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Peter White
Chief Executive,  
Switchover Help Scheme.

Our mission has been to offer all eligible older and 
disabled people practical help to convert one of their TVs  
at switchover, with the aim of leaving no-one behind. 

We would not have been able to achieve this without the 
generous help of thousands of local volunteers, individuals 
and organisations. They instinctively understood the 
importance of TV in people’s lives and offered their time and 
their networks to engage with all eligible people, including 
some of the most vulnerable in our society. 

A key part was also played by the hundreds of dedicated staff, 
suppliers, call centre agents and installers who did their utmost 
to deliver a high-quality service accessible to everyone.

As we delivered the Scheme we gathered many stories.  
I wanted to ensure that these wonderful stories are not lost. 

This collection is just a very small snapshot of the many 
thousands of stories sourced from letters and surveys from 
eligible people, volunteer reports and staff feedback. 

Foreword

Please note: all names have been changed to protect the identities of those featured  
and some stories have been edited.

Some are amusing, many are poignant and a few highlight 
where we didn’t always get it right first time, but above  
all, each and every story emphasises the real difference  
we made.

I have been overwhelmed by the response of volunteers  
and organisations that have gone to enormous lengths to 
reach those who needed our help the most. Their stories  
are genuinely inspiring. 

Many of the personal stories from older and disabled people 
we have helped are deeply touching. 

Then there are the stories about staff and contractors that  
go beyond usual expectations to deliver a service we should 
all be extremely proud of.

It was this big team effort which made switchover easier for 
more than 1.3 million older and disabled people. A big thank 
you to everyone who was part of this Help Scheme team.
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s When the Help Scheme pack arrived in the post it was a 

big relief for me and my wife as we’re not very technically 
minded and we were worried about what we were going 
to do to get ready for switchover. When I contacted the 
Help Scheme, they were very patient and explained 
everything to me and didn’t seem to mind when I asked 
lots of questions. In no time at all my new freesat system 
was being installed and we’ve been able to watch lots of 
new programmes ever since. The whole service was no 
bother at all.

Asked whether he was concerned about anyone 
regarding digital switchover, Mr Beresford told our 
village agent about Mrs Tarrant, who has macular 
degeneration of the eyes and was recently widowed. 
She still lives in her bungalow but had relied on her  
late husband to do this type of thing. 

The volunteer contacted the Help Scheme and they 
sent her the forms for completion. Mr Beresford, a 
neighbour and volunteer, helped fill in paperwork  
for Mrs Tarrant.

The volunteer arranged the engineer visit and revisited 
after the installation to check all was OK. The engineer 
added the ‘descriptive text’ option and Mrs Tarrant was 
very pleased that the village agent put her in contact  
with the Help Scheme.

Most people speak over my head to my carers because 
I am deaf as well as severely disabled. But the man 
who came out always spoke to me, made sure I could 
see everything he said and explained it all to me as if  
he was talking to a friend. 

Carlos owns the Mama Mia café and he agreed to help 
by passing on Help Scheme booklets to customers who 
might be eligible for help. One of his regulars is an old 
gentleman called Charlie who seems quite lonely and 
normally comes in for a cup of tea during quiet periods. 
He would come in at around 11am and sometimes spend 
up to two hours sitting on the veranda watching people 
pass by. He sits alone and often listens to a portable 
radio with headphones on.

Carlos spoke to Charlie about the switchover and told 
him about the Help Scheme. Carlos offered to call the 
Scheme on Charlie’s behalf to check his eligibility, as he 
seemed quite worried about the cost. Charlie wanted  
to call himself, which he did from a local phone box.  
He came back to the café and told Carlos that he’d 
found out he could get help free of charge and that the 
installation appointment was booked. 

1 4

2

53 Mark has a severe and enduring mental illness and 
lives alone in a small flat in town. He also has a visual 
impairment. Having visited his home I knew he did 
not have a digital ready TV and suggested the Help 
Scheme might be useful to him.

