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Voluntariado Digital is a user-centric municipal program with the clear objective of achieving
a true digital inclusion of the elderly, in line with the transformation strategy Madrid, Digital
Capital.

This initiative starts from Madrid te acompana volunteer project, which emerged in 2020 to
alleviate the unwanted loneliness of the elderly and initiates in 2021.

The most relevant actions already done and in progress are:

« use of methodologies of analysis of the usability of digital solutions

« co-design and co-creation techniques with seniors and volunteers following

« establish public-private partnerships through various public procurement processes and
agreements

« conduct workshops and training sessions with volunteers and seniors

« definition of an ambitious training program and a new approach focused on the user of
services and digital solutions for seniors.



1. Voluntariado Digital is one of the programs of the digital & |MADRID
transformation strategy Madrid, Digital Capital oficina digital

Digital Transformation
Strategy 2023-27
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Program 10. DIGITAL SKILLS AND TALENT IN MADRID

@ Digital volunteering

Digital cohesion and inclusion that makes it easier to connect with people and establish a direct dialogue,
designing mechanisms for immediate access to assisted digital channels. This will be done by the
community itself, reinforcing citizen empowerment and showcasing the figure of the collaborator or
digital volunteer. These functionalities will be included in the Madrid Te Acompana app.
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2. Understanding and improving services through usability analysisand  §|MADRID
co-design and co-creation dynamics. oficina digital

USABILITY STUDY: MADRID @
RELATIONSHIP OF PEOPLE D o
OVER 65 YEARS OLD WITH -
DIGITAL SERVICES OF THE

MADRID CITY COUNCIL

"Madrid, Digital Capital, has as its
first strategic objective to facilitate
the day-to-day life of all the citizens
of Madrid, thanks to digital solutions
that are fast and easy to use for

everyone". TRAVELING

ELDERLY
PEOPLE [+ 65) USABILITY LAB

«The main mission of this strategic
objective lies in providing services
that are agile and offer solutions

to all the requirements of citizens, Ux
adapting that to thej nee_ds of all PUBLIC MOBILE AND
of them and providing simple, DIGITAL TABLETS CONTEXTUAL

PEOPLE
MAX. EACH
SESSION

understandable and easy digital SERVICES DEVICES INQUIRY
services of using”.

Usability is the degree which a product
can be used by specific users to achieve

SHADOWING

METHODOLOGY COLLECTION S SUGESSTIONS

TIONS

specific objectives with effectiveness,
efficiency and satisfaction, in a specific
context of use.
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3. Key goals of the project (e-inclusion and cohesion) @ |MADRID
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Support the elderly in the management of digital procedures by telephone, in
person or through the Madrid te acompana app.

i

| | Support the elderly in learning how to use devices, thus favoring their autonomy
and bridging the digital divide.

Generate spaces for positive interrelationships between the elderly and the
é volunteers of the Municipal Program "Voluntari@s por Madrid", establishing
personal relationships based on respect, help and empathy.
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4. Main skills in which the elderly require support

Internet access and navigation

use of technology:
mobile pones...

04895

online shopping 6' " I
N

use of common
aplications:
communication,

solving basic problems
with technology

basic internet security, digital
literacy against disinformation
and hoaxes on the internet

~service companies.

culture and leisure through Internet

banking, health, etc.

online transactions with
the Administration and
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5. Self-diagnosis of volunteers' digital competences

&|MADRID
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i Results of the self-diagnostic questionnaire on the 4 main blocks of digital competences

Overall level of competencies Specific level by area of competence

“Score from 1 to 3 1,00 1,50 2,00 250 3,00

digital information and
data management

communication and
collaboration

cibersecurity 2,50

technical
woubleshooting TN :5

*  Volunteers are at an upper intermediate level for most
competencies

*  The competency with the lowest score is
Cibersecurity, with a level of 2.5/3.
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Most of the questions have obtained an overall average score of 2.65 (being 2 Intermediate and 3 Advanced).
The questions with the lowest scores were those related to the Communication and Collaboration and Security
competencies, specifically those that mentioned whether they have carried out any type of management in the
public administration through the Internet and whether they recognize when a website is secure.

