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Executive summary 

Motivation 

 

The “Seniors in the Knowledge Society” (SeniorsKS) is a Learning Partnership Project 

supported by the  LifeLong Learning Programme of the European Commision1 and the 

National Agencies2 with reference 2011-1-ES1-GRU06-35105, and was implemented from 

agust 2011 to july 2013. 

This project was motivated to promote the e-inclusion of senior citizens in the Knowledge 

Society. Information Technologies and Communication [ICTs] are widely used by society 

in general. This fact has facilitated the development of an Information Society [IS], 

characterized by communications through the computer and the Knowledge Society [KS], 

whose main characteristics are a great potential for knowledge creation, organization, 

participation and learning. Becoming a part of this society offers great advantages, but the 

risks of exclusion from this area could be also a serious matter. 

Nowadays the elderly (over 55 years old) are more capable of surfing, searching and 

communicating in the Internet, but these are skills related to the use of a tool. The Internet 

is facilitating the use of the network for purposes that go further from a mere search of 

information or e-mailing. The KS has great possibilities, which are related to: being 

included in virtual communities, joining support networks, create knowledge, etc. and also 

requires other capabilities, like knowing the impact of the tools that they are using or the 

meaning about the identity in Internet, learning to learn and to help others, the 

importance of sharing knowledge and defend their rights through the Internet. This makes 

possible to have active seniors with ICT, on a positive attitude, but also to be critical, to be 

eager and to be part of the present technological society and capable of helping in the 

building of this new society. The participation of these seniors is positive for themselves, 

but also for the rest of society, as seniors have great experiences, values, and lots of 

knowledge to share and pass on. 

European Commission, recognize this need by promoting “e-inclusion” (in the Digital 

Agenda for Europe, May 2010) where "no on one is left behind" metionoing the 

“demographic ageing” as a challenge and also pointing out the elderly as one of the targets 

Other specific policies are the “Ageing Well in the Information Society Action Plan” (June 

2007) and “European i2010 initiative on e-Inclusion - to be part of the information 

                                                             

1 http://ec.europa.eu/education/lifelong-learning-programme/doc78_en.htm  

2 http://ec.europa.eu/education/lifelong-learning-programme/national_en.htm  



society” -COM(2007) 694 final- and remark a need for an active action through education 

to the e-inclusion of seniors with great advantages form them and society. 

This LP aims to increase that e-inclusion thanks to education (methodologies, techniques, 

tools, processes, etc) on seniors creating a network of institutions and enabling the 

innovation in the field. 

The project had following objectives: 

1. To share and exchange best practices and activities in which each organisation has 

experience in the context of ICT education on seniors. 

1. To improve and design and redesign courses, activities or processes in each 

organisation that assist the e-inclusion of seniors 

2. To promote cooperation between institutions of common interest, facilitate the 

transfer of information and disseminate the results. 

In the context of previous objectives, this report aims to 

1. Disseminate activities, results and innovations of activities carried out in the 

project 

2. Include the best practises and activities in which each organisation has experience 

and can be useful for other institutions 

Organisation of the report 

This report has three blocks 

• Part I. It provides the theoretical context of the project: knowledge society and e-

inclusion 

• Part II: It presents some best practsies and experiences of the institutions 

• Part III. The activities performed in the learning partnership are presented. 

Institutions 

Here a short summary of each institución (2-3 paragraph) and a short bio of each of the 

collaborators of the paper (1 paragraph) 



 

 

 

 

 

 

 

 

 

 

 

Part I 

Context 
 

 



ICT adoption by seniors 

 

Senior Citizen 

When defined in an official context, "senior citizen" is often used for legal or policy-related 

reasons in determining who is eligible for certain benefits available to the age group. The 

term was apparently coined in 1938 during a political campaign. It has come into 

widespread use in recent decades in legislation, commerce, and common speech. 

Especially in less formal contexts, it is often abbreviated as "senior(s)", which is also used 

as an adjective. The age which qualifies for senior citizen status varies widely. In 

governmental contexts it is usually associated with an age at which pensions or medical 

benefits for the elderly become available. In commercial contexts, where it may serve as a 

marketing device to attract customers, the age is often significantly lower. In Malaysia, the 

standard retirement age is currently 58. The senior citizens though are defined as those 

aged 60 and above. This definition is according to the statement done at "World Assembly 

on Ageing 1982" at Vienna. 

Age Related Functional Limitation Among Senior Citizens 

Getting older can result in several problems such as vision issues. These include 

decreasing ability to focus on near tasks, changes in color perception and sensitivity: 

blues/greens become harder to see then reds/yellows and dark blue/black can be 

indistinguishable, reduction in contrast sensitivity as well as reduction in visual field. 

From the survey, almost 91% of the respondents are vision impaired is having trouble in 

reading without glasses most of the time. 

Besides vision, hearing loss is also a common problem with the older age people. 43% of 

the elderly people are having hearing loss and not all of them are using hearing aid. Motor 

Skill impairment is also identified as another problem where seniors are merely to have 

Parkinson's - Tremor, rigidity, slow movement, impaired balance and co-ordination and 

Arthritis (the leading cause of disability in those over 55). 

These age people also prone to Cognitive decline where there will be decline in the ability 

to encode new memories of facts and decline in working memory. Aging may affect 

memory by changing the way the brain stores information and by making it harder to 

recall stored information. This will effect on either short-term or long-term memory loss. 

27% of the respondents agreed that they are affected with cognitive decline. 

Problems With ICT Among Senior Citizens 

(Jokisuu, 2007) conducted a survey on a group of respondents to identify the problems 

with ICT among senior citizens. In this survey the senior citizens were asked to describe 

Kommentar [RE1]: Kommentar [RE1]: Kommentar [RE1]: Kommentar [RE1]: Even I agree 
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the problems they have encountered while using ICT. The responses concerned with 

technology in general or related specifically to computers, digital television, or mobile 

phones. Most of the senior citizens mentioned one or two problems that they had 

observed. Five general categories of problems were identified which is elements of 

technology, attributes of users, skill requirements, management of technology and 

technical problems. 

The first category of problems relates to the elements of technology. Many respondents 

said that technology was too complicated and the devices and applications had too many 

features and functions. Specific software that caused problems included operating systems 

and antivirus software. A problem linked particularly with mobile telephones and remote 

controls, was that buttons were too small. It is difficult for the elderly to see the symbol or 

text attached to the button and it is also difficult to hit only the correct button. 

"The remote control for the digital television is so crammed with stuff that they have had 

to make the buttons unbelievably small and the text or symbol even smaller. You try and 

fit your stiff finger on a button of some millimeters in diameter and at the same time see 

which button it is. What is more, using the buttons requires such a gentle touch that even 

the young salesman at the store had trouble making it work." (female, aged 65-69) 

Second category of problems relates to attributes of the user. Many respondents stated 

that their age was the source of problems. In their experience, particularly deteriorating 

eyesight and motor functions were causing problems. Also, using technology set too much 

strain on their cognitive capabilities. They were forgetting details and felt that they were 

not able to think as quickly as the computer required. One respondent felt that  "I'm not 

fast enough" (female, aged 70-74) and another confessed that  "I feel stupid" (male, aged 

70-74). In regard to mobile telephones, one respondent said, "making a call with a mobile 

phone is still difficult (poor eyesight), taking a call I can manage" (female, aged 75-79). 

Third category of problems concerns with skills required of the user. One common 

problem stated by the respondents was that they did not have the necessary skills to use 

technology. Moreover, they felt that they were required to constantly learn new skills. 

They also mentioned that they had problems because instruction manuals were too 

complex or provided confusing and incomplete information. Overall, the technological 

jargon caused problems. The respondents did not understand functions and features of 

technology or the terminology used in instructions. Especially problematic was the lack of 

language skills. Some respondents did not have English language skills that would help 

them  understand instructions, software functions and the content of the Internet. 

"I didn't understand everything even though it was  plain Finnish so one doesn't always 

understand what everything means" (male, aged 60-64). 

"The terminology of the computer is difficult to understand" (male, aged 55-59). 

"My English language skills are not good enough" (female, aged 55-59). 

 



Fourth problem category concerns with the management of technology. The technology 

develops so rapidly that it is difficult to keep up with it. The required hardware and 

software updates can also be expensive. Furthermore, learning new skills is required in 

order to use the new advancements. Installing new devices causes problems as well. An 

added problem emerges when appliances and their various versions do not function 

together because of compatibility issues. 

"Information technology is moving ahead with such rapid leaps that you couldn't possibly 

have the skills or time to take advantage of them all even if you wanted to." (female, aged 

65-69) 

"Starting to use new software and devices and learning new skills is more difficult and 

takes more time due to age and too many novel application features. (female, aged 55-59) 

Fifth category includes diverse examples of technical problems. Some typical examples are 

problems with network and mobile telephone connections as well as computer crashes. 

The respondents did not know how to solve problematic situations or how to  get help. 

They also said that many problems require expert advice which can be costly and difficult 

to obtain. 

"If and when technical problems occur, you usually need an expert to solve them. Often 

you don't know who to turn to and what the help is eventually going to cost." (female, aged 

55-59) 

"The computer doesn't always work the way it should and you don't know what to do." 

(female, aged 65-69) 

"The computer crashed. Information got lost." (male, aged 75-79) 

Grouping these categories of problems based on the characteristics of senior citizens that 

cause such problems, the following two major categories can be identified: 

• Problems caused by lack of experience or knowledge: The experience and 

knowledge necessary for using ICT equipment includes the terminology and 

general ideas necessary for using services as well as experience with operating 

similar equipment. In this category, two are the most common problems, namely 

terminology and operable objects. 

• Terminology: Most of the people involved in the creation of software use 

terminology that is not used much in everyday life, or which is used to refer to a 

different concept. For example, there have been cases in which "Help" was 

interpreted as "Rescue me!" and the user did not imagine that it would open a page 

containing guidance. Moreover, "Home" was interpreted as "one's residence", and 

the user envisioned that it contained information about the household. In 

particular, many senior citizens are unfamiliar with many terms referring to web 

site actions, like the button submit. Designers should confirm that all terms will be 

well understood before using them. 

• Operable objects: Most web pages contain many links, but many users who are not 

experienced with web operation do not know which objects can be selected. In 



addition, there have been many cases in which senior citizens with knowledge of 

selectable objects failed to apply their knowledge and so failed to access the links 

that were available. Senior citizens are particularly inexperienced with text links, 

so they often fail to notice links that are not underlined or ones that differ only 

slightly in design from ordinary text. In one case, when options were rather far 

apart, radio buttons or checkboxes are perceived as just circles or squares and 

thus overlooked. An experienced user can recognize selectable objects by moving 

the mouse pointer to hover over different objects in the hope of triggering a 

change in appearance such as a change in color. Many users who are inexperienced 

at operating a personal computer (PC), however, have not acquired such 

identification methods and are uncertain of such input operations. Therefore, it is 

important to create a design in which selectable locations can be found intuitively, 

without pointer movement being required. Moreover, it has been observed that 

users who have little experience with input operations by keyboard, remote 

control, or touch panel can experience many problems with key or button inputs. 

Errors include inaccurate object selection or excessively long pressing. These 

findings show that the designer must make operations simple and also widen the 

permissible range of timing and selection areas. 

