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Abstract
The Family Resource Collective is a program under Community Bridges. Serving
approximately 5,800 clients per year, the FRC helps the senior community of Santa

Cruz County access resources.

There is a huge digital divide within the senior community. The Capstone Project
titled ‘Closing the Digital Divide’ will directly address the issue that is now a national
crisis. This project will focus on creating several pieces of educational material to aid
older individuals in their journey to becoming more technologically savvy. The project

teams expect to be able to have materials readily available for all those in need.

In the future, the best steps to take to address this problem would be better tracking
of those in need of technology assistance. Following up with clients that expressed
concern with using technology will aid the team in making sure clients are getting the

help they need.

Keywords: Seniors, technology, digital divide, education, email
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Agency Information

Community Bridges is an important aspect of the community in Santa Cruz County.
Their mission is “to deliver essential services, provide equitable access to resources,
and advocate for health and dignity across every stage of life”.

This agency runs 10 vital programs across 20 different sites (Community Bridges,
2022). Many of these sites offer services for free or at a very low cost. They serve
clients ranging anywhere from infancy through late adulthood.

Throughout the many programs that Community Bridges has under its umbrella,
they provide services such as access to “transportation, healthy food, health care, and
senior adult day health care” (Community Bridges, 2022). Other services include “crises
support, case management services, early education, grade school tutoring, as well as
classes in breastfeeding, nutrition, parenting, and literacy”.

Community Bridges holds themselves to a very high standard. They maintain a
high quality of services by following their six main core values. These values include
commitment, community, compassion, integrity, respect, and support. By going through
the workdays with these values in mind it allows employees to offer the best support

possible to those in need of assistance.

Problem Statement
Even for the most seasoned technology users, technology can be very

complicated at times. Too many seniors don't understand technology. This has caused
a serious “digital divide”. Sicard (2022) pointed out that the world we live in became
digital very fast. This left many people behind. Many were already struggling to keep up

with technology, adding the rapid change to the equation only widened the gap. This
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holds especially true for older people who most of the time do not have anybody to ask
for help. They were left to fend for themselves when it came to the fast-changing
technological world.

In early years, the world did not rely on technology as much as we do today. In
the Spring of 2020, we were reminded how much technology really means to our
everyday lives. The people who were not up to speed until this point suffered the most.
Bono (2021), noted that especially during the pandemic, many areas required its
citizens to “book appointments online, but tension emerged as some elderly Americans
don’t know how to use a computer or have access to one”. It is easy to see how much
of a problem this could be, especially for the medically fragile who depend on the

medical community to keep them alive.

Contributing Factors

During the pandemic, many doctors’ appointments were held online. This left
many people with no way to maintain their healthcare. This new process of receiving
services was even difficult to people who grew up with technology. This holds especially
true for those who depended on local businesses for internet access.

Figueiredo (2020) brought up an issue that many completely look over at first. He
stated that many seniors experience a digital divide because they are often made to feel
like a burden when asking for help. The unwillingness to help often comes from their
own children. Their children become angry or frustrated when asked to teach them

about a new technological device or program. This causes the person needing help to
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be much less likely to ask for help again. This then results on the technology being left
unlearned.

The Older Adults Technology Services (2021) noted that the digital divide within the
older community is a national crisis. Their research shows that approximately 22 million
American seniors do not have internet access within their homes. This is 22 million
people who are out of touch with their friends, family, caregivers, and medical staff. 22
million people who do not have the ability to hop on social media to see what is going
on in the world. Most importantly, this is 22 million people without access to do
activities/tasks that have become an essential part of living in the modern technological

world.

Consequences

Not having even basic knowledge of technology results in various negative
outcomes. This includes vulnerability to cybercrime, loneliness from being cut off from
friends and family, and the inability to connect with medical professionals.

Head (2022), states that cybercrime has dramatically increased since the start of the
pandemic. Older adults are heavily impacted by this type of crime at an alarming rate.
Scrolling through social media, a person is bound to come across a story of fraud or
pyramid schemes. These stories often talk about a vulnerable person being scammed
out of a lot of money. However, these stories also serve as a warning of what you
should look out for. Seniors that don’t know how to use social media, or a reliable news

outlet, might be getting fraudulent emails and be completely unaware that it is a scam.
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Cybercrime will not only make a person feel more vulnerable, but it can also make
them feel isolated and unaware of where to go for help. Having that education of what to
look out for can be a life saver in many instances. Mubarak (2022) brought to light many
consequences of the digital divide in seniors. It is stated that social exclusion is the
result of the divide, because older people are not able to connect with family or
peers. Being able to connect is a major part of our lives. Everything is done online now.
From reading news articles to keeping up to date on the lives of loved ones. Being
unable to connect leads to isolation, depression, and the lack of drive to maintain basic
needs.

Capstone Project Proposal and Justification

The chosen capstone project will address the contributing factor “lack of
knowledge”. This is the largest contributing factor which can also be caused by a lack of
resources, unwillingness to ask family for help, and a lack of technological materials.
Improving the knowledge in one of our most vulnerable populations can drastically
change their lives as well as the lives of those who care for them.

This project will meet best practice standards for a few different reasons. The first
one being that the intern will keep in constant communication with the staff mentor. This
will be achieved by participating in weekly team meetings and being diligent in
responding to emails in a timely manner. This project will also be following a detailed

project plan, as well as asking for and following up with feedback from the team.
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Contributing Problem Consequences

Factors

Lack of Too many seniors don't understand Inability to connect with
knowledge technology. There is a “digital divide”. people

Lack of access Loneliness/Isolation
Literacy issues Vulnerable to cyber crime

Project Description/Implementation Process

The Capstone Project titled ‘Closing the Digital Divide’ will directly address the digital
divide that has now become a national crisis. This project will focus on creating several
pieces of educational material to aid older individuals in their journey to becoming more

technologically competent.

The main purpose of this project is to help individuals adapt to the fast-changing
world of technology. There are many people that need services for various reasons.
However, the daunting task of dealing with emails or the internet in general is enough to
get these people to avoid getting the services that they need.

Community Bridges expects to make the process of applying for services easier for
individuals who are not technologically savvy. This agency provides services to over
17,000 people within Santa Cruz County. Although technology is everywhere we turn,
many people still struggle with tasks that others find simple. These include creating an
email; accessing email; changing an email password; and creating a bank account.
Creating easy to follow learning material will allow people in the community to have

more independence when applying for much needed services.
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The capstone project ‘Closing the Digital Divide’ will have many benefits. It will help
clients feel more in control and independent of the process to receive services. Clients
will also be able to close the digital divide that is keeping them from seeking services,

communicating with loved ones, and isolating them from the outside world.

Project Results

This project had a few expected outcomes. The first being, making the process of
applying for services easier for individuals who struggle with technology. The
educational flyers were also expected to give this community more independence when
applying for much needed services. Flyers are readily available for all who need them.
Case workers also have access to the material for whenever the need may arise.

The intern as well as her mentor were very aware that this project did not have
much time to be developed, implemented, and measured. This project would be
considered a success if even just one client reporting that they were able to successfully
use the material in the way that was intended.

The intern was able to interview two clients who utilized the flyers. Client #1
stated “l was frustrated at first, but once | actually read the directions and not jump
ahead, | was able to make an email”. They did express some concern with how small
the letters were, but they were ultimately able to complete all steps.

Client #2 also mentioned the small lettering. They also stated “Creating a
password was a challenge, | had to reread the directions a few times. Maybe make that
a little easier to follow”. Overall, this project would be considered a success. Both clients
were able to complete setting up a Gmail account and were able to move on to the next

step in their process to receive services.
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Conclusion & Recommendations

The contributing factor “lack of knowledge” was addressed in this project. Improving
the knowledge of technology can drastically change the lives of those in need. This
factor is still very much an issue and will continue to be an issue for years to come.
However, the educational flyers created for this project will help to remedy this issue.

From this point forward, Community Bridges will find more success by keeping the
flyers updated with suggested edits as well as any changes to the process. Tracking of
the flyers was a key component missing in the current project. Creating some sort of
tracking system is suggested. Keeping count of how many flyers go out and creating a

feedback form will also help to keep this project thriving.

9
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Task Timeline Parties Involved | Materials/ Completed
Services Needed | Product
Choose Capstone By August Student & Zoom.com Educational
Project 15, 2022 Mentor Material
Develop “How to By August Student Canva.com, Educational
Create a Google 31, 2022 Google Drive. Material
Account” laptop
Update “How to By Mentor, student, | Canva.com, Updated
Create a Google September other team Google Drive, educational
Account” with 12, 2022 members Zoom, laptop material
suggested edits
Translate “How to By Mentor, student | Canva.com, Educational
Create a Google September Google Drive, Material
Account” to Spanish | 20, 2022 Zoom, laptop
Begin working on By Student Canva.com, Educational
email recovery September Google Drive, Material
tutorial 27,2022 laptop
Complete “email By October | Student Canva.com, Educational
recovery” tutorial 4, 2022 Google Drive, Material
laptop
Update “Email By October | Mentor, student, | Canva.com, Educational
recovery” tutorial 9, 2022 other team Google Drive, Material
with suggested edits members Zoom, laptop
Begin work on “How | By October | Student Canva.com, Educational
to open a bank 11, 2022 Google Drive, Material
account” laptop
Update “How to open | By October | Mentor, student, | Canva.com, Educational
a bank account” with | 23, 2022 other team Google Drive, Material
suggested edits members, bank Zoom, laptop
staff
Submit material for By Mentor, Student, | Zoom, Canva, Educational
distribution by November Laptop Material
mentor 22,2022
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41]1 Setting up a Google email account:

PUENTES DE LA COMUNIDAD

google.com Sign in

Google
Signin

Use your Google Account Google

Create your Google Account
Email or phone s raane s name
Test Email
Forgot email? —
TESTCSUMBY

Not your computer? Use Guest mode 1o sign in privately.

Yo canwee et rambers & o
Learn more i

For my child

Google

Go .
ogle Verify your phone number
Verify your phone number
For your security, Google wants to make sure it's really
For your security, Google wants to make sure it's really zn“m:‘:'mam EWEN &S
you. Google will send a text message with a 6-digit
vty == 831-876-5432

- - [P"""'““"""—I IG 245986 l I
=3

Google
Test, welcome to Googl

@ TESTCSUMBIGgmallcom

Privacy and Terms

To create a Google Account, you'll need to agree to the

Tmm-n.nriurl«wml\‘ —] Terms of Service below.

B In addition, when you create an account, we process yous
number wonit be visible to others. You can choase later whether 1o informat)

use it for olher purposes.

Recovery email address (optional)

We'll use it to keep your account secure

Month - Day
Your birthd
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qm Configuracion de la cuenta de correo

COMMUNITY BRIDGES
PUENTES DE LA COMUNIDAD

google.com

Google
Signin
10 continue 10 Gmail

Email or phane

Forgat email?

Mot your computer? Use Private Browsing windows 10 sign
in. Learm more.

FS— =3

English (United States}

Google
Verificar tu nUmero

Para garantizar que el nimero sea tuyo, Google te
‘enviard un mensaje de texto con un codigo de
verificacion de 6 digitos. Se aplican tarifas estindar

= L=l

Ahora no

Namero de teléfono (pcional)

shguAidad de 10 CuBnLa. Nedhe GO vero, Lusgo podiis sbeg s
e utaro parn chos fres

Direccisn da comeo da recupameidn (opcional)

L earermos pacs probeger b cumata

Por qué salicitamos esta informacién

electronico de Google:

Sign in

Google

Crear tu cuenta de Google
Ir a3 Gmail

-
Test

Passworg
4452Gmail!

[ JUp——.

Accader  tu cuenta an sulugar _

Google
Verificar tu nimero

Para comprobar que este ndmero es tuyo, Google te
enviard un mensaje de texto con un cédige de
verificacién de 6 digitos.

-
Ingresa el cédiga de verificacién

G- 874634

Se aplican tarifas estandar.

Google
Privacidad y Condiciones

Para crear una cuenta de Google, deberds aceptar las
Condiciones del Servicio que se encuentran a
continuacién.

Ademds, cuando creas una cuenta, procesamas tu
informacién como se describe en nuestra
Politica de Privacidad, incluidos estos puntos clave:

13
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PUENTES DE LA COMUNIDAD

4T

Google

Sign in to Chrome

Sign in with your Google Account to get your
bookmarks, history, passwords, and other settings
on all your devices

[ testcsumb2@gmail.com

Forgot emall?

Not your computer? Use Guest mode to sign in privately.
Learn more

Gocogle
If you cannot

remember a
previous
password, click
"Try another
EVA

Account recovery

@ testcsumb2@gmail.com v

Enter the last password you remember using with this
Google Account

Enter last password

[0 show password

Try another way

Google

Account recovery

To help keep your account safe, Google wants to
make sure it’s really you trying to sign in

@ testcsumb2@gmail.com v

A text message with a 6-digit verification code was just
sent to (++) +++-++20

=

I don't have my phone

Croate a strong password

Create a new, strong password that you don't use for other
webstes

5234Gmaill

5234Gmailt

Change password

@ tostesumbzegmai.com

Schlotthauer

Recovering a Google Account

Signin

Google

Welcome

@ testcsumb2@gmail.com v

Enter your password

E] Show password

Forgot password?

Google

Account recovery

To help keep your account safe, Google wants to
make sure it’s really you trying to sign in

@ testesumb2@gmal.com v

Get a verification code

Google will send a verification code 10 (-+) 20,
Standard rates apply.

Choose either option

Creating a password:
Google Select 4 digits that are
significant to you. '4452' is
used above.
DO NOT USE A PERSONALLY
IDENTIFIABLE NUMBER!

--Now, you will input the
name of the site you are using
(Capitalize the first letter).
'Gmail' was used above.

Show password

--Add a special character to
the end of the site. '!' was
used above.
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PUENTES DE LA COMUNIDAD

Google

Iniciar sesion

Utiliza tu cuenta de Google

testcsumb1@gmail.com

¢Has olvidado tu correo electrénico?

jenador? Usa ventanas de navegacion privada
6n. Més informacién

b haccond m

Google

Recuperacion de la cuenta

@ testcsumb2@gmail.com v

Ingresa tu contrasefia

[0 Mostrar contrasefia

Probar otro método Siguient

Google

Recuperacion de la cuenta

Para proteger tu cuenta, Google quiere asegurarse
de que realmente seas td la persona que intenta
acceder

@ testcsumb2@gmail.com v

Se acaba de enviar un cddigo de verificacion de 6 digitos
por mensaje de texto al nimero (++) +++-+:20

G- Ingresar el cédigo

No tengo mi teléfono Siguiente

Si no puede
recordar una
contrasena
anterior, haga
clicen "Probar
de otra manera"

Schlotthauer

Recuperar una cuenta de Google

Signin

Google
TEST EMAIL

& testcsumb2@gmail.com v

Para continuar, primero debes verificar tu identidad

Ingresa tu contrasefia

[J Mostrar contrasefia

¢Olvidaste la contrasenia? Siguiente

Google
Recuperacion de la cuenta

Para proteger tu cuenta, Google quiere asegurarse
de que realmente seas ti la persona que intenta
acceder

@ testesumb2®gmailcom v

Obtener un codigo de verificacion

Google enviard un codigo de verificacisn al nimero () -
+120. Se apiicen tavifas esténder.

Seleccione una opcion.

Creando una contrasefia:
Google --Seleccione 4 digitos que sean
Cambiar contrasefia significativos para usted. '4452'
® tortcaumb2egmai.com - se usa arriba.

Crea una contrasefia segura

Crea uns contraseha nueva y segura Gue no uses en otros
108 web

34Google!
34Google!

Mostrr contraseta

iNO UTILICE UN NUMERO DE
IDENTIFICACION PERSONAL!

--Ahora, ingresara el nombre del
sitio que esta utilizando (en
maytscula la primera letra).
'Gmail' se utilizé anteriormente.
—-Agregue un caracter especial al
final del sitio. '!' se uso arriba.
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A N ST SEARCHING WITHIN GMAIL

Sign in

Maria Schiotthauer
Maria Schiotthauer Foothall Glame - This s & test emad 10 shaw you how to search within your Gma
Maria Schiotthauer Community Bricges - 146k, Test Sent from my (Phone

Maria Schiotthauer Test - Hello, Thi

Click on "Gmail" at the top right hand corner. Click on the search bar above.

- e
Primary ©  Promotions
Maria Schiotthauer e, This st email o show you how to search within your Gmail Maria Schiomhauer Community sridges - e, e sont fras my ehere
Maria Schiothauer Football G Thisia & taet emall & w30 Bearch within your Gma [P IR Tot Mk, This i 2 Lt ersal 10 o o how 10 werch wilhin yous Gl ac

Maria Schionhauer Community Bridges - Hello, Te

Maria Schiotthauer Hello, This is a test email to show yox

All emails containing the keyword will be shown.

Type in a keyword for what you are looking for.
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FUENTES DF (A COMUNIDAD BUSCANDO EN GMAIL

Sign in

Maria Schiotthauer
Maria Schiotthauer Foothall Glame - This s & test emad 10 shaw you how to search within your Gma
Maria Schiotthauer Community Bricges - 146k, Test Sent from my (Phone

Maria Schiotthauer Test - Hello, Thi

Haga clic en "Gmail" en la esquina

Haga clic en la barra de blsqueda..
superior derecha.

[}
Primary ©  Promotions

Maria Schiotthauer Waria Schiomhaver Community sridges -He-c. fest Sort fram oy hare
Maris Schiotthauer Football Game - T [rairs— IR 7ot - o, T Bt arnad 8 s o P 13 b
Maria Schionhauer Community Bridges - Hello, Test Sent from my Phons

Maria Schiotthauer Test - Hello, This is a test email to

0 show you how to search within your Gmail aco

Se mostraran todos los correos electronicos que
Escriba una palabra clave para lo que contengan la palabra clave.
esta buscando.
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