 

marginalisation of older groups 
• It has an impact on participation and democracy (Arab spring), providing people with 

a joint voice and fostering involvement 
• Enable and build capacity of people and communities through peer-to-peer education 

and engaging with emergent and open systems 
• It has the potential to democratise learning. “It’s a small world” and could lead to 

communities sharing expertise or create a culture of sharing, with feedback and 
dialogue as key components to learning. It would help foster a willingness to be 
judged  

• There are changing patterns of interaction. Adaptability and changing the way things 
like buildings are used 

 
What does the CLD sector need in terms of infrastructure, skills capacity to effectively 

engage with new technologies including social media? 
• Technology can lead people to think that staff are involved 24 hours a day and can 

be an evasion of time and space…needs to be switch-off time 
• Need an understanding IT department 
• For some staff there is a fear factor of getting involved with social media, there is a 

skills deficit which needs some CPD and guidance. Staff need to be comfortable and 
confident in its use 

• Need guidance/engagement for senior management to assist them in seeing the 
opportunities of digital media (fear of what they don’t know) 

• Guidance needs to be produced for using social networking 
 

What are the ethical considerations in using/not using new technologies including 
social media as a CLD practitioner? 

• Ethical questions are the same but in a different format- e.g. respect, equality, 
confidentiality and awareness 

• Lack of understanding and fear leading to managers  and gatekeepers preventing 
staff and excluded groups respectively from reaping the benefits of new technologies 

• We need staff training to understand the boundaries. Barriers to this training is 
resources and peer education can be one way to overcome this 

• Equality of access within some organisations, this be relating to skills, access rights 
or time 

• The protection of the organisation is a concern, embracing social media can leave 
organisations open to having their name harmed due to lack of trained personal 
using new technologies 

• Our service users age and income can be the biggest barrier to allow CLD 
practitioners to implement new technologies 

 

The afternoon agenda for the DACLD attendees included presentations from various 
organisations from across Scotland who implement new technologies for their workplace 
both internally and to communicate with their clients. The organisations included Young 
Scot, YouthBank Scotland, STUC, Dharma Project and Kingdom FM. 
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Evaluation 

DACLD seminar evaluation (the following covers all three seminars) 

• 85% of attendees said that their expectations were fully met or exceeded 

• Before the seminar, 44% of attendees said that their knowledge and awareness of 
new technologies including social media was a 4 or 5 on a 5 point likert scale 

• After the seminar, 83% of attendees said that their knowledge and awareness of new 
technologies including social media was a 4 or 5 on a 5 point likert scale 

Seminar evaluation comments: 
 
On the keynote speaker: 

• ‘This session has made me aware of how much is out there which is really interesting 
– hopefully will now be able to move forward and tap into this.’ 

• ‘Excellent, thought provoking’ 

• ‘Great speaker, brought very good examples of issues and developments, could 
have listened for another hour’ 

On the World Café: 
• ‘A good forum to air views and concerns’ 
 
• ‘Highlights similar issues across organisations- need for more collaboration between 

partners ’ 
 

• ‘Information exchange was excellent!’ 

On the workshops: 
• ‘Very interesting points to take back to my organisation’ 
 
• ‘A lot of interesting information especially on organisation strategy/policies. Media 

hints and tips very useful’ 
 

• ‘Quite thought provoking’ 
 
On future training: 

• ‘Hands on with different technologies (smart phones, ipads, laptops etc) 
 
• ‘Use of self evaluation days/cross sector CPD units.’ 

• ‘I would be interested in learning more about practice implication of technologies as a 
learning and engagement tool.’ 

 
The Seminar evaluations returned an overall positive picture that participants found the 
seminars useful. The evaluation participants from all three seminars were asked the 
question:  
 
‘Would you be interested in further training and development in new technologies, including 
social media?’ 

 
100% of seminar attendees answered YES. 
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Further comments for DACLD project team: 
 
‘Information was presented in a very enthusiastic, vibrant manner. Opened up different ways 
of thinking how this can develop into learning opportunities for service users. Really enjoyed 
the whole day.’ 

‘The event was well organise and flowed well between each section/workshop of the 
seminar.’ 

‘Found the seminar extremely useful and informative. Food for thought.’ 
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For further information regarding this report, please contact: 
Marc Forrester 

YouthLink Scotland 
Rosebery House 

9 Haymarket Terrace 
Edinburgh 

EH125EZ 
T:0131 313 2488 
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