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The Digital Support Project 2024 -2025 (funded by the Access Foundation) has
enabled migrant people in Sunderland to become more independent when
dealing with digital issues, while proving practical, day-to-day support with
accessing online services offered by national and local government, the
financial sector, immigration authorities and more.

Results:

-At total of at least 50 clients supported. Achieved: 46

Out of the 50 clients:

-At least 28 clients will report that their issue has been fully resolved. Achieved: 43
-At least 15 will report that their issue has been partly resolved: Achieved: 2

-32 will report increased confidence in using digital systems. Achieved: 37

-25 will report improved wellbeing. Achieved: 23

-18 will report improved financial situation. Achieved: 22

Additionally, 21 people reported an improved housing situation

Hence, we have exceeded virtually all the outcome areas, despite having recruited
slightly less clients.

Our case studies further testify to the value and importance of our support:

Weronika (name changed), a 30-year-old from Poland, enrolled in a digital inclusion
project to enhance her digital skills. Her goal was to gain confidence in navigating
online platforms for essential services, including government portals for proving
immigration status, online shopping, school meal ordering, and healthcare
management. Ultimately, she aimed to become more independent and feel safe
while using the internet for shopping and other daily tasks. With guidance from a
project worker, Weronika successfully navigated the government website to generate
a right to work share code for herself and a right to reside share code for her son.
She completed all the necessary steps independently, demonstrating her growing
digital confidence. During one of her sessions, Weronika logged into the school
application and successfully placed an order for her son's school meals for the
upcoming weekend. As a single mother, Weronika recognized the importance of
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online shopping. Project worker registered Weronika on the Learn My Way platform
where she completed a dedicated training session on online shopping. Applying the
knowledge gained, she logged into the Tesco app and successfully ordered
groceries with home delivery for herself and her son. This was a significant
milestone, as it was her first-ever independent online grocery purchase. Weronika
later participated in a short training module on the Learn My Way platform titled:
Managing Your Health Online. She successfully navigated the NHS website and
completed hands-on activities related to accessing healthcare information and
services. Following the training, she expressed interest in using the NHS app for
managing appointments and prescriptions. In her final session, Weronika reviewed
all the skills she had learned and completed an evaluation of her progress. She was
also registered for IDEA for Learning and completed a module on online safety. She
was guided on how to continue her learning independently on the platform. Weronika
reported a noticeable improvement in her online confidence and expressed particular
satisfaction with her ability to order groceries online. Through support and hands-on
practice, Weronika made remarkable progress in her digital skills. She gained
confidence and achieved independence in navigating digital services.

More case studies:

https://icos.org.uk/wp-content/uploads/2025/06/The-Access-Foundation-Case-
study?2.pdf

https://icos.org.uk/wp-content/uploads/2025/07/Case-Study_03_Digital.pdf
https://icos.org.uk/wp-content/uploads/2025/07/Case-Study_04_Digital.pdf
More about the project:

We provided one-to-one support, aimed at migrants in Sunderland, including
refugees, to access online services, such as online bank accounts, the Universal
Credit account, council tax payments and other services. We provided, on average,
between 5-10 hours of support to each client; approximately 50% of this was used to
resolve their issues, with about 50% used to support them to become more
independent when using digital services. We supported almost 50 (46) clients,
focusing on Sunderland.

We also worked with local further education providers to enable clients to gain basic
ICT qualifications, utilizing the links and experience gained through our employability
work.

The project provided intensive, one-to-one support to clients who struggled to access
services or opportunities online due to language barriers, limited digital literacy, or
lack of awareness of the local systems. The project worker helped migrant people to
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access services such as online NHS appointments and records, bank accounts, or
HMRC services. They also received support to become more independent.

The support was flexible to meet client needs, and we advertised it through posters
in community venues, social media, word-of-mouth, and partner organisations.

Funds were also spent on expenses for staff and volunteers (at least 5 volunteers
supported delivery), and on a laptop for the staff member.

The project provided good levels of support to clients and, who have really valued it,
as often, they had nowhere else to turn to and needed timely support to resolve the
issues they were facing. Many were experiencing high levels of need, due to being
affected by domestic abuse, trauma, and / or fleeing the country of origin as a
refugee.

In terms of the types of support required, digital inclusion (internet access, devices,
online skills), navigating government/financial services online, and employment
support were the main areas.

Project clients have stated the following types of support they received from
the project:

Access to online learning platforms like IDEA, Safeguarding training for teaching
assistant, help with creating two cv's

Advice on laptop malfunction due to water spillage on keyboard.

Advice on what is wrong with my laptop and how to fix it. what parts to but and where
Guidance on how to get share code for proving immigration status. Guidance and
advice on paying council tax online. Help with adding banking details to Utilita app
for future online payment through the app. | also learned how to safely shop online. |
got access to training platform were | can do workshops on various topics on digital
safety.

Help to open HMRC personal account

Help with accessing and filling out online application.

Help with adding e visa to UKVI account. Support in learning how to generate share
code and use e-visa. Referral for HSF to improve financial situation.

Help with application, information on how to navigate Universal Credit account, how
to log in and how to complete to do list



L. A
A
ICOS The‘Access

Help with applying for houses, earned how to generate share code, help with filling
out online application for Council support, online application for white goods from
Sunderland Council and it was successful

Help with applying for travel document and DVLA provisional driving license

Help with bank account

Help with direct debit. Online compare of energy providers.