I gave Mark the Help Scheme information and phone 
number and assisted him with the initial phone call. 
Although Mark was very anxious at first, the person 
he spoke to was calm and reassuring, which helped 
ease his anxiety. Mark was given clear information and 
felt reassured throughout the process from the initial 
phone call to when the engineer had completed the 
installation. Reassurance was particularly important 
given Mark’s mental health and his impaired vision.
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s Mr Lun is 86 years old and lives alone in Cardiff. He is  

socially isolated as his family lives in Hong Kong, Shanghai 
and Canada. Mr Lun was in Hong Kong when the 
Help Scheme team visited the Cardiff Chinese Elderly 
Association and therefore missed the information 
session. But, fortunately the project workers were able to 
recommend the Help Scheme to him on his return to the 
UK. Mr Lun’s English is very poor but thankfully someone 
at the Chinese Association acted as a chaperone and 
translator. Mr Lun had a Freeview installation on his main 
TV set and was very happy with the installation. 

No sooner had I posted my form off than I got a phone 
call asking when it was convenient for them to come to fit 
my Freeview box. Because I had a few other commitments 
during the week, including hospital appointments, I said I 
was unable to be free until Saturday, which was fine by 
them. The engineer arrived on time and installed the box. 
The service was very good and very quick. 

My client suffers with Alzheimer’s and is easily worried 
and confused but the engineer was very friendly and it 
helped to make what can be an anxious time, a pleasant 
and almost enlightening event.

I asked for the engineer to give me a call prior to the 
appointment and he called the day before as promised. 
He gave the security password before entering the house 
and firstly checked the signal from the aerial which was 
weak. So he climbed onto the roof and replaced the cable 
bringing it in from the outside, making a hole in the wall, 
and cleaning up afterwards with the vacuum cleaner.  
He then tuned the TV to receive all the channels and found 
that, although the set was a relatively old TV, it did not 
require the old handset to turn it on and off, which made 
things simpler for my client. The engineer then proceeded  
to explain very slowly and clearly to my client how to use  
the new handset. 

The whole experience was done with ease and, although 
there were problems with the signal initially, the engineer 
was very professional and at all times explained to my  
client what he was doing or needed to do.

6
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8 Your original approach letter was clear and concise.  
It helped me to focus on what I needed to think about and 
in my case enabled my husband suffering from Parkinson’s 
disease to have Freeview access in the bedroom so he 
did not always have to stay up late to see the end of the 
programme he was enjoying. Your service has certainly 
enriched our lives.
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equipment installed, the process was so very easy. 
There were no long and complex forms to fill in.  
We got an appointment straight away and every step  
of the way we knew what was happening. I didn’t  
know but our aerial was rotten through, and this has 
never been the best area for TV reception anyway.  
The Help Scheme installed a satellite dish instead and 
what an improvement we’ve seen with the picture.

Mr Foster is a retired university lecturer who became 
disabled following Guillain-Barré syndrome in 1987.  
He has been disabled and had problems with walking 
for 24 years. He enjoys BBC Four very much and likes 
to record programmes. 

Mr Foster often watches TV late into the night and 
was very frustrated when one night he found that his 
TV wouldn’t work. He woke his wife who was already 
in bed, asking her to tune his TV set! She suggested 
that he might need further help, particularly regarding 
recording programmes so Mr Foster called the Help 
Scheme and chose to have a Freeview recorder installed.

The engineer installed the recorder and spent twenty 
minutes explaining how it worked. Mr Foster contacted 
the helpline again because he needed assistance with 
using his new remote control. He is very grateful that he 
has the backup of the Scheme for a full year.

10

11

Peter recently had chemotherapy for prostate cancer  
and was due to go to hospital for a knee replacement. 
He is an artist by skill (and temperament) and finds 
anything technical a bit of a barrier and gets impatient 
with it. 