The areas of competence are defined in the European Framework of Digital Citizenship Competencies (Digcomp 2.2). 7



6. Inventory of most used services for seniors & |MADRID
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Services/Procedures Priority ways to resolve the procedure
® @ Digital Identification Cl@ve AR ie What i meeded?
® @ Home help for the elderly and people with disabilities Y¢ % ¢ ¢ C?@'\S;enee ed
@ @ Telecare Y Fok MMAg\F;I'LD . E-mail
® Madrid Te Acompana (App) Y S wwmrndrides Mobile phone
@ Municipal centers for the elderly by district % %
® @ Card application 'madridmayor.es’ w X
© @ Preventive physiotherapy DA A
o0 Training programs for adults Y % gwrégt;e can Igo?
n r
© e Aids for geriatric fittings e oi'uf};; > Tnce
© @ Day centers for the elderly o S Soctal services
© 0 Home-delivered meals for seniors Je S Municiapl adult
© e Home Iaundry % education classrooms
® @ Subscription “Madrid es Deporte” v

. online @ Cl@ve ‘ on-site


https://clave.gob.es/clave_Home/clave.html
https://sede.madrid.es/portal/site/tramites/menuitem.62876cb64654a55e2dbd7003a8a409a0/?vgnextoid=fae76a38d1bed010VgnVCM2000000c205a0aRCRD&vgnextchannel=61eba38813180210VgnVCM100000c90da8c0RCRD#:~:text=El%20servicio%20tiene%20como%20objetivo%20proporcionar%20atenci%C3%B3n%20personal,propio%20entorno%20y%20mejorar%20su%20calidad%20de%20vida.
https://sede.madrid.es/portal/site/tramites/menuitem.62876cb64654a55e2dbd7003a8a409a0/?vgnextoid=91316cf6eed2f310VgnVCM1000000b205a0aRCRD&vgnextchannel=d4968173cec9c410VgnVCM100000171f5a0aRCRD&vgnextfmt=default
https://sede.madrid.es/portal/site/tramites/menuitem.62876cb64654a55e2dbd7003a8a409a0/?vgnextoid=9a156f5dc35a2210VgnVCM1000000b205a0aRCRD&vgnextchannel=d4968173cec9c410VgnVCM100000171f5a0aRCRD&vgnextfmt=default

7. Ambitious Volunteering Training Program and Workshops for & |MADRID
Seniors oficina digital

Electronic
Digital Identity Administration
services

Cibersecurity on . Communication
Health services .
Internet and Networking

Photo from unknown autor under license CC BY-NC


https://www.pngall.com/learning-png
https://creativecommons.org/licenses/by-nc/3.0/

8. Volunteers and Elderly fully in touch with Madrid te acompana app & |MADRID

@ VOLUNTArO3 0 MADIID

Madrid te acompana

iBienvenid@!

Si ya estas registrado
Iniciar sesién

Si es la primera vez que utilizas la
aplicacion, debes registrarte.

< Salir | Peticiones (J

¢Qué tipo de ayuda necesitas?

‘
. ‘
|
! Compras
Gestiones administrativas
Mascotas (paseo o aco..

‘ lunes, 07 de febrero de 2022

¢Necesitas ayuda?

Realizar una peticién

[ Iniciar registro

¢Tienes una urgencia?

] Actividades de ocio y tie...

¢Has olvidado la contrasena?, pulsa agui para

Llamar al 112

Acompafiamiento en ho...

< salir

| Peticiones O

Citas médicas
aaaaa

elo noaz o3

1415 16 17 18 19 20
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Madrid te acompana app connects seniors and their
families with Voluntarios por Madrid with user-
friendly technology. It is also a mechanism to
mitigate unwanted loneliness.

now digital support too

VOLUNTArIOD 0 MADrID
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9. Multiple, skilled and very diverse players & |MADRID
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Madrid
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10. Some figures @ |MADRID
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Esta foto de Autor desconocido esta bajo licencia CC BY-SA

665.000+ elderly people in Madrid

Esta foto de Autor desconocido estd bajo licencia CC BY

- : 18.000+ municipal volunteers
90 municipal senior centers 12


https://change-meme.com/2018/10/23/usability-design/
https://creativecommons.org/licenses/by/3.0/
https://blog.ssmgrp.com/blog/bid/92131/Choosing-Assisted-Living-or-Independent-Living
https://creativecommons.org/licenses/by-sa/3.0/
https://www.cantabria24horas.com/noticias/Temor-a-un-nuevo-cierre-de-los-siete-centros-de-Mayores-de-Cantabria/85548
https://creativecommons.org/licenses/by/3.0/
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