Help with filling out and sending online complain form on government website.

Help with filling out the application

Help with learning how and where add things to my Universal Credit account.
Application for Blue Badge with Sunderland Council

Help with learning how to use my Universal Credit account
Help with making right application for travel document

Help with navigating Universal Credit account. Adding my immigration status to my
account. Access to Learn My Way platform for digital Skills

Help with online application for Universal Credit and instructions on how to log in to
my account and how to use it.

Help with online application for bank opening and online banking app

Help with online process to open bank. Help with online banking app. | also received
SIM Card for internet access.

Help with opening online personal account with HMRC. Help with getting tax return
to my account

Help with savings documents in PDF and adding them on website to my application.

Help with sending email to Embassy with evidence of payment so they could send
my passport. Help with online application.

Help with solving this

Help with starting a new Universal Credit Claim online. adding sick notes. Navigating
account. Log in.
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| got access to various learning platforms for training supporting employability. | also
got support from project worker in setting up accounts and navigating these
platforms.

| was referred for NHS Training on how to make an online application for
sponsorship jobs in Care in the UK

ICOS supported with the applications of the provisional driving license and
rectification of errors in e-visa

One to one support with understanding google tools like calendar, settings in email.
compressing files, google drive etc.. | also got help with compering tariffs for
broadband to get cheapest one.

Online self-referral form for help from Sunderland City Council

Project worker helped me to set up an laptop microphone and headphones for my
interview. | was supported in login to my amazon account before interview.

SIM CARD with data

SIM card and help with finding courses

Sim Card

Sim card with free data for 1 year

Support for my volunteering role. Opportunity to take part in drop in session.

Support in creating personal account for Canva and then one to one session on how
to use basic tools and templets to create various formats.

Support with writing CV, support with online job applications, client register for a
workshop with NHS on how to look and apply for sponsorship jobs with NHS

We have applied online for UC

We have opened a bank account with Halifax, then applied for Universal Credit and
for provisional driving license.

access to online application and help with it
help with opening bank account

online application for Universal Credit and access to online banking
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support with volunteering opportunity
In short:
Clients mainly received digital inclusion support (access, skills,
troubleshooting), practical help with online applications (UC, immigration,
housing, banking, government services), employability support (CVs, training,
volunteering), and financial/daily life assistance (council tax, direct debit,
energy/broadband comparisons). They have also received connection access

through being able to access data.

Our project clients have reported that they skills had improved on the
completion of the programme, including finding out:

How to access government application to Ukrainian Visa extension.

How to add notes to journal, how to add my sick notes. | also Learned how to find
information on pension online and | was able to resolve my issue with pension.

How to complied to do list and where to add sick notes on my UC account. | also
learned how to apply for Blue badge.

How to do training online.

How to look for sponsorship jobs

How to make a complain to DVLA using online government website.
How to make an application for travel document

How to navigate government website for visa applications

How to organise drop in session for digitally excluded people. Also it boosted my
confidence in one to one with people.

How to use my app for banking and how to log in to Universal Credit to check my to
do list and journal

How to use online banking
How to use share code

| am more confident now, and learn how to upload documents online.
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| did not learn new things but | was able to connect to internet and as asylum seeker
it is important for me that is for free.

| had 2 interviews both at ICOS and | got job at Amazon.

| learned how to use Universal Credit account, | was also confident to apply for
Council support on my own.

| learned how to use laptop, keyboard and did online training for basic digital skills.
| learned how to use online payments and how to shop online. Thanks to the
program for the first time in my life | ordered groceries online from Tesco with home
delivery.

| learned using my online bank account

| now have account with Your Homes Newcastle and | know where to apply for
Housing plus | also have new application with Gentoo.

| now know where to check my tax year, how to log in to account and how to check
my estimated pension.

| upskilled for teaching assistant role that | am applying for. | learned about interview
preparation and virtual interviews.

Lot of things I learn about Canva. | passed the assignment.

Now | know how to log in to my Universal Credit account and were to check my
payments.

Now | know what application should | use for travel document

Ongoing. Just start to learn.

The client learnt how to access websites and also how to bid for houses
Using online banking

Where on Sunderland Council Website find an information for available help.
Yea | learned how to use my personal account for Universal Credit

Yes | am more confident in using Google Workplace in my new role.
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Yes | learned why my laptop is so slow and what | could do to fix the issue.

Yes how to log in to my HMRC personal account and how to use it and where to
check information | am looking for.

Yes, | make new cv and also took part in NHS webinar where | learn about online
applications

Yes, how to write in journal and where to check payments, how to add sick note
Tow to use Hali

Out of the 41 clients who choose to rate our programme on a scale of 1 — 10
(where 10 was “excellent”, and 1 “extremely poor) 33 rated our support at 9 or
10, and none have rated this support below 7. This means that 72% of all clients,
and 80% of all rating clients felt the project was excellent,

It is clear that the programme successfully empowered clients with digital
confidence, practical skills, and access to essential services, directly
improving their independence, employability, and community participation.

We were grateful to the Access Foundation for their generous funding and
proud of what we have achieved through this funding.