Peter received the letter about the Help Scheme but did 
nothing about it. His friend Ian persuaded him to phone 
the Scheme and they arranged to fit a freesat box. 

After the engineer had left, Peter realised he hadn’t 
understood how to operate the remote control to get  
the freesat box working. He called the helpline and the 
lady explained what to do. After a while she realised  
that Peter needed to be shown in person and arranged  
for another visit. This happened promptly and Peter can 
now watch his TV as he recovers from his knee operation. 

12

Mrs Nicolson is an 81-year-old widow living in a remote 
area of the Shetland Islands. She was born in her house 
and has lived in it all her life. Her daughter contacted  
the Help Scheme on her behalf and paid for basic 
Freeview to be installed. The engineer, on testing the 
signal from the Collafirth Hill relay transmitter, found  
that the signal was too weak to get an acceptable  
picture even with a new aerial. So, he fitted a freesat 
system instead. Mrs Nicolson was amazed to discover 
that her TV image is now crystal clear and that she  
had a huge number of new channels to view as well as  
her old favourites. She thought the Help Scheme was 
great value for money. 

13
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at all. Really, we are out of step with today’s generation; 
lots of us put the blinkers up and hope things like this 
will go away. The installer was very nice, wasn’t any 
trouble, left no mess and explained everything to me  
so simply.

14 Charlotte came on board the Help 
Scheme bus having lost channels on her 
TV. She was eligible for help but being 
partially deaf she wanted to speak to 

someone face to face about her options 
as she found it easy to lip-read. I called 
the Scheme on Charlotte’s behalf and 

made her an appointment for a few days 
later. She was really pleased it was so 

quick and simple to do.

Mrs Alfrey, aged 85, has lived alone since her husband 
died 30 years ago. As time has passed she says that she 
has become more and more isolated, and now her only 
visitors are the gardener and a home help. Mrs Alfrey 
spends the rest of the time on her own and the television 
provides her with company and keeps her in touch with 
what is going on in the world.

Mrs Alfrey had received the letter from the Help Scheme 
and, as she did not feel confident using the phone, she 
contacted Age Concern Isle of Wight.

Karen from Age Concern visited Mrs Alfrey at home.  
She rang the Help Scheme to organise an appointment 
and the Help Scheme operator was extremely helpful 
and patient, with a three-way conversation taking  
place at times. Mrs Alfrey was grateful for the support 
and said that it was one less thing to worry about.

Unfortunately, Mrs Alfrey’s appointment was cancelled 
because the engineer was ill, so Karen contacted the 
Scheme again, and confirmed that a new date and time 
had been set. 

15
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window advertising an OAP discount on certain days.  
She happily displayed a Help Scheme poster and said 
she’d talk about the Scheme to her customers.

When I revisited Jenny she told me that the Help Scheme 
had been able to help one of her customers. The customer 
is 86 and has mobility issues. She admitted that she had 
ignored the Help Scheme letters but after seeing the 
poster in the hairdresser’s window, it prompted her to 
ask questions. Jenny told me how she then helped her to 
call the support line and take advantage of the Scheme.

I revisited Jenny this week to get an update and the  
lady was actually in the shop. She told me that she’d 
been very happy with the help she received and was 
glad that she would not lose her TV picture.

16

Everyone I’ve spoken to at the Help Scheme has been  
so pleasant – from the people answering the phones  
to the installer who turned up to fit the equipment.  
I’ve asked lots of questions along the way and they 
really helped to explain the whole process to me, which 
was very reassuring for someone of my age. Now I  
can get on and watch my favourite programmes without 
the worry of the screen going blank in a few months’ time. 

I received the Help Scheme information pack in the 
post and I looked through my options and decided to 
give them a call. Very soon after that, a chap came  
out, installed it and showed me how to use it. I must 
say it was very simple and easy to use and I only have 
one remote control now. Change is sometimes a scary 
thing, especially when it comes to new technology  
but it is not complicated and the Help Scheme is just  
on the end of the phone if I need them. 
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Mrs Griffiths is an 83-year-old widow living on her own 
in Norwich. Her children all live abroad. Her next-door 
neighbour is a Help Scheme community volunteer.  
The volunteer spoke to Mrs Griffiths about the Help 
Scheme. Mrs Griffiths didn’t think she’d had any letters 
but was very pleased to get the information about the 
Help Scheme from someone she knew and trusted.

Unfortunately, when Mrs Griffiths tried to contact the 
Help Scheme there had been some communication 
difficulties, so, despite several attempts, she had been 
unable to make an appointment for an installer to visit. 
She was a bit confused by her experiences so she told 
the volunteer about the problems she‘s been having. 
He telephoned the Help Scheme for her, explained the 
situation and, after passing her the phone, she managed 
to get an appointment arranged for a convenient date  
and time.

When the volunteer next spoke to Mrs Griffiths she 
reported that she’d had an installer round who’d installed  
a new aerial and a digi-box, tuned it in and showed her 
how to use the remote control. She’s very happy to be 
digital ready now and getting extra channels. 

19
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Town centre having lost channels on her TV. She was 
eligible for help but being partially deaf she wanted to 
speak to someone face to face about her options as 
she found it easy to lip-read. I called the Scheme on 
Charlotte’s behalf and made her an appointment for a 
few days later. She was really pleased it was so quick 
and simple to do. 

I finally managed to visit my friend Frank who is a 
77-year-old recluse, who doesn’t answer his phone  
and is not very literate. Frank’s telly used to belong  
to Mrs Ruffler who died many years ago. The aerial  
sits on top of a stack of precarious cardboard boxes  
and has a pink feather in it! 

Frank showed me his letter about Help Scheme as the 
only thing he was able to read was his name and he 
also recognised the telly logo on the letter because  
it was something he’d seen on TV. While I was there,  
I phoned the Help Scheme for him. I was impressed at 
how careful they were in ensuring that Fred got what 
he wanted, and organising a password for security... 
When I saw Frank next, he’d had his new digi-box 
fitted. He was very pleased with his new equipment. 
He said: “The installer was only here an hour. I sat 
waiting for him from six in the morning and he came 
about ten o’clock [he said he would come between 8 
and 12 noon]. He gave me a new aerial as well. Now 
I don’t have to get out of my seat to move my aerial 
every time I change channels!” 

20 22

The Help Scheme has made it possible for me to continue 
listening to the TV after the switchover. Being partially 
sighted I chose the Smart Talk box. I find it very useful  
as it helps me to easily choose a channel to listen to.  
David from the Help Scheme arranged the installation 
on my behalf and he attended the installation along with  
the engineer. Both David and the engineer were very 
helpful and ensured that I fully understood how to use  
the equipment. It is very reassuring to know that there  
is on-going support from the Help Scheme if I experience 
any problems, especially with me being visually impaired.

21

As the mother of a child with autism, routine is incredibly 
important to me. Having our second TV ready for the 
digital switchover takes away a lot of worry for me as 
it gives us a choice of rooms where Ben can see his 
programmes. If I need to move him from one room to the 
other it’s far less stressful for us all. This is a real blessing 
as even the smallest change can be quite distressing 
for Ben at times. Ben’s autism qualifies us for certain 
disability allowances, which is why the Help Scheme 
could help convert the kitchen TV. It really is fantastic as  
it means I can also escape from CBeebies. Great though  
it is, I do like something else from time to time! 

23
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thought I had best give them a call. My TV in the bedroom 
only had five channels on it and, although it is quite old, 
I didn’t want to throw it away. The Help Scheme was very 
helpful and I chose Freeview and booked an appointment 
for the following week. The whole thing was plain sailing. 
Living on my own I really do depend on my TV and find 
myself watching so much more now with all the extra 
channels I receive. 

I met Mrs Coles when I went into the St Peters Hospice 
Shop, where she was working as a volunteer. Mrs Coles 
was very interested to hear about the Help Scheme. 
After a gentle enquiry as to her age, Mrs Coles told me 
she was seventy-five-and-a-half so I gave her a leaflet, 
and explained that a Help Scheme engineer would come 
out to help her switch over her television to digital.

When I saw Mrs Coles today at the shop, she told me 
that she’d called the Help Scheme and seemed very 
pleased with the service she’d received. She also told 
me she was a little bit deaf, and had a short memory, 
so I really felt glad that the Scheme was available for 
her. She said the engineers had been a couple of times 
to sort out her aerial, and another engineer was coming 
again tomorrow to complete the work. Mrs Coles was 
really positive about the Help Scheme, and said they’d 
been very kind and helpful on the phone. 

24
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Mrs Bennett had lost her husband just over a year ago, 
after a prolonged illness. He had always taken care of 
anything technical, and her son had taken over the role  
of handyman. However, her son had recently left to  
live abroad.

Mrs Bennett had not thought to seek any help with 
regards to the switchover. The thought of involving 
herself with anything technical was a worry to her. 
However, a Help Scheme volunteer left a leaflet with 
her and over the next few visits spent some time  
gently discussing the switchover and what it meant. 
After remaining evasive for the first couple of visits, 
Mrs Bennett admitted to having had a look at the 
leaflet and found that it was not quite as daunting as 
she had imagined. She found the information easy to 
understand and had surprised herself by telephoning 
the helpline. 

On the next visit the equipment had been installed  
and Mrs Bennett was very pleased with herself.  
Not only for having secured her television signal but, 
more importantly, for having reclaimed a little bit of  
the independence that she had surrendered long ago.

26
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husband, she has struggled with managing the house and 
garden. She is becoming increasingly frail and often feels 
unwell. Everything worries her and makes her anxious.

Dave lives next door to Ruby and often gives her a hand 
in the garden. Sometimes he helps her with small repairs 
and calls tradesmen for her when she needs something 
done in the house.

Dave spoke to Ruby about the Scheme. She said she had 
heard something but wasn’t sure what to do and didn’t 
know where her letter had gone. Dave helped her phone 
the Scheme. The installer came and tested the signal, 
which was very weak so he decided to install freesat.  
She said she was so relieved that it had been sorted and 
Dave felt good that he had managed to organise the help 
for her and that the visit went well. He was also pleased 
that he could call the Scheme if anything went wrong as he 
feels responsible for Ruby and tries his best to help her. 

Accidents do happen and the Help Scheme was  
anxious to make amends when Helen reported damage 
to an ornamental figurine in her home. The item was 
a figure of a boy with a dog, which sadly could not be 
replaced. However, with Helen’s agreement the Help 
Scheme arranged for the figurine to be sent to an 
antique restoration company who made a perfect repair.

I was really impressed with the whole process.  
Everyone involved knew what people like Mark needed 
in terms of support and they made it easy for me to 
manage the process on his behalf. This isn’t something 
Mark could have done for himself and I appreciate the 
careful way Mark’s switch to digital has been handled. 
The whole process worked seamlessly, from identifying 
Mark as someone who needs this sort of support in  
the first place, to the installation of his new equipment. 
We were given several equipment options and, when  
we had made the right choice for Mark, it was very easy 
to apply for the help. Mark enjoys his television and  
it’s important to him. I certainly think he’s going to enjoy  
the extra channels he now has to play with.

Margaret lives in a village near Ipswich and is a frail  
lady of 83 who lives alone. She had received three 
letters about the digital switchover, and she thought 
that she would need a new aerial installed. She phoned 
the Help Scheme and made an appointment for an 
engineer to call, paying £40 in advance by postal order. 
When Margaret told me this, I explained that this might 
be unnecessary as her late husband had a satellite  
dish installed. As the date grew nearer, Margaