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In the Stitch in Time? programme we 
identify the role of the third sector in 
Reshaping Care for Older People (RCOP).

In addition to an overall model, we are 
using a range of case studies to showcase 
particular interventions or types of 
project. 

For each case study there is an 
explanation of the model of provision 
and the evaluation approach. 

In this case study we focus on the outcomes that come from 
the Community Connecting project. 

The Stitch in Time? programme team worked with four 
Community Connecting projects to develop a common way 
of assessing outcomes for older people.

In this case study we explain the outcomes from this work 
and the methods adopted.  Some early evidence from using 
new methods is presented.

Introduction

Community Connecting is an innovative project providing 
short term support for older people to reconnect or make 
new connections in their community. 

The RCOP Change Fund commissioned four third sector 
organisations to provide this service  in distinct areas across 
Edinburgh.  This included Pilmeny Development Project, 
Health in Mind, Places for People and Edinburgh Volunteer 
Centre.

Community Connecting supports older people to find out 
and make use of services, activities and groups available in 
their local area.  It is available to anyone aged over 65 living 
in Edinburgh.  It targets individuals who might have lost 
confidence (for example, after being in hospital).  Volunteers 
help people to do things or go to places that are important 
to them.

Background

www.evaluationsupportscotland.org.uk 
for “A Model to explain the third sector 
contribution to Reshaping Care for Older 
People”

Go to
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On page 4 we include a model of what we do and the 
difference we make. 

What we do:

• We promote our service to potential referral agents, 
clients and volunteers

• We recruit and train volunteers to provide support to 
older people

• We take referrals of older people who want help to make 
use of services, activities and groups in their area

• We match volunteers to older people

• Volunteers help older people to do things or go to places 
that are important for them; for example, go on buses, 
attend local groups or do practical things like shopping

Our outcomes:

Older people set their own goals but generally these can be 
linked to:

• Knowing what is happening in their local community

• Feeling able to take part in activities they want and need

Resulting in:

• Feeling less isolated 

• Experiencing improved health and wellbeing (physical 
and mental)

• Feeling more independent 

Our model

• Carers get a break, which contributes to feeling better 
supported and able to continue in their caring role.

• Volunteers become more involved in their communities 
and develop skills and confidence, and improve their 
health and wellbeing.

• Longer term this leads to stronger connections in the 
community and older people feeling able to live in the 
community for longer.
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Although the Change Fund had agreed 
outcomes to report on, in practice, each 
project was measuring these using 
different indicators and methods.  This, 
in turn, made it difficult for us and the 
council to assess or present the overall 
impact of this funding.

In addition, we felt that the reporting format did not allow 
us to really tell the story of our projects.  Some of us were 
happy with the outcomes, but not sure about the measures.  
Others felt that they did not really capture key outcomes, 
such as, increasing independence.  Overall, we felt that we 
were not really capturing the true and combined impact of 
Community Connecting.

Through Stitch in Time? Evaluation Support Scotland worked 
with us to develop: 

• A common logic model, which explains the main 
outcomes from the work 

• A suggested reporting format, which was accepted 
by the Change Fund.  This allowed us to tell a more 
coherent story across the four projects.  

• A new simple method for measuring older people’s 
outcomes  

• Better recording of all the work we do including, for 
example, signposting to other services

Evaluation 
challenges

We undertake assessments, train volunteers and match older 
people with volunteers. 

For outcomes, our evidence comes from: 

• Assessments, personal plans and reviews

• Carers’ questionnaire

• Volunteers feedback

We don’t all use exactly the same forms, but we have 
developed a common approach to evaluating outcomes for 
older people and volunteers.

On page 6 we outline the shared approach that we use to 
evaluate outcomes for older people using:

• An assessment and goal planning tool

• Reviews

The approach to 
evaluation

www.evaluationsupportscotland.org.
uk for “Commissioner case study: A 
common approach to evaluating and 
reporting”

Go to
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Service user journey:

Example of Community Connecting base line measure/ outcome measures:

Older people set goals based on the outcomes that are important to them.  Goal plans should be written to reflect the 
outcomes listed in the diagram iabove.  For example:

• “I want to be able to go on the bus by myself again.”  (Outcome 4)

• “I want to feel confident in leaving the house again.”   (Outcome 2)

• “I want to know what’s available to me.”   (Outcome 1)

At review, we ask the same questions again.  Also we ask questions relating to the satisfaction measures:

• Do you feel that you were appropriately matched to support?

• Do you feel that the activities and opportunities were suited to your interests and goals?

At assessment and review we ask questions around seven key areas, which we chart on an evaluation wheel.

Community Connecting Shared Evaluation Tool
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We routinely gather information about the impact of the 
service from a number of areas (see diagram above), to 
evidence how outcomes for older people are met.

Evaluating
outcomes for 
volunteers

Our volunteers also have outcomes, for which we also gather 
evidence (see diagram in page 8).

Outcomes:

• Volunteers are more involved in the community

• Volunteers have increased skills and confidence

• Volunteer’s health and wellbeing is improved

Satisfaction measures:

• Volunteers are happy with training and support received

• Percentage of volunteers that feel that they are 
contributing to an improvement in the service user’s 
health and wellbeing

• Percentage of volunteers feel that they are personally 
benefiting from their volunteering
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Evidence of outcomes/ satisfaction measures for volunteers
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On average 9 out of 10 volunteers are:

• Satisfied with the training and support they receive

• Feel they are helping other people and contributing to 
their welfare

• Feel they personally benefit for a range of reasons (skills, 
experience, meeting different people, giving something 
back)

Challenges (not all in every project) are around:

• Turnover of volunteers

• Lack of local activities/ supports for older people locally

• Getting timely referrals of older people who can benefit 
from the service

This highlights the need to keep promoting the service 
and working on referral pathways for volunteers and older 
people.  Issues around lack of groups locally has been 
reported to the Local Opportunities for Older People Project.  
In some cases projects have been able to develop their own 
groups. 

Evidence from 
self-evaluation

At the time of reporting to the Change Fund, the new 
measures had only been in place for six months.  Because of 
this we do not have full reports from all projects using the 
new measures.  However, from two projects we have clear 
evidence that older people report a difference in these areas:

1. I know what is going on in my local community

2. I feel able to take part in activities/services I want and 
need 

3. I am physically able to take part in activities/services I 
want 

4. I am able to get to the services/activities I want and 
need (transport) 

5. I feel connected to and spend time with other people in 
my community

6. I can make choices I want and have control over 
decisions in my life

The most significant areas for change are 1 and 2.  The 
least change is for area 3.  This is perhaps not surprising 
since knowing about and making connections with the 
community is at the heart of this programme of support.  
That will contribute to have greater choice and control, but 
other factors might influence this.

Community Connecting receives very positive feedback 
about client and volunteer satisfaction across all projects.

On average more than 9 out of 10 older people are:

• Satisfied with the volunteer matches and the activities 
undertaken

Example of  feedback/comments we received during a 
User Feedback event in August 2014:

“Thanks to M for being so helpful, I really loved getting 
out and meeting other people…”

“I went with [Community Connecting volunteer] to the 
Museum and we got to listen to a live musical recital 
about World War One and Edinburgh.  It was first class!”

“We went on a tram for the first time, it was great, really 
smooth, and then visited the [shopping centre]…”

“[Community Connecting volunteer] went with me to the 
supermarket so I could do my shopping.  I haven’t been 
able to go out shopping for a long time.”

“Being able to meet up with [Community Connecting 
volunteer] for a coffee in the café gives me something to 
do outside my home during the week.”

See our short video clip3 about the experience of one 
older person and the volunteer who helped him.

3 https://www.youtube.com/watch?v=UC4_9pSvFA0
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Case study:  Envision 
Cards and Touchpoints 
help tell a story
Sandie has been matched with a volunteer through the 
Community Connecting Project at Pilmeny Development 
Project (PDP).  She has also used other projects based at the 
same centre.

Sandie  was asked to talk about her experience of the project 
using Envision Cards1  and Emotional Touchpoints2 for the 
project.  Emotional Touchpoints are points of contact with a 
project (see diagram on the right).

Envision Cards picked: Image 1: snowdrop;  Image 2: 
Maze, and image 3: Leaf with raindrops.

“I ‘m like the lone snowdrop going into the maze and as you 
go into the maze you find different things at each turn of the 
maze.  You’ve got different openings, different experiences 
or a different person at each turn of the maze.  I don’t know 
exactly why I picked a leaf except that it is a fresh positive 
image for Pilmeny... yeah it’s nice and fresh and opened up.”

Touchpoint 1:  First Meeting with Community 
Connecting

“When you first came to see me ... I enjoyed the meeting, it 
felt positive, hopeful, ... maybe because of just coming out 
of hospital I was feeling weak and vulnerable.  You seemed 
positive and friendly and ok in a good sense, and I was 
prepared to give you a shot.  Other people I meet – I know 
it sounds awful - but I don’t want anything to do with.  You 
were offering a package... opportunity to meet other people. 
I feel you connect there... it’s nice.  The Timebank has been 
terrific... I’ve thoroughly enjoyed meeting people through it 
too.”

Touchpoint 2:  Maintaining Contact 

“I always feel I can email or phone you and if I’m passing 
by the office I feel I can drop in and I feel there - they are 
the type of people who care. And if there was a situation 
where I felt I was stuck I know I could contact Community 
Connecting.”

1 http://nes.scot.nhs.uk/education-and-training/by-discipline/nursing-and-midwifery/resources/publications/valuing-feedback-
envision-cards.aspx

2 http://www.scottishhealthcouncil.org/patient__public_participation/participation_toolkit/emotional_touchpoints.aspx#.
VNIL92isVzg

We would like to thank Sandie for sharing her story.
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Evaluation Support Scotland, 5 Rose Street, Edinburgh EH2 2PR 
t: 0131 243 2770   e: info@evaluationsupportscotland.org.uk 

Evaluation Support Scotland is a registered Scottish charity No. SC036529 
and a company limited by guarantee, registered in Scotland, No. SC284843. 

Photographs provided by Community Connecting. Thank you to all who 
gave permission for use of photographs.

Supported by:

A Stitch in Time? is a partnership project to support the third sector to collect 
and present evidence about its contribution to Reshaping Care for Older 
People (RCOP).  The programme runs from April 2013 to March 2015 and focuses 
on third sector organisations working with older people and carers in Lothian.

A model to explain the third  
sector contribution to Reshaping 
Care for Older People

Indicator Bank for third sector 
outcomes for older people  

 Focus on third sector interventions 
that make the physical and social 
environment more age friendly

 Focus on third sector interventions 
to enable older people to keep or be 
more socially connected

Evaluation Support Scotland (ESS) works with third sector organisations 
and funders so that they can measure and report on their impact.

www.evaluationsupportscotland.org.uk

A Stitch in Time? publications

To accompany this series there are evaluation case studies and a number of evidence reviews. 
To see all publications associated with A Stitch in Time please see Evaluation Support Scotland website.

 Focus on third sector interventions 
that allow older people to stay  
positive and in control

 Focus on third sector interventions to 
enable older people to keep or be more 
financially and materially secure

 Focus on third sector interventions 
that make the system work better  
for older people

 Focus on third sector  
interventions that ensure  
healthy and active ageing

mailto:info%40evaluationsupportscotland.org.uk?subject=Enquiry%20regarding%20the%20Third%20Sector%20Contribution%20Logic%20Model