• Problems arising from aging characteristics: Aging refers to the tendency for 

functions such as perception, cognition, and motility to deteriorate with age. In this 

section, we introduce readability as a problem caused by the deterioration in 

perceptual functions and also failure to notice and coping with the unexpected as 

problems caused by the deterioration in cognitive functions. 

• Readability: The eyesight of senior citizens deteriorates with age, for various 

reasons. About 80% of people in their 60s have cataracts. When eyesight 

deteriorates, a variety of symptoms occur, such as details becoming difficult to see, 

colors taking on a yellowish tinge, and the visual field narrowing. For example, a 

white-and-orange color scheme will be perceived by senior citizens as having an 

overall yellow tinge and also poor contrast, resulting in it having reduced 

readability. For that reason, it is necessary to consider readability in detail even in 

user interface design. Various methods of coping are being considered, such as 

increasing size and spacing and increasing contrast. It should be noted, however, 

that increasing the size too much will make the surrounding information difficult 

to identify. 

• Failure to notice: Failure to notice desired information even though it has been 

provided is a problem that is often observed, particularly in senior citizens. It is 

said that senior citizens have fewer processing resources(The finite amount of 

mental energy that is shared between information retention and cognitive 

processing) (Kumada, 2009). These include the attention function, which directs 

attention to information needed to achieve an objective without being distracted 

by unnecessary information, and the working memory, which selects the 

necessary information and holds it temporarily. Many case examples involving 

senior citizens have been gathered. A highly visible area attracts their 

concentration to the exclusion of other areas (Kramer, 2000). In addition, if a large 

amount of information is presented all at once, they might be unable to process all 



of it owing to weak working memory. As countermeasures, there are methods of 

reducing the amount of information by visually gathering similar pieces of 

information into a chunk. If there is a change in only one part of a page containing 

a lot of information, a senior citizen may be unable to notice the change because a 

paucity of processing resources. Many case examples have been observed. For 

example, when a certain category is selected, subcategories appear immediately 

below it slightly indented. However, some users can not notice the 

subcategories(Hayashi, 2010). Designers of web pages intended for senior citizens 

must consider making parts that change more obvious in order to attract attention. 

In addition, senior citizens often overlook information that cannot be seen without 

scrolling, which is thought to be due to insufficient allocation of attention. For 

senior citizens, information should be accessible without operations such as 

scrolling as far as possible. And if scrolling is unavoidable, it must be made as 

intuitive as possible. 

• Coping with the unexpected: Senior citizens are often observed to be unable to 

cope with unexpected situations. These problems occur when details that differ 

from anticipated ones are displayed, unknown terminology is used, or the next 

operation is not readily apparent. Calmly judging the situation, flexibly changing 

earlier strategies, and solving problems require advanced cognitive processing 

abilities such as situational judgment, problem solving, and mental flexibility. 

However, these abilities are thought to deteriorate with age. In particular, senior 

citizens get confused when a motion they made unwittingly is recognized by the 

system as an input and an unexpected change occurs. We have observed many 

problems in experiments that examined the use of the iPad. When users touched 

the touch panel with the palm of the hand or with the hand being used to hold the 

terminal or when the finger moved while touching the panel, the action was 

misrecognized as a flick. Such errors are due to weakened control of the fingertips 

due to deterioration of the motor functions or due to inadvertent contact caused 

by a poor sense of touch-something that is difficult for a senior citizen to notice. 

These problems have been observed to be particularly common among senior 

citizens. 

 

User Interface design 

There are a number of guidelines related to user interface design, such as the Introduction 

to Apple Human Interface Guidelines and the Windows User Experience Interaction 

Guidelines. However, not much research has been done on designs that treat problems 

that are specific to senior citizens. 

A number of tips have been proposed to create designs intended for senior citizens. 

However, it is difficult to create a truly effective design if only incomplete information 

such as "it would be better if the text were larger" is available. It is sometimes unclear why 

small text is unsuitable or what sort of problems would be avoided by making it larger. 

The visual functions of senior citizens deteriorate with age, making it difficult for them to 



read small characters, but font size is not the only factor influencing readability: another is 

font contrast. If the original combination of font and background colors is poor, simply 

increasing the font size will not solve the problem. 

Investigations of user interfaces should not attempt to correct interfaces that are 

problematical by simply tweaking their appearance; it is critical to determine the true 

causes of the problems, which involve the user's cognitive-behavioral processing abilities. 

This recommended approach to design requirements will reduce problems in the most 

effective manner. 

Solutions can be found for most of the problems caused by perceptional characteristics 

such as experience, knowledge, or readability, by understanding their relationships with 

design requirements and considering individual design elements. In some cases, however, 

a direct solution might lead to a different problem. The design needs to proceed with an 

integrated viewpoint. 

 

Rerences:*       Johisuu Hesh (2007). "ICT Problems Among Senior Citizens" Prentice Hall 
*       T. Kumada, S. Sudou, and Y. Hibi, "Aging of Attention, Working Memory, and Executive 
Function, and Cognitive Interface Design for Older Adults," Japanese Psychological Review, 
Vol. 52, No. 3, pp. 363-378, 2009 (in Japanese). 
*       A. F. Kramer, S. Hahn, D. E. Irwin, and J. Theeuwes, "Age Differences in the Control of 
Looking Behavior: Do you know where your eyes have been?" Psychol. Sci., Vol. 11, No. 3, pp. 
210-217, 2000. 
*       A. Hayashi, R. Hashimoto, H. Saito, M. Watanabe, and Y. Asano, "Study on Search 
Behavior of Older People in Online Supermarket," 2010 HCG Symposium, B6-1, 2010 (in 
Japanese) 
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 The Knowledge Society 

Characteristics 

The Knowledge Society represents a new social structure as it was the modernist or post-

modernist. This new structure changes the power flows, the creation and distribution of 

media, new cultural practises, information access and new communication links.  The KS is 

empowered by the Information Society; mainly ICT. The KS characteristics (power, media, 

cultural, information, communication) are therefore mediated by the Internet mainly. 

The Knowledge Society (KS) is a term commonly used in the social sciences (Krüger 

2006). This concept attempts to summarise the social transformations that are happening 

today. The concepts of Information Society (IS) and KS are frequently linked; in fact a 

UNESCO document (2005, p. 28) presents a sequence of causality. Crovi (2004) 

deconstructs the concept of KS, proposing a perspective from which KS can be understood 

as a revolution in the sources of factors of production, but also in a cultural and social 

sense. She brings together the concepts of IS and KS in a new term: Information and 

Knowledge Society (IKS). In this way technology and cultural ideas are combined and 

compared (Crovi 2004, p.22) to hardware and software in a simile involving computers. 

Crovi affirms that the KS “is a society where the basic capital is the collective knowledge 

and information, distributed in everyplace, continuously valuated and in real time 

synergy”. Internet (the network of networks) frequently springs to mind when we refer to 

KS and IS, but again, we should remember that network and information can be shared at 

different levels; hardware and software, IS and KS, technology and society. 

Castells (2006, p. 27-75) states that societies have always been organised in networks, and 

that information has always been a key factor. What sets the present apart is the 

exponential rise of information and communication technologies. Castells calls this 

development the “informational paradigm”.  In this context, technology (the microchip and 

the network) and its capacity to process and transmit information is what has allowed 

change in the social structure to take place. He presents this change as a revolution, 

similar to other historical revolutions such as the invention of the printing press or the 

steam engine. However, as will be explained below, Castells is somewhat critical of the 

term knowledge society.  

UNESCO (2005, p.27) recognises that the technological base leads in this case to what they 

call “knowledge societies”, affirming that “the new information and communication 

technologies have created new conditions for the emergence of knowledge societies”. 

Castells also acknowledges the important role of technologies in this changing society, but 

later qualifies this by arguing that technologies enable a “net society” not a “knowledge 

society”. 



Based on this difference in the concepts, meaning and impact of the IS and the KS, two 

contrasting ideas can be extracted to further understanding of social changes and how 

they can be related to individuals: 

• The evolution of ICT has played a key role in how actors in today’s society 

(citizens, companies, government) access and transform information. This new 

capacity and new ways of using technology we refer to as the IS. 

• The use of ICT has brought about a change in how people learn, organise, defend 

their rights, access information, buy, build links with each other, socialise, create 

new contents, produce new channels of power (bottom up and horizontal as well 

as top down), etc. This change is so dramatic and far-reaching compared with any 

previous event that it is reshaping the social structure. We refer to this as the KS. 

The bases of the IS and the KS are ICT. People use ICT directly, but not without involving 

an individual effort to learn to use, adapt and interact with the device in the appropriate 

language. Everybody would like ICT to be easy to use, convenient, error-free, easily 

connected to other devices and to communicate without losing data, and to quickly find 

what we are looking for. To make this work easier for the user, ICT designers and 

manufacturers follow the principles of functionality and usability in creating their 

products. For a device to work, it does not have to be attractive, comfortable or intuitive, 

although these factors would help the person that is going to work with it. 

Two points of view emerge here: one the human perspective, and the other hand, the 

technology. These two perspectives have different aims and requirements, and both have 

to give way: people have to learn to use the technology, and technology must be also 

designed with concepts of usability in mind. The discussion therefore focuses on the 

interface as this is where humans interact with technology, and also where technology 

communicates with humans. 

The evolution of ICT and their growing intervention in our daily lives means that more and 

more routines are now technology mediated. The interface is no longer a clear bridge that 

separates humans and technology. It is a fuzzy component that interrupts our perceptions 

as humans and that technology designers try to include in their specifications. 

In this way, we shift from usability to new concepts like virtual screen, simulation (Turkle 

et al. 1984, Turkle 1999), experience and symbolic communication, where people are 

considering technological tools as an extension of their life: identification, social 

enjoyment, creativity, etc. Now technology is more human than ever, it allows us to 

experience. 

Usability vs. Experience 

Software and hardware are designed for people to use; therefore, they should be user 

friendly (Nielsen 1994). Interface usability and accessibility are two parameters that 

facilitate human-machine interaction. Interest in these principles first arose in the 90s 

with attempts to make machines more convenient and intuitive for people. The term 

usability refers to the ease and convenience of use. The principle of accessibility focuses 



on making technologies easy for the disabled to use. On the other hand, the concept of user 

experience (Hassenzahl & Tractinsky 2006) attempts to cover the sensations, emotions 

and affect that devices awaken in people. Technology must be attractive, fun and 

stimulating. McCarthy & Wright (2004 p. ix) affirm: 

We don’t just use technology; we live with it. Much more deeply than ever before, 

we are aware that interacting with technology involves us emotionally, 

intellectually, and sensually. 

A positive experience has a greater impact on people than a usable system. Based on 

Nurkka et. al. (2009) and McCarthy & Wright (2004, p. 34, p.80) it is possible to know, 

recognise and evaluate the sensations and feelings experienced with technology. 

As science and technology have evolved, ITC modify two human related factors: 

complexity and experience. These two factors are subjective and depend on the 

individual’s skills and willingness to engage with technology, in other words, aptitude and 

attitude, or at least this is an intuitive assumption that we might believe is true and logical, 

but we will have the chance to verify whether this is the case later in this paper. 

Information Society vs. Knowledge Society 

Technological evolution in ICT is allowing far greater quantities of information to be 

transmitted, stored and processed than in any other period in history. This capacity, 

together with falling prices of devices, has given a large percentage of society access to the 

net, to download and upload information, and thereby create the IS. Computer Mediated 

Communication (CMC) and the new social structures that have been created have enabled 

the “net society” (Castells 2001, Castells 2006) or what other authors prefer to call the KS. 

When a person is learning about ICT, he/she should first acquire the knowledge and skills 

to use the computer and the browser, tools and services, but will this person be aware of 

the potentialities and impact of these new environments that he/she is learning about? 

Will he/she be able to adopt the technologies to his/her daily routines and life, to a new 

group of friends, or will he/she feel accompanied when s/he is alone? The KS presents a 

new social structure where ICT play a crucial role, but it is not enough to learn to use new 

tools: we must also understand them and use them consciously. 

The new digital divide 

The concept of the digital divide emerged in 90s to differentiate those who use ICT from 

those who do not. The digital divide created a risk of exclusion in the same way as 

illiteracy did some decades ago. Ballestero (2002) defined this term as the technical 

capacity to access and use the net, in which broadband capacity played a major role. With 

increased broadband speeds, this concept has become obsolete, but it has been replaced 

by a new risk: the new digital divide is now a question of access, knowledge, skills, 

opportunities for use, experience and motivation (van Dijk & Hacker 2003). Bridging this 

gap is now more complex than the previous digital divide. 

 



 Digital inclusion (e-inclusion) 

European Context 

In a world where technologies, tools and services are widely available, people can use and 

take advantage of them. When a person does not know how to use them, he/she can learn 

these skills. This is known as e-adoption. E-adoption means using, increasing skills and 

taking advantage of the possibilities technology offers (REFERENCIA). It has become very 

common to include the “e-“ prefix to a lot of common words when trying to refer to the on-

line dimension of something that already exist, like e-mail, eBankin, eGoverment o 

eCommerce. 

On the other hand, e-inclusion is a more complex status, related to participation of people 

in communities and in other dimensions of society based on knowledge and relationships, 

work, culture, politics, etc. (Castells 2005; p. 7). In fact, an e-inclusion evaluation analysis 

would need to consider not only individual factors, but community and social factors, 

while e-adoption would only require an analysis of the level of skills to use a certain tool 

or service. 

In the report “e-Inclusion: New challenges and policy recommendations”3 (Kaplan 2005), 

Viviane Reding affirms: 

e-Inclusion is about using Information and communication technologies (ICT) to 
empower all Europeans. This means more than just increasing access and 

making services widely available and easier to use, although these steps are 

important. It means also assisting people to use ICT to make their lives richer 

and more fun and by helping them to participate more fully in their lives as 

members of their families, neighbourhoods, regions, countries and as Europeans. 

That report affirms that information and communication technologies (ICT) are becoming 

key enablers of modern life. They are used at work, in day-to-day relationships, in relating 

with public services as well as in culture, entertainment and leisure, and in community 

and political participation. Most public policies can no longer be implemented without 

them. ICT are the engine powering modern health policies, security policies, environment 

policies, etc.  

In the Riga Ministerial Conference, the member states and the Commission approved in 

June 11th 2006 the declaration “ICT for an inclusive society”4. In the second point of that 

declaration, they recognise: 

                                                             

3  e-Inclusion: New challenges and policy recommendations. July 2005. 

http://www.epractice.eu/files/media/media_764.pdf 



ICT contributes to improving the quality of everyday life and social participation 

of Europeans, facilitating access to information, media, content and services, to 

enhanced and more flexible job opportunities, and to fight against 

discrimination. Improving ICT access for people with disabilities and elderly is 

particularly important 

And in the 4th point, recognise: 

“eInclusion” means both inclusive ICT and the use of ICT to achieve wider 

inclusion objectives. It focuses on participation of all individuals and 
communities in all aspects of the information society. eInclusion policy, 

therefore, aims at reducing gaps in ICT usage and promoting the use of ICT to 

overcome exclusion, and improve economic performance, employment 

opportunities, quality of life, social participation and cohesion. 

The Riga conference, points out the benefits of a e-included society and announces the 

i2010 initative “a European information society for growth and employment” as ICT will 

be an strategic factor for industry, economy and competiveness, increasing the access, 

services and ICT security to the individuals. It also focuses on “active ageing”, focus on 

“disabled and elderly” or “groups at risk of social exclusion” and the Ministers invite “to 

pay particular attention to the needs of the elderly population, seeking to realise the 

potential for better quality of life”. Apart of the aspect more related to job or 

employability, which are unquestionably related to the increase use of ICT by the 

companies, they empathise also the impact of ICT in society: “ICT contributes to improving 

the quality of everyday life and social participation of Europeans”, naming the “Quality of 

life” as something facilitated by TICs to specific groups (disabled, people at risk, elderly). 

More extensive researchers on e-inclusion are done from the job perspective5  

From now on, this paper focus on the social aspect of e-inclusion, that fits in the “Seniors 

in the Knowledge Society” project. 

…….. 

…….. 

 

In the website of European Commision of the e-inclusion activities6, it says 

Information and Communication Technologies (ICT) play an essential role in 

supporting daily life in today's digital society. They are used at work, to stay in 

                                                                                                                                                                                   

4 Declaration of the Ministerial Conference “ICT for an inclusive society” 

http://ec.europa.eu/information_society/events/ict_riga_2006/doc/declaration_riga.pdf 

5  A composite index to measure digital inclusion in Europe 

http://ec.europa.eu/information_society/activities/einclusion/library/studies/docs/com

posite_index.pdf 

6 http://ec.europa.eu/information_society/activities/einclusion/index_en.htm 



touch with family, to deal with public services as well as to take part in culture, 

entertainment, leisure and political dialogues. 

e-Inclusion aims to achieve that "no one is left behind" in enjoying the benefits of 

ICT. e-Inclusion means both inclusive ICT and the use of ICT to achieve wider 

inclusion objectives. It focuses on participation of all individuals and 

communities in all aspects of the information society. e-Inclusion policy, 

therefore, aims at reducing gaps in ICT usage and promoting the use of ICT to 

overcome exclusion, and improve economic performance, employment 

opportunities, quality of life, social participation and cohesion. 

In this context, e-inclusion is essentially social inclusion in a knowledge society. It goes 

beyond accessing ICT tools and services or even being digitally literate. A definition of e-

inclusion should focus on people’s empowerment and participation in the knowledge 

society and economy: skills and competences (both ICT-related and regarding new ways 

of working using ICT), awareness and willingness, social capital and the means to grow it 

are also key factors of e-inclusion.  

An e-included person participates effectively in all dimensions of the economy and society 

based on knowledge through the ICT. The relevance of a person in a community is key to 

determining whether he/she is included or excluded. His/her participation is a measure of 

his/her membership. 

It should be noted, following Kaplan (2005, p.7), that a person who is not using ICT is not 

excluded, so long as this lack of use is voluntarily. Indeed, a sufficiently informed person 

who does not use ICT voluntarily could be e-included, but at least a basic use of ICT must 

be established. 

The communication “A Digital Agenda for Europe” from the European Commision7 stablish 

8 points to “to deliver sustainable economic and social benefits from a digital single 

market based on fast and ultra fast internet and interoperable applications. “. Some of this 

8 points are focused to this economic aspects of ICT, increasing services, broadband 

access, etc. This Digital Agenda (also called i2020 as it is part of the Europe 2020 Strategy) 

is not only for economy but for society. The point 6th is “Enhancing digital literacy, skills 

and inclusion”: 

…150 million Europeans – some 30% - have never used the internet.  Often they 

say they have no need or that it is too expensive. This group is largely made up of 

people aged 65 to 74 years old, people on low incomes, the unemployed and the 
less educated.   

In many cases the take-up gap is due to lack of user skills such as digital and 

media literacy, not only for employability but also for learning, creating, 

participating and being confident and discerning in the use of digital media. 

Accessibility and usability are also problems for Europeans with disabilities. 

                                                             

7 “Digital Agenda for Europe”. European Commision. 19.05.2010 COM(2010) 245 

http://ec.europa.eu/information_society/digital-agenda/documents/digital-agenda-

communication-en.pdf 



Bridging this digital divide can help members of disadvantaged social groups to 

participate on a more equal footing in digital society… 

The i2020 Digital agenda for Europe, proposes then some actions. The Key Action 10 and 

11 entrust the Commision to propose digital literacy and competences, and identify the 

competences of ICT practioners and users. Unfortunatelly, till now, there is not 

information or any report available about this competences. 

 

e-inclusion characteristic Context 

Participation in the knowledge 

society 

“It focuses on participation of all individuals and 

communities in all aspects of the information 

society”. European Commission e-inclusion website 

Increase of quality of life “ICT contributes to improving the quality of everyday 

life and social participation of Europeans”. Riga 

declaration 2005. 

Enjoying the benefits of ICT “e-Inclusion aims to achieve that -no one is left 
behind- in enjoying the benefits of ICT”. European 

Commission e-inclusion website. 

Basic skills “In many cases the take-up gap is due to lack of user 

skills such as digital and media literacy.” i2020 Digital 

agenda for Europe. 

Advanced skills 

Awareness 

Willingness 

“…for learning, creating, participating and being 

confident and discerning in the use of digital media”. 

i2020 Digital agenda for Europe. 

Table 1. e-inclusion characteristics 

Characteristics of a e-included person 

Going from theory (policy level) to practise (operational level) is quite challenging. There 

are risks of concluding with wrong practises that do not produce the expected level to 

policy aims. Being aware of these difficulties, it is essential to detail what is e-inclusion for 

a person. In this section, we will try to answer following questions: 

• Which are individual ICT skills and competences for a person to be considered e-

included 

• Which other factors (if any) must have a person to be included (e.g. attitude, 

awareness) 

• Which are the educational action (among others) to try to e-include a person 

Considering the main aspects of e-inclusion of Table 1 ICT skills and competences can be 

extracted. They are presented in Table 2. 

e-inclusion characteristic Competence 

Basic skills Use of ICT tools, mainly internet, and its 

services (surf, search, mail) 

Advanced skills • Being aware of dangers and how to 

avoid (VII) 



• Recognise the quality and reliability, or 

looking for more information or help 
when doubts arise. (VIII) 

• Recognise risks of privacy and security  

(IX) 

• Learn to learn, to ask for help and help 
others. (X) 

Awareness, willingness • Acknowledge of IKS. The new power 

flows, media and information process. 

Their potentialities and risks. (IV) 

• Have a positive, critical and 

constructive attitude to the KS (III, XII) 

Participation in the knowledge society • Having contact with other people with 
the use of virtual media (XI) 

• Have an identity on the net (II) 

• Learning to learn 

• Creating information (III) 

• Incorporation to dayly routines (VI) 

Enjoy the benefits of ICT Increase ICT experience 

( I, V, XII) 

Table 2. Relation between characteristics and competences for e-inclusion 

 

Some of the indicators proposed to measure a person’s e-inclusion are: 

• Identity on the net. In real life we have a name and surname; we may have a 

passport, an ID, a phone number and a postal address. That allows other people to 

contact as, and creates our identity: our childhood, work life, friendships and 

family. On the net it is also possible to have an identity–not necessarily a true one–

but one that references us that may even be more faithful than the real one (Turkle 

1984). This net-identity lets others know what we are like and enables them to 

contact us. Electronic mail is the most basic identification on the net, but there are 

many other ways of having an identity: blogs, albums, an alias in a forum, a nick in 

a wiki or a wall in a social network. 

• Virtual Communities. In real life, an included person belongs to several 

communities; work colleagues, family, neighbours, classmates, etc. The virtual 

world also has communities; perhaps the most common are Facebook or Twitter, 

but those are only one kind of community. A person may also belong to a virtual 

community where he/she establishes emotional feelings and long-term 

relationships with others, regardless of whether she/he only uses electronic mail 

or enjoys posting comments to his/her favourite author in a blog. 

• Participation. The net can be a place for action and creativity. When a person is 

aware of the impact of the net, he or she inevitably acts to correct a mistake s/he 

has spotted (or contacts the author). The net also broadens out individuals’ 

capacities in their hobbies, interests and curiosity, and gives them a space in which 

to defend their rights. 

• Still on progress 



 

 

 

http://ec.europa.eu/information_society/activities/einclusion/library/studies/docs/com

posite_index.pdf 
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Background 

Research and statistics show that Information and Communication Technology (ICT) 

competences among the elderly have risen, and are constantly increasing, but not at the 

same pace as among younger generations [24]. 

Adolescents and young adults are the main users of ICT tools; they have incorporated 

technology into their lives, not only as a tool for work or to find information but for other 

purposes; they use ICT as an extension of their daily life, they are eager to try out new ICT 

tools and use them (internet, mobile, other technological gadgets or even household 

appliances). They use ICT to expand their personal relations and for enjoyment or 

entertainment. They accept and incorporate the new ICT possibilities as they appear; if a 

device or system interests them, it is never rejected on the grounds that it is “too 

technological”. They have a sense of ownership of the net and on the whole, are unafraid of 

trying out anything new or unfamiliar [15] [14].  

In contrast, seniors mainly use the net as a basic communication tool (e-mail or chat), for 

information (to read the news and searching) and other services (such as e-banking). In 

most cases, these functions are sufficient for them, as they only want to communicate with 

friends and relations through mails or messaging services and consult certain websites for 

information [24][15]. 

However, the experience of the Senior Citizens’ University (SCU) belies this generalisation 

and shows that if the educational intervention is carried out correctly [12], in other words 

if it is motivational, enjoyable, and free of pressures, seniors will be keen to continue 

learning. Senior students are open to discovering new possibilities and, if possible, will 

take advantage of them. 

Against this backdrop, we cannot deny senior students the opportunity to continue 

learning about the more complex facets of Internet simply because we believe they have 

enough knowledge to meet their own needs or because we think they might not be 

interested. Numerous studies have demonstrated that ICT use among seniors is very 

useful, motivating and enjoyable [17][9]. However, this discussion goes beyond the scope 

of the present article: we consider education to be a right, recognised in legislation at all 

levels, and that it also brings huge benefits to learners and society in general [10]. The 



Internet has created new kinds of links and information flows with enormous potential for 

participation and interaction from which seniors must not feel excluded. Furthermore, this 

new society cannot be built without the participation of seniors. 

Motivation 

Web 1.0 offers great information and communication possibilities. Educational 

institutions provide courses and activities that enable senior students to learn. In an 

attempt to remove the digital gap through education, or as a result of demand from 

seniors, many educational institutions are now offering ICT courses and activities. 

Consequently, seniors are acquiring increasingly higher levels of competence in surfing 

the net and communicating, and greater inclusion in today’s society. [18][22] 

Courses for seniors are very different from those offered for other citizens. These 

differences arise because their learning capacity is different from younger learners [20] 

and also because their interests are entirely personal (they are not driven by professional 

or career demands). Use of computers and software is similar to learning a new language 

and tools, and requires a completely new set of skills [23] [8] [12] [11] 

The main aim of a basic course is to enable students to use a browser, learn to navigate 

webpages, search for content, and use a mailing tool. Perhaps because other media can be 

more complex and their meaningfulness is not so immediately obvious to them (forums, 

mail lists, chats, personal web pages, etc.), seniors tend not to use them so widely [24]. All 

this tool-based teaching increases the seniors’ web experience, but not their web expertise 

[6] 

Web 2.0 now offers new ways of making contact with other people; it goes further than 

previous methods of communication and also has great potential for content creation. 

Any curriculum designed for seniors must include activities and exercises that will 

motivate them, and take into account the different pace they require. For that reason, ICT 

education for seniors is not only about teaching, explaining things and letting learners 

practise; it constitutes a complex educational process where other concepts must be 

considered. Teaching Web 2.0 raises new challenges, for which a methodological proposal 

will be described in this paper. 

ACTIVE NET CITIZENSHIP 

In this paper an “active” user reflects a complex status, not only based on skills or 

competences but on the capacity to be aware of the reality and consequences of the net 

and with the abilities to act and influence through it. To become an active ICT user does 

not require one to know every tool and option, but to be able to understand how Web 2.0. 

works and the influence it has. Active users are also characterised by their lack of fear to 

try out new things, their ability to ask for help correctly (making themselves understood) 

and, as a result, their ability to also offer understandable help. 

The potential offered by Web 2.0 [21] has been recognised worldwide [13], and without 

the new technological capabilities to process information, the creation of this new society, 



what Castell calls the “net society” [5] would not be possible. Active users are integrated in 

the net. They are capable of participating and defending their rights. 

In this new net society, the role of the individual becomes very important. What is the role 

of the seniors in this new net? In the UJI-SCU we see the role of the senior in this new 

technological society from the three points of view described below, all of them aiming to 

foster active net citizenship and e-inclusion [7]. 

As a user 

Anybody that has access to the net and knows how to surf is able to gather information 

from it. We might say that this task can be performed by anybody with a normal computer 

and basic Internet skills. 

The new net creates new kind of content, and when it is viewed, the user should know 

who produced it: institutions, government, media companies, individuals through 

collaborative publishing, etc., and why has it been produced: to sell, to publicise 

somebody’s aims or interests, to influence, as a hobby, etc. Searching for content is thus 

not only a task that requires reading or interpreting what is written on our screens. The 

frame of the information also must be interpreted and contextualised. This is a major shift 

in the way we receive information (particularly for seniors), as people are used to 

watching TV or reading magazines, media that are widely recognised and whose 

ideological, commercial or political interests are obvious, to one extent or another. 

Furthermore, new links between content (i.e. authors) can be created, which provides new 

flows of information (i.e. relations). While people previously typed in a URL to access 

content, we now create subscriptions and feeds that provide us with increasing amounts 

of information as it is generated.  

As a producer 

Adolescents and young adults are now using Web 2.0 tools (e.g. blogs, Wikis, photo 

albums), and some also create content in the net. Writing comments, making a correction 

or asking questions on a web site can be also considered as content production. 

Adolescents and young adults acknowledge the huge potential of Web 2.0 and if they are 

interested, they take full advantage of it. Encouraging seniors to become producers is 

difficult mainly because of lack of information and motivation to learn how to use the tool 

and then to produce something. Without information, they may think it is a futile activity 

without any impact. 

Producers in the new Web 2.0 are characteristically not only able to write (also possible in 

Web 1.0) but also to collaborate in writing (e.g. through Wikis), and re-use other people’s 

information to create new information (references between blogs, etc.), thereby 

expanding the number of connections among users. 

A person who is actively involved in the net will not be impassive if he/she sees something 

wrong or unfair in a web page. An attitude of active citizenship will lead them to change or 

correct the content.  



As a citizen 

This is the capacity associated with integration in a community. It can refer to your 

neighbourhood association, your family or educational institution. If a person feels part of 

a larger group, it is because he or she knows how the group works, is able to influence it 

and can also defend his or her rights. 

Not belonging to a community carries the risk of being marginalised or isolated. If you are 

involved in the net, the advantages it brings are manifold: it removes barriers of distance 

(e.g. rural areas) and disabilities (e.g. mobility) and widens the possibilities of accessing 

information, communication and entertainment. The new net opens up inclusion to 

everybody, with the only condition of being able to use the technology properly (more 

precisely, of being a active technology user). 

Furthermore, the motivation of belonging to a community makes it is easier to ask for 

support, to participate in groups and be promoted to editor status (reviser or rewriter). 

Educational intervention 

Innovative aspects should be applied to senior ICT education processes. It is not enough to 

teach them how to use the browser and a mail tool. That is only valid at basic levels. 

This paper proposes an educational intervention that can be applied to intermediate or 

advanced Internet learners who are not attending classes to further their profession 

careers, but are motivated by entirely personal aims and a desire to feel more integrated 

in society. 

The activation of seniors requires an alternative methodology to instruction in basic one-

purpose tools: the net used as a means to an end (e.g. e-mail or information search) as 

opposed to using the net as a tool in itself (for enjoyment, to contribute knowledge and 

influence net-citizens: Web 2.0 philosophy).  

It is clear that both the above approaches require different techniques, principally because 

they have different objectives. This paper focuses on how to achieve full integration of 

technology into a person’s life: the point we want to reach is not the ability to use the 

media, but to become the media [2] 

Traditional courses are essential for the basic training in using tools. Active citizenship 

requires using a more complex methodology and process. 

Methodology 

To enable someone without any ICT knowledge to become an active net citizen, we have to 

consider an educational intervention that focuses firstly on the content to be taught 

(subjects, courses, activities, etc), and also the promotion of the role of the student; the 

steps the learner follows on the path to active net citizenship. 

To achieve those steps, we describe the techniques that have been used successfully in the 

Senior Citizens University in the Universitat Jaume I (Jaume I University) UJI-SCU 



Content  

The UJI-SCU provides 3 levels of ICT teaching: basic, intermediate and advanced.  

The basic level is appropriate for people with no experience of computers or the net. They 

learn to use the mouse and keyboard, and the operating system (Windows) with its own 

language and interface (windows, click, double click, drag and drop, copy, paste). Later 

they learn to use the tools (browsers and mail tools) and to apply them for their own 

purposes (searching, learning, enjoyment, etc). Once the 50-hour course has been 

completed,  they have become basic Internet users.  

The intermediate level course is also 50 hours long. They learn to use the net for their own 

needs: to buy online, chat, use translation web sites, etc. The course focuses on the use of 

web pages (museums, maps, media, blogs, Wikis), security (virus, mails) and information 

search (web pages, images, programs). On completion of this level, students have gained 

sufficient skills to take advantage of the net and also to become self-learners; however we 

have concluded that this claim is not entirely true, as we observed a lack of initiative and 

determination to keep trying, testing and asking for help accurately. 

The advanced level is addressed at students that want to use specific computer tools 

(image uploading, social networks, bookmark services), but also to continuing learning 

more about areas covered in the intermediate level (e.g. search tags, payment services, 

security advice. etc) 

Based on this experience, we propose a methodological path and range of techniques to 

carry out the activation. This activation does not necessarily have to be undertaken on the 

final course, but can be attempted at the intermediate level. 

Role 

This methodology has four phases: information, awareness, involvement and actuation, 

where the learner goes through the following states: observe, understand, participate and 

finally become active. 

Phase State Characteristic Competence 

Information Observer Seniors are able to recognise a 
range of tools and know what 
they can be used for.  

To surf, to see other people’s 
contributions. 

To communicate with family and 
friends through basic communication 
tools (e-mail or messenger). 

Awareness Understand Seniors are able to recognise the 
impact of the tools and how the 
information was generated. 

To gauge the reliability of 
information, to see advantages and 
useful possibilities of the data they 
have located. 

To put the information into a context 
and maximise their knowledge. 



Involvement Participate Seniors are motivated to write 
content in the web and they feel 
sufficiently empowered. 

Ability to write in forums or familiar 
notice boards (e.g. in local 
associations) or add comments. 

Actuation Active Seniors are not afraid to write or 
change web content.  

They are able to defend their 
rights and also ask for information 
and help properly. 

Ability to add content, ask for 
correction or information and defend 
their rights. 

They can also take part in the net 
community using group 
communication technology. 

Ability to become editors or 
moderators. 

 

The final phase is also divided in three steps: 

Phase Characteristic Tool 

Group creator Seniors create content together 
with other learners 

Wiki or collaborative blogs. 

Video or image upload onto a website or 
group sites. 

Comments in a web site. 

Individual writer Seniors can write by themselves Blogs, video or image upload for individual 
promotion 

Social Networks Seniors can take part in and 
organise communities 

Social networks or communities of writers 
(and editors) in a blog or other web sites. 

 

Framework 

It is important to highlight that being an active net user does not mean being a technology 

addict, nor taking friendships and other personal relationships out of real life into the 

virtual world. Nobody should ever be forced to be active, it must be a personal decision, 

but our aim is to offer that possibility to a group of citizens (in our case the elderly). 

Some characteristics specific to seniors require the creation of tailor-made courses with 

different pedagogy than courses designed for younger learners (as described in the 

background and motivation section). During the activation process, some characteristics 

that we regard as specific to seniors should be considered throughout the whole 

methodological process: 

In the intergenerational field, enabling seniors to speak the same language in the same 

media as younger users greatly widens the possibilities for exchange of knowledge and 

also creates new relationships between generations that would not exist otherwise. 



In the case of the disabled elderly, sometimes access to ICT may be their only chance make 

contact with society through the possibilities offered by Web 2.0. 

The retired elderly usually have a lot of free time. ICT has opened up great opportunities 

for them to fill their free time; however this may be interpreted as a way of keeping them 

occupied, and unfairly out of the picture. The UJI-SCU experience has led us to see this as a 

great opportunity to increase their quality of life [10] and also to promote the senior’s 

perspective in the rest of society. 

Because of their specific characteristics -seniors were born long before the advent of ICT 

and computers played a small, if any, role in their working lives- they may view the 

computer and Internet as alien. In contrast to younger generations who learn and become 

active autonomously, seniors need a more guided and specifically designed methodology 

to become active. 

Implementation 

This study involved 917 senior students currently registered in the Senior Citizens’ 

University (SCU), with an average age of 66. Basic to advanced level computer and 

Internet courses have been run since 2002 for seniors, with a total of 793 ICT course 

registrations (from 2011 to 2012). Each year, 30 students finish the most advanced level, 

but we have noted that to become proficient, they need to go further.  

We applied the following techniques from the start of the course 2010/2011 to the whole 

student community and also directly to 282 learners attending the ICT courses. Of these, 

103 students registered on the intermediate and advanced Internet courses were 

encouraged to become active. A total of 24 learners finally took part in a pilot course on 

Wiki collaboration [25]. After the pilot course, reactions were seen in the rest of the 

student community and other learners joined the active community in the course 

2011/2012 (directly 33, indirectly 50 approximately). This paper summarises the 

techniques applied and initial results.  

• Through courses and activities, seniors had learned to use the basic ICT tools 

(computer and internet). To reach the state of awareness, a longer period and the 

following activities were necessary: 

• Theoretical lectures and seminars offered the chance to explain and show what 

Web 2.0 is and how it works. Some seminars dealt with recent Internet history, the 
“dot-com” bubble crash, collaborative web sites, and examples of their usefulness 

and impact in real life. It was not possible to show the web pages in detail because 
these lectures were addressed to seniors in general, both with and without ICT 

knowledge. In addition, more detailed information was given to ICT learners (that 

allowed them to practise later). 

During the year, a strategy was drawn up to keep all seniors informed. Through the classes 

and a mail list, we reported on the relationship between the virtual and the real world by 

keeping track of news items dealing with the two worlds and how they impact on each 

other. This proved to be a relatively simple task, as in recent years, the traditional media 

(TV and newspapers) frequently report ICT-related news, and there is also a wealth of 



higher quality, innovative information on Internet. This task was carried out at all course 

levels. 

Practically all the students considered the information provided to be very useful and 

appreciated it, although we also noted that it was not always completely understood. In 

these lectures and communications, we tried to use simple language and also provide 

background information. 

Enabling seniors to move from the awareness state to the active state is a more 

challenging task. Sometimes they simply do not want to (not always with a clear reason), 

or they do not know what to write about because they think nothing is sufficiently 

important. We proposed two approaches for the students who expressed an interest: 

• To form groups and write about their common interests (e.g. cooking, travel, local 

customs, etc.) 

• To write about events in the local institution (in this case activities and other 

events in the UJI-SCU) 

These approaches enabled seniors to learn how to write together and give each other 

support. The role of the teacher and facilitator was a crucial factor in motivating them and 

helping them learn how to use the tools [25] 

The impact on other learners was substantial, once the content had been created, and in 

turn, led to greater interest (sometimes surprise) than expected in all areas of the 

University and the local community (newspapers). We believe that this reinforcement and 

recognition of their work was crucial to them 

After writing and participating in the UJI-SCU platform, students are motivated to create 

their own participation tools. All their achievements outside the UJI-SCU can also be 

publicly recognised if they wish, thus creating a virtual student community (e.g. when they 

start a blog or upload their holiday photos). 

CONCLUSIONS 

In general, seniors (ICT students and the elderly in general) were not aware of what Web 

2.0 meant. They felt very interested in recent Internet history and the changes it has 

brought, and also recognised that their own interest has subsequently grown. Some of 

them expressed concerns that nobody was controlling what is being publishing on 

Internet (e.g. some thought that Wikipedia was produced by the government or even by 

Google). 

Even after it had been explained to them and illustrated with examples (as explained 

above), it was not until they had the chance to write about a specific subject that their 

understanding and interest increased, and they also recognised the potential of Web 2.0 to 

allow people to participate and the  influence it has. We can therefore confirm that until a 

learner becomes active, he or she will not completely understand the previous phases. 

It is very difficult to promote the use of a collaborative tool among seniors, as ICT is not an 

area where they can easily try and test out new things. This may be because they found it 



very difficult (or are not able or become discouraged), or sometimes they think it has no 

useful purpose. However, this feeling disappeared once the pilot course had been run, and 

other seniors first became interested in the content and began to think they could also 

complement and add more content in the same way as their classmates had done. 

Privacy and security are more important to seniors than to younger users. Seniors appear 

to be reticent. That feeling does not have to be eliminated, but better understood through 

information and education. 

Even with information-based tools (not social networks, but Wikis or blogs), networks of 

communication were born, sometimes out of common interests, but also because the 

seniors felt they were experiencing the “joy of being creators” together. Once these net 

relations had been established, they were eager to see each other and meet in person. This 

was particularly motivating, as these relationships grew and solidified through the activity 

of content creation and common interests. 

Of course, some seniors were not interested in writing or in creating any content, but 

simply offering them the possibility and teaching how to do it was sufficient to increase 

their awareness about the possibilities of Web 2.0. Being an active user does not mean one 

always has to be writing. Many seniors rejected the chance to write, but quickly showed an 

interest in correcting, changing or adding specific information they found interesting. 

The learners’ confidence increased as they saw how other people (elderly and younger) 

recognised their work. The experience of the pilot course, an activity carried out by 

seniors, has had a surprisingly high impact in the media and the community. 
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INTRODUCTION 

 

This paper describes a learning itinerary designed to integrate Web 2.0 tools into the daily 

lives of senior students (55+) at the Universitat Jaume I in Castellón (Spain). The article 

introduces the current situation in this University and the educational processes 

undertaken. The first part of the paper describes an itinerary to gradually integrate Web 

2.0 technologies that will allow senior students to participate in the revolutionary changes 

brought by Internet in recent years. In order to embark on this path, users need some 

basic Web 1.0 skills, such as how to navigate web pages, search for information or use 

their email accounts. Senior learners then start creating contents together, working 

collaboratively by using a Wiki. Once the seniors feel comfortable and confident in 

creating joint content, they may start to produce individual content as independent 

authors and they will be solely responsible for any published information, both in terms of 

meaning and of presentation (layout). Finally, seniors will join different virtual social 

networks and create links with people that they have not previously met, thereby 

eliminating distance barriers. 

In the second part of the article, once the steps to fully integrate Web 2.0 have been 

described, we introduce a pilot course that has allowed senior students to discover the 

philosophy behind Web 2.0 and to acquire some experience using a Wiki. In this pilot 

course, the advantages of a Wiki as a collaborative tool were described and potential 

problems were analyzed, particularly those related to senior users. The paper suggests 

some solutions used on this pilot course in a practical activity to minimize the negative 

impact these threats may have on senior users. 

The paper then presents the results of the pilot study and describes a set of indicators that 

can help to measure the work undertaken through the Wiki in terms of quality of the 

articles, tracking of user's work or evolution and tendencies in users grouped by levels of 

activity. 



Finally, the article suggests some lines for future research in order to better integrate Web 

2.0 technologies into everyday life, and highlights the most important conclusions of the 

present study. 

BACKGROUND 

The set of requirements senior learners have to acquire knowledge differs from that of 

younger people, a condition that should be taken into account when designing any 

educational intervention. They also have different needs when they set out to learn certain 

new technology skills. Younger students are usually motivated to acquire technical 

knowledge in order to get a highly qualified job, but senior students no longer have this 

requirement. Their motivation stems from their natural interest in learning about new 

subjects, to fill their free time and to avoid being left behind in this technological world. 

The Universitat Jaume I has had a formal educational model for senior education for over 

13 years, known as the Seniors Citizens University (SCU). Currently 917 students are 

enrolled on this program, and classes take place on the city campus and also in five 

different rural delegations. 

Students from distant locations have a strong need to make contact with other people. 

They live far enough away to be looking for new ways of communication, beyond physical 

meetings. In addition, students in rural delegations do not feel fully integrated in the 

university as they only participate in projects with students from their own area.  

A new approach is required to integrate senior learners from all locations by creating a 

virtual community. This community should be built by all the students and it should 

overcome distance barriers, offering an environment where senior students can 

participate in any project or activity organized, regardless of their physical location. In this 

sense, the central campus and also the rural delegations are participating in a unique 

virtual space that integrates all students and offers a new communication system where 

users are the main actors. 

Web 2.0 philosophy 

Internet has evolved since its expansion in the nineties; in its first years Internet opened 

up great opportunities for communication, but it was mainly used by corporations and 

organizations. They saw its huge potential for their businesses and created service web 

pages, shopping sites, electronic news, Internet banking, etc. 

More recently, these corporations and organizations that had initially recognized the 

commercial and financial benefits of Internet began to lose ground on Internet to 

individual citizens. Web 2.0 represents this second version of Internet: the social network. 

New tools were created with two main user-oriented features: ordinary people started 

writing and creating contents; and ordinary people organized and revised them. In 

addition, these new tools reflect the emergence of new kinds of networks, different from 

existing networks (neighbors, friends, associations, etc). Internet also creates networks 

among people, with a previously unseen capacity for communication and relationships. 



This means of communication through Internet reveals a change in use and concept: new 

opportunities for education, leisure, defense of rights, etc. in which no one should feel 

excluded. 

The road to web 2.0 

This new method of communicating requires a learning and adoption process to fully 

integrate users in the Web 2.0 technologies and to allow them to include these tools in 

their everyday lives. Being able to use a few basic Internet applications (reading emails, 

searching for information) is not enough. An educational intervention that acquaints 

students with the main ideas is essential, and should address four basic questions: inform 

about the web 2.0  (what is it?), show its influence and possibilities (what is it for?), aid 

recognition of web 2.0 tools (what can I use?) and usage of these tools (how can I use 

them?). 

This paper proposes four stages to fully integrate Web 2.0 tools in senior learners’ lives. 

They will gradually acquire all the knowledge related to this philosophy. These four 

phases begin with Web 1.0 users, who then start creating web content in groups, and at a 

later stage, become individual creators. Finally, users will join a range of virtual social 

networks to become fully integrated in the Web 2.0 universe. 

Our starting point is a group of senior users with basic knowledge of Web 1.0. These users 

are able to navigate Internet, search for information, read and write emails and post 

comments in a forum. This is the level reached by most senior students who have made 

occasional use of Internet in recent years, and is considered to be the first stage on the 

path to fully integrating Web 2.0 tools into users’ daily lives. 

In the second stage, senior users start creating contents and publishing them. Learners use 

a collaborative tool to ease the transition into this phase and to create a feeling of self-

confidence. With this content creation tool, no one individual is responsible for the 

information. Any mistake that may appear is corrected by other students and by working 

together, and a higher quality is reached than would be obtained by individual work. The 

Web 2.0 tool chosen to work on this phase is a Wiki, which fulfills all the requirements for 

collaborative work. One of its main advantages is that users require little knowledge to be 

able to start creating their own content. 

The third stage in the process towards full integration is related to individual authors. In 

this phase, senior learners use Web 2.0 tools on their own, without any direct cooperation 

with their classmates. Each user is responsible for any published content, its layout and 

the way he or she communicates with potential viewers of the information. This is clearly 

the most difficult step in the process because authors start flying solo for the first time and 

they have no direct support in creating new contents. The tools that are best tailored to 

the characteristics required in this phase are weblogs or blogs, as they represent an 

information publishing method that allows users to choose contents and layout, as well as 

offering a communication channel to obtain feedback from their audience. 

The last stage in full Web 2.0 integration consists of joining virtual social networks. Senior 

learners meet other people with the same hobbies or interests who they have never met in 



person. This represents maximum integration in Web 2.0 in everyday life. There are 

different types of social networks, classified by purpose, connectivity between members, 

etc. It is not possible at this stage to focus on a single tool to fully consolidate this 

integration. The number of opportunities to join virtual social networks will grow as 

senior learners go further along the road to Web 2.0: using Wikis and cafés or discussions, 

joining groups of topic-related blogs in a planet-blog, or using any of the tools that allow 

contact tracking and information diffusion among other members of a network, such as 

the popular sites (2009) Facebook, Twitter or MySpace. 

Wiki technology 

The meaning of the word Wiki, in the Hawaiian language, is quick. As this definition 

suggests, a Wiki is a tool that allows rapid creation of contents. It also enables multiple 

authors to work together. According to Ward Cunningham, originator of the Wiki 

paradigm, a Wiki is "the simplest online database that could possibly work”. 

A Wiki can be described as a collection of web pages with individual articles that may be 

interconnected by hyperlinks. The articles are written by different authors who also 

review other authors' articles. These authors use a window in a web navigator where they 

can easily create and edit contents in any article; the content is then saved and instantly 

published to be read by all other users and the rest of the world. 

A set of basic formats may be used to edit, such as bold, italic or underline styles. This 

limited range of formats means users do not have to invest a lot of time and effort learning 

specific codes to format a text. In addition, a Wiki eases the separation of contents and 

layouts, so that users may focus on the information and let the Wiki take care of layout by 

default. This system ensures that all articles from different authors will look consistent 

and homogenous. 

The Wiki philosophy is perfectly designed for use in a class, as the students are the main 

actors. All the learners are co-authors of the published information and any corrections 

and reviews are done by all the group. This method generates a feeling of information 

ownership, which in turn encourages the desire to improve the articles and extend 

existing contents. 

Pilot course 

Once the road to Web 2.0 integration had been designed, the Universitat Jaume I ran a 

pilot course as the first uncharted stage in the full process of integration. Two different 

groups of senior students were formed, one from the main campus and one from a rural 

delegation. All the students had previous knowledge of Web 1.0 tools and came forward as 

volunteers to embark on this journey towards the new technologies and Internet. The two 

groups received comprehensive training in the Web 2.0 philosophy and the opportunities 

it offers, and the senior learners were thus motivated to start publishing contents 

collaboratively through a Wiki. 

First, an initial analysis of the main problems using a Wiki was carried out. Any problems 

that could be eliminated by prior actions were identified. A space was then created for 



working on a Wiki, integrated into the Universitat Jaume I environment, so that users felt 

familiar with its appearance and behavior, access authentication integration with 

corporate policies, etc. Finally, a course program was drawn up. 

These activities are being developed in collaboration with other institutions and members 

of the “activeICT” Grundtvig learning partnership, supported by the Lifelong Learning 

Programme of the European Commission [19] 

Initial analysis 

A specific analysis on the methodology and potential problems of using a Wiki as a 

collaborative tool was initially carried out. Potential obstacles that senior learners might 

encounter in using a web tool and the difficulties of remote working were also identified. 

The previous literature was reviewed and a snapshot of the state-of-the-art in the field 

was used to create a  model. This information enabled us to identify the main problems 

and design a range of strategies to avoid or minimize them. 

The main software used in this project is the Wikimedia Wiki engine. This engine is used 

by some of the most important Wikis in Internet, such as Wikipedia. This is high quality 

software that has been extensively tested. This engine has been designed to meet the most 

common usability criteria, and to overcome pitfalls than could represent an access barrier 

for most people, particularly for senior users. Some of these difficulties have been 

previously identified in previous research [15], such as making links visually obvious, 

simplification of the technical jargon or providing clear instructions for frequent actions. 

In addition to these barriers, a further set of difficulties could arise as a result of a more 

cautious user interaction approach. Sometimes users experience a mental block when 

faced with a blank page. In this case, a top-down writing strategy could help. Users start by 

defining the main topic, then they write an index of the contents and finally they fill in 

each part of the index. 

When users start writing articles, they are occasionally fearful of making mistakes. In this 

case the Wiki philosophy should be remembered. Possible mistakes or missing content 

will be reviewed and corrected by other users. All users are invited to correct any errors 

found in any other user's articles. 

During the writing stage, or following one of the creation phases, some beginners may feel 

uncomfortable on realizing that their creation has actually been published on Internet and 

that everybody can read their articles. In general, it is helpful for authors to show their 

creations to family members or friends and hear their opinions, either about the content 

or their decision to publish on Internet. 

Finally, contents do not always appear as the authors would like, due to initial 

inexperience with the Wiki engine. As users become more confident with the tool, they are 

able to achieve the layout they want. Knowledge of a small set of codes to define the layout 

is necessary, but it is far easier than learning to write a web page with HTML language. 

Users edit content in an interface which is not What You See Is What You Get (WYSIWYG), 

but a set of icons allow them to make the most common text format changes. 



Wiki as a learning tool 

A Wiki is a tool that allows people to create content or edit previous content at will. This 

means that personal motivations or authors' ideologies may influence the contents of 

published articles. Furthermore, due to the limited knowledge of an individual author, it is 

not possible to know how accurate the information published is; sometimes omissions, 

either by mistake or intentional, are more dangerous than the inclusion of false 

information. Occasionally, authors tend to overreach their knowledge and they include 

non-contrasted information based on rumors or non-proven facts. It should also be noted 

that published contents are not permanent and contributions are always exposed to 

changes, sometimes radical, that can change the overall meaning of the information. 

The first action taken on this pilot course was to instill in students an ethical sense of 

responsibility in the publishing and editing of information. The maximum precept of the 

Wikipedia is that “ideas and facts are presented in such a fashion that both supporters and 

opponents can agree”. 

The quality of the information offered by articles is variable. However, as this is a 

collaborative tool, other users may add content and clarify some generic or ambiguous 

texts. Through a process of continuous reviews, users also repair any acts of digital 

vandalism. The users on the pilot course followed an authentication protocol that allows 

any editing to be identified, thus preventing an anonymous user from changing relevant 

information or destroying existing information. All the collaborations can therefore be 

identified and compared using Wiki tools, and the contents can be restored to their 

previous state. 

Methodology and organization 

The pilot course was designed with a methodology that facilitated autonomous work with 

a focus on the senior learners. Firstly, the main topics to be included in the Wiki were 

defined (but not limited) and sections in the Wiki were created from the students' 

proposals. A sandbox was enabled to allow users to start making tests during the training 

sessions. Senior students attended classes for two months to learn about the philosophy of 

Web 2.0, the technical terminology, how to use a Wiki and the ethical aspects of using it. 

Students published their test pages in the sandbox. Once their articles were ready to be 

widely published, they were linked to the Wiki main page (act of public publishing). This is 

the moment when other users could begin editing and correcting the articles.  

Finally, discussions were started on the Wiki to express opinions about the content and to 

add suggestions to improve the information. This final part could be repeated various 

times to improve the content of the articles. 

The course was structured into two clearly defined parts. In the first part, senior students 

attended classes in person to learn about the procedures and the spirit of a Wiki. In the 

second part, students worked autonomously and attended regular coordination sessions. 

The first phase of the pilot course consisted of a formative action, in which users learned 

about the philosophy of Web 2.0, as an introduction to the road to full integration of these 



new technologies in everyday life and to understand the procedures involved in using a 

Wiki. Students explored existing Wikis and the idea of them becoming active content 

creators was broached, thus motivating them to publish their own thoughts. They were 

taught how to carry out the most common actions in a Wiki, such as reading, writing and 

designing a layout for the contents. Students also learned how to use discussions or 

history tools. 

Once the senior students had learned how to use the basic features of a Wiki and tested it 

out, the first pages with real content were created. At this moment, information began to 

be shared among all the users. 

Monthly meetings were scheduled in the second phase of the pilot course to enable users 

to maintain contact and discuss subjects related to the Wiki or future work. Web 2.0 tools 

promote creation of content regardless of users’ physical location. We observed senior 

students’ reluctance to review or edit articles from unknown authors. The monthly 

meetings provided a space for users to get to know each other and have the opportunity 

break the ice by working with other people’s articles. As soon as senior students feel 

confident about other authors’ editing pages, meetings should be held in a virtual 

environment and students should start working with people outside their class 

environment. 

RESULTS 

During the three months of the pilot course—two months devoted to learning about 

aspects of the Wiki tool and procedures, and one month of independent work—a set of 

indicators was observed. These indicators were previously defined to obtain objective 

results from the pilot course. 

In overall terms, the pilot course recruited 24 Wikipedians (2010/2011) who created 189 

articles and more than 50 wikipedians on the next course (2011/2012). A natural growth 

was observed in the number of articles and in the size of published information (measured 

in bytes). Figure 1 shows how the number of articles increased from the first month when 

fewer pages were created, as it was devoted to learning the basics of the Wiki. 

 

 

 

Figure 1. Evolution of number of articles in WikiSenior 

Figure 2 shows how the length of the articles evolved. Articles in the first month were 

shorter because students were still learning how to use the Wiki and the pages contained 

little useful information. By the beginning of the second month, students knew how to use 

the tools and started publishing real content in their articles. 

 



Figure 2. Evolution of total size of articles in WikiSenior 

The number of edits and the number of individual editors has been shown [5] to be a good 

approximation for quality measuring. In this pilot course the Wiki had 3656 text edits, 

which represents 143.88 editions per user. A total of 1.71 authors per article was 

calculated, indicating that some articles had not been reviewed other than by their own 

author. It should be noted that some of the articles were included in users’ sandboxes, and 

others were posted on users’ personal home pages, which made modification by other 

users more difficult. 

However, this indicator is more specific when users are classified by the number of edits 

made per month. Active users can be defined as those who edit articles more than 100 

times in a month; normal users are those who edit articles between 20 and 100 times a 

month; and occasional users edit fewer than 20 times per month. 

Fig. 3 shows the evolution of users and their activity. The distribution of occasional, 

normal and active users follows a pattern found in previous research [3] that is fairly 

similar to that of Wikipedia. We can therefore infer that as the number of users in this 

Wiki grows (with the current students and new ones on future courses), the trend may 

change and occasional users’ growth may prevail over normal and active users. 

 

 

 

Figure 3. Classification of users by edits per month 

The senior learners participating on the pilot course were invited to complete a 

questionnaire and individual interviews with students were also carried out to discover 

the extent to which they had adopted the Web 2.0 technology. Great interest in this new 

type of technology was observed and students expressed a keen desire to continue on the 

road to full integration of Web 2.0 through the use of blogs and by joining different virtual 

social networks. 

Furthermore, the two groups in different locations (central campus and rural delegation) 

have started to work together to overcome the distance barrier that initially separated 

them. This was one of the most important objectives on the course and it has been 

successfully achieved. 

Reading articles from other users emerged as a very helpful way of encouraging the 

creation of new articles and improving existing ones. By studying the structure of already 

published articles, either on WikiSenior or Wikipedia, students have acquired new ideas 

and strategies to design the layout and the structure of their own articles. 

However, the main problem found among senior students concerns the feeling of article 

ownership [14]. Again, it is very important to instill in students that any content created 



has no individual ownership because it is shared knowledge between all users, as stated in 

the Wiki precepts. Where differences in opinions arise over content, the special Wiki tools 

(discussions, talks, etc.) should be used to try to reach an agreement. 

Finally, some articles were created on the Wiki pilot course on topics previously covered 

in Wikipedia, and can therefore be compared. The articles created by senior students are 

both more complete and longer than the Wikipedia entries and have been submitted for 

inclusion. Senior learners have discovered that their work is more than a laboratory 

experiment and can be applied in real life. 

FUTURE WORK 

The Wiki created on the pilot course, WikiSenior, has been announced to all Universitat 

Jaume I students and the invitation to collaborate has been extended to the general public. 

Workshops have been planned offering users the opportunity to acquire basic knowledge 

to write in a Wiki and to understand the facts behind the Web 2.0 philosophy. All the 

instructions showing how to use a Wiki have been also published on WikiSenior. These 

tutorials should guarantee the success of anybody with Web 1.0 knowledge and a desire to 

write in the Wiki. 

New directions have emerged from this research that will be continued in future work. 

The most pressing task is now to complete the design of the courses to allow full 

integration into Web 2.0. Further research should be carried out into the influence of blogs 

among the elderly and the advantages to them or the difficulties they pose. The impact of 

senior students’ joining virtual social networks should also be determined, with a view to 

identifying best practices that help avoid any of the potential pitfalls associated with this 

kind of Web 2.0 tool. 

Finally, he didactic and social possibilities offered by Wikis should be studied in depth. It 

should be determined whether tools like Wikis may offer better results than traditional 

teaching methods. 

CONCLUSIONS 

This paper has introduced the design, implementation and results of a pilot course on the 

use of a Wiki as a collaborative tool to create and publish content. The course was 

included in a formal educational framework for senior students at the Universitat Jaume I. 

The main objective was to pursue the full integration of Web 2.0 technologies in seniors' 

everyday life. 

The main Web 2.0 concepts were presented: user orientation and the current revolution of 

Internet contents. A path sensitive to the educational needs of senior students was 

described, together with an explanation of the stages and suggested related tools for each 

stage. This road facilitates the gradual integration of the technology, assuring a pace-

friendly adoption.  

The second stage of the road to full integration, concerning collaborative authoring, has 

been extensively covered through a full description of the Wiki pilot course. We have 



outlined the initial analysis of the basic course requirements and most common difficulties 

encountered in working with a Wiki, and addressed a range of strategies to solve those 

problems. The selection of the Wiki engine, MediaWiki for this pilot course, (also used by 

Wikipedia) offered high usability levels and created general enthusiasm among students. 

This engine has been helpful in avoiding some of the most common barriers found by 

senior web users, by making links visually obvious, simplifying technical jargon or 

providing clear instructions. 

Using Wikis as an educational tool has some of the inherent risks encountered in any other 

Wiki usage. Problems of biased opinions, digital vandalism or incomplete articles are 

solved with specific tools, such as articles watchlists, changelog comparisons and using a 

basic rule in free software: “given enough eyeballs, all bugs are shallow”. 

This pilot course lasted for three months, two devoted to training students in using the 

tool and explaining the philosophy behind Web 2.0, and the last month to developing 

contents collaboratively between students in two groups (central campus and rural 

delegation). During this course, 24 Wikipedians created 189 articles, which were 

subsequently improved with 3656 content editions. The size of the published content 

totaled 585 Kbytes at the end of the pilot course. A growing pattern was observed in the 

pace of article creation as users became more comfortable working with a Wiki. 

Promoting the use of Web 2.0 technologies, particularly Wikis, has proved an excellent 

way to remove the feeling of isolation experienced by students in rural delegations. These 

users have discovered the advantages of sharing information on Internet and the benefits 

obtained from collaborating with other students outside their delegation. All the students 

have realized that the work they produce is of just as high a standard as that of younger 

students; they only need a little extra time to accomplish it. 

The results obtained on the pilot course are considered to be highly relevant to the 

Universitat Jaume I and further courses and workshops will be scheduled in future years 

for all students . 
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Research on the ICT skills and competences for e-Inclusion 

It is easy to know if a user has a basic, medium or advanced level of use of specific tool, 

comparing to the level of expertise necessary to be proficiency in the tool. For example, a 

person that dominates completely the Microsoft Office Word ™, would be then an expert 

or advanced user. In case we talk about if a user have a basic, medium, or advanced level of 

use of ICT, then it become more complex, because ICT are not well defined. Should we 

include a Mobile phone in a ICT?, but there are a lot of brands and also operating systems 

(Microsoft, Android, iPhone, etc). This classification of a users of ICT in their skill level, can 

be used for accreditation, but also when designing an educational action, because only 

after his procedure of classification, it is possible to know the detailed tools and skills a 

person should learn to reach a very well definite objective. 

In this research, the definite objective is “e-inclusion”. Is in this context that ICT tools and 

other competences are classified. The research question is: 

Which skills and competences are related to the levels of e-inclusion of an individual 

(excluded, initiated, partly, or e-included) ? Is there any other characteristic apart of ICT 

skills? (attitude, awareness, motivation) 

Secondary research questions are: is this e-inclusion in seniors depended of any variable 

of the population (age, sex, place of living) 

For this reason a first cuantitative research has been performed to know the overall 

competences and e-inclusion characteristics of seniors knowledge. The survey model can 

be readed in Annex I 

The section 6 of the survey is related to know the e-inclusion level of the senior citizen. 

The relation of each queston to the e-inclusion components are related in the table Table 2 

NOTE 1. Of course this is open for discusion , I would like to know your oppinion about 

this approach) 

NOTE 2. In this report it is expected to publish the draft results (average, histogram, etc). 

But the main research is expected to be published in a conference (that is correlation, 

clustering,  relation between skills and e-inclusion levels, etc) 
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Annexes 



Annex I. Quantitative survey for use and e-inclusion 

  THIS IS A DRAFT VERSION      
 

QUESTIONNAIRE – PROJECT SENIORS KS - DRAFT 
 

Year of birth: ……………………………………………….. Sex - M/ F……………………………………. 

Study programme at the U3A……………………………………………………………………………………..  

County: ……………………………………………………… Date of filling: ………………………………. 

      

Number or 

questionnaire 

 

 

1. Frequency of ICT lessons [please tick how many ICT lessons do you attend a week at your U3A] 

 

A � I do not study any ICT class at U3A 

B � 1 lesson a week 

C � 2 – 3 lessons a week 

D � 4 – 6 lessons a week 

E � More than 6 lessons a week 

 

2. Where I use PC/ notebook [please tick the answer related to your relationship with PC] 

 

A � I do not use PC and I am not interested in learning 

B � I do not use PC but I plan to learn and use  

C � I use PC at home 

D � I use PC at the library, internet coffee or other public places  

E � I use PC only in the U3A classes 

 

3. Frequency of using PC [please tick the right answer how often do you use computer] 

 

How many times do you use your computer (PC) 

   

A � I use PC rarely D � 
I use PC sometimes (approx. once or twice a 

week) 

B � I use PC only at the U3A course E � I use the PC often (nearly everyday)  

C � I use PC occasionally (approx. once or F � I use PC almost daily or more often 



twice in a month) 

 

In general, in ordinary day, how much time do you spend connected to Internet (surfing, searching, reading, etc) 

 

A � 15 – 30 minutes D � 3 hours 

B � 1 hour E � 4 hours 

C � 2 hours F � 5 hours or more 

 

 

[�please tick the right answer�] 4. Ways of adopting ICT skills and knowledge  

1 = definitely yes � 2 = more or less yes � 3 = more or less no � 4 

= definitely no 
1 2 3 4  

A. Self study � � � �  

B. From friends and fellow students, class mates � � � �  

C. In the family (sister, brother, children, grand children) � � � �  

D. At the U3A courses � � � �  

E. In the other courses � � � �  

5. Purpose for using PC for 

I Internet – searching for information (google, yahoo,…) 

A � I do not use                              B � rarely (once a month)        C � minimum once a week   

D � regularly (daily or almost daily)                                            E � more than two hours a day 

II Publishing on internet (blogs, wiki, own website) 

A � I do not use                              B � rarely (once a month)        C � minimum once a week   

D � regularly (daily or almost daily)                                            E � more than two hours a day 

III Communication (e-mail, Skype, social networks, chat, etc.) 

A � I do not use                              B � rarely (once a month)        C � minimum once a week   

D � regularly (daily or almost daily)                                    E � more than two hours a day 

IV Writing a document ( MS Office WORD, Google docs., Open Office Writer, etc.) 

A � I do not use                              B � rarely (once a month)        C � minimum once a week   

D � regularly (daily or almost daily)                                            E � more than two hours a day 

V Work with the table editors (MS Office EXCEL.. Open Office Calc, etc.) 

A � I do not use                              B � rarely (once a month)        C � minimum once a week   

D � regularly (daily or almost daily)                                            E � more than two hours a day 

VI Creating presentations (MS Office POWER POINT, Open Office Impress, etc.) 

A � I do not use                              B � rarely (once a month)        C � minimum once a week   

D � regularly (daily or almost daily)                                            E � more than two hours a day 

VII Creating and using databases 

A � I do not use                              B � rarely (once a month)        C � minimum once a week   

D � regularly (daily or almost daily)                                            E � more than two hours a day 

VIII Work with digital photography 

A � I do not use                              B � rarely (once a month)        C � minimum once a week   

D � regularly (daily or almost daily)                                            E � more than two hours a day 



IX Graphic design on PC   

A � I do not use                              B � rarely (once a month)        C � minimum once a week   

D � regularly (daily or almost daily)                                            E � more than two hours a day 

X Watching video, listening music 

A � I do not use                              B � rarely (once a month)        C � minimum once a week   

D � regularly (daily or almost daily)                                            E � more than two hours a day 

XI Copying of CD, DVD 

A � I do not use                              B � rarely (once a month)        C � minimum once a week   

D � regularly (daily or almost daily)                                            E � more than two hours a day 

XII Computer games 

A � I do not use                              B � rarely (once a month)        C � minimum once a week   

D � regularly (daily or almost daily)                                            E � more than two hours a day 

XIII Creating and editing video / audio files 

A � I do not use                             B � rarely (once a month)        C � minimum once a week   

D � regularly (daily or almost daily)                                           E � more than two hours a day 

XIV Programming 

A � I do not use                              B � rarely (once a month)        C � minimum once a week   

D � regularly (daily or almost daily)                                            E � more than two hours a day  

XV Cloud services (dropbox, icloud, google docs, etc) 

A � I do not use                              B � rarely (once a month)        C � minimum once a week   

D � regularly (daily or almost daily)                                           E � more than two hours a day  

XVI P2P services or storage sharing (torrent, emule, rapidshare, megaupload, etc) 

A � I do not use                              B � rarely (once a month)        C � minimum once a week   

D � regularly (daily or almost daily)                                            E � more than two hours a day 

 

 

6. Attitude and Subjective perception of technologies and internet 

 

I Mainly I use internet because…. 

1 � I do not use internet. It does not interest me. 

2 � To spend some time, without any special purpose. 

3 � Only for communication purposes, my family and friends have internet, I want to keep in contact with them 

4 � I have a hobby (reading, writing, learning, sharing, etc.) and I use the PC and internet for its purpose 

5 � I use it for communicate and also as a hobby, I spend time enjoying, searching and surfing. 

II Do you have an identity on the net (a virtual-self)? 

1 � I do not understand your question    

2 � I am somebody on the net: I have an e-mail address and I like my friends to know it 

3 � I have published (public or private) some information about me and my preferences on the internet 

4 � I like to be on the net, I often publish information (articles, photos, etc), and I very proud of doing that 

5 � I have an “avatar”, nickname or alias that it is my virtual myself on the net (true or false). I write and comment in 

web pages. It follows other pages and it is linked to other pages or avatars on the net (virtual friends) 

III 
Have you ever written something on an anonymous web page (a comment, a reply to somebody you 

do not know…) 



1 � I cannot imagine why I should write something on a web page to somebody who I do not know 

2 � I only do that when it is required, as a review of a hotel or a survey 

3 � I post information only if somebody asks for something in a web page (a doubt, a question, etc) and I can help. 

4 � I post comments and information on web pages (forums, blogs) when I think they can be useful. 

5 � I am very used to post comments and personal opinions in other people web sites (as blogs) even if they do not 

ask for it  
 

IV 

Internet and technology is everywhere; government, business, companies, etc. It influences globally 

(economy, national policy) but also locally and personal life (family, children…). And in every gadget: 

mobile, TV, houses 

1 � I think you are exaggerating, Internet is only a tool, as phone or TV 

2 � Internet is significative and good, but it is not so important tool, it will not influence our lives so much 

3 � Internet and technology make our life different (sometimes good, sometimes worst) 

3 � I acknowledge and I am aware of the impact of internet on society (from my local to global) 

4 � I am very exited about the great potentialities and benefits of this technology in my life 
 

V 
We don’t just use technology; we live with it. Much more deeply than ever before, we are aware that 

interacting with technology involves us emotionally, intellectually, and sensually 

1 � I completely disagree: Internet and computers are a tool to use for other purposes 

2 � I agree partly; I configure my computer, mobile, etc. to fit my preferences (wallpaper, ring sounds, mobile cover, 

colors, etc.) to make them more beautiful, enjoyable, amusing, and satisfying. 

3 � I agree. When I use technology, I discover something, I get something difficult or I can send a message to 

somebody, it causes me emotions: curiosity, satisfaction, etc. but sometimes also desperation, anxiety,  

4 � I agree, I think that technology is more that a tool used for other purpose. It is a purpose itself like a hobby.  

5 � I completely agree and I feel I love technology and I feel my life is better. 

VI Would you be able to live without Internet 

1 � Of course, In fact, I do not use it at all  

2 � Of course, I do not think that Internet is so important in my daily routines 

3 � Yes, but I like using Internet and computers, it makes easy to be in contact with my friends and search for 

information 

4 � Yes, but It is very important to keep contact with my friends, information and services 

5 � Barely, I got used to it and I need it for my daily routines. 

VII Do you consider Internet a dangerous place? 

1 � It is very dangerous place; with virus, fake sites, porn, where somebody can tell lies about you and a robber can 

steal money from your bank account. I do not like to use Internet 

2 � It is very dangerous, I always say “No” to new web sites/mails/services till my teacher/children approve it 

3 � It is very dangerous, and I use very carefully, but it does not force me to try new things (tools/web sites/services) 

4 � It is a place like any other in the world; you should be aware of the dangers and avoid it. 

5 � It is safer than using real world services: on Internet you can look for other surfers’ opinions before buying and 

use legal software directly from government and companies without virus. 

VIII 
Imagine this situation: You want to know something about a health issue. You search about it on the 

Internet 

1 � I do not trust the Internet on that sensitive issues, it can be very dangerous. 

2 � I search it on the net, and I read the information, but commonly I do not consider it reliable 

3 � I search on the net and read it. I consider it trustworthy depending of the appearance of the webpage and the 



author. 

4 � I try to search and locate information in trustworthy sources (government, organisations, etc) 

5 � I search the information and I compare with multiple sources of information (personal opinions, government, 

official web pages, etc) 
 

IX 
Imagine this situation: You are surfing and you find a interesting website, but it requires you to 

register (put your name and personal e-mail) 

1 � I would leave from that page immediately. I do not want to write my personal data 

2 � I would write my name and my private e-mail, what could happen? 

3 � I would trust the webpage depending on the look, appearance and information that it shows 

4 � I would look for information in other places about the web page before registering to see if it is trustworthy 

5 � If I consider it as a suspicious web page, I would put another mail account that I use  

X You have a problem about a program you use frequently 

1 � I would leave to use the program.  

2 � I would wait till somebody comes to my house to show him/her the program and ask 

3 � I would ask my family or friends in case they can help me (using e-mail, phone) 

4 � I search the problem on the net to see if anybody had the same problem 

5 � I would search on the net and post in forum of the developer requesting for help 

XI Your are surfing, and you find a very interesting web page, surely, your friends would love it also. 

1 � I would do nothing else. I only read the web page 

2 � I would tell my friends about the page when I see them (in the cafeteria, in the park or at any other place) 

3 � I would send an e-mail to my friends to let them know about webpage 

4 � I would put the web page in my social network platform (facebook, twitter, etc) so all my friends would know 

about it 

5 � I would become a friend/follower of the web page (subscribing, following it and forwarding to my friends) 

XII I consider that Internet is 

1 � A tool, like TV, radio, or phone: you get information and you can communicate with your friends 

2 � A tool mainly used by companies and institutions, to sell products, make advertisements, publish the information 

they want and control us. 

3 � A good tool, that can be used for our own profit and purposes 

4 � A tool, but it is also I enjoy using and spending my leisure time 

5 � A tool, but I use it and like (or like to learn) participating, creating content, publishing stories and photos. 
 

 

 

 

 

7. Using of other technologies of applications [please tick out the technologies and tools which you use] 
 

A � Printer E � MP3 player 

B � Digital camera F � Game console 

C � Scanner G � Mobile phone 

D � Tablet, Kindle, E-books H � I do not use any from above mentioned 

 

 

8. Using the information sources [please tick out the technologies and tools which you use] 



 

A � 
Searching for information by browsers  - 

Google, Yahoo 
E � Educational portals 

B � Searching for information at Reading Wikis F � On-line courses 

C � Searching for information at U3A website G � Specialized libraries and databases 

D � 
Social networks, media  

(Facebook, Google+) 
H � Other, comments………………………………… 

 

9. Using different internet offers [please tick the options related to your activity on Internet] 

 

A � E-mail N � 
Shopping, purchasing online (books, 

accessories…)  

B � On-line communication – chat O � Internet banking 

C � Communication – Skype, ICQ, MSN... P � Sending SMS 

D � 
Browsing information, surfing (weather 

forecast, newspapers, …) 
Q � Phone calls (SKYPE) 

E � Dictionary R � Electronic application for study at U3A 

F � Visit of specialized web sites S � Visiting web or communication with municipalities 

G � Visit of social networks (e.g. Facebook) T � 
Reservation and purchasing flight tickets, booking 

accommodation… 

H � Reading electronic books U � 
Reservation and purchasing theatre, cinema or 

concert tickets 

I  � Newspaper / magazine on the internet V � Dating on internet 

J  � Watching TV programmes W � Maps (e.g. Google Maps or Earth) 

K � Playing games on line X � Searching for train and other connections… 

L � Downloading films and music Y � Downloading software 

M � Listening of radio or music on the net  Z � Other - comments………………………………. 

 

10. Publishing information on the internet [tick out, where you publish your information] 

 

A � Own website D � Wiki 

B � Blog E � Picture gallery (Picasa, Flickr…) 

C � Social networks (Facebook, LinkedIn…) F � Another, please comment……………………. 

 

 
 G � I do not publish anything on the web 

 

 

 

 

11. Membership in the social networks  [tick the social network, where you are member] 

 



A � Facebook D � LinkedIn 

B � Google + E � Another, please comment……………………. 

C � Twitter F � I am not member of any network 

 

 

Which kind of ICT field would you like acquire in the future? Please write down minimally one:  

 

………………………………………………………………………………………………………………………… 

 

………………………………………………………………………………………………………………………… 

 

………………………………………………………………………………………………………………………… 

 

Thank you for filling this questionnaire.  

 

No of 

questionnaire: 

 

 

 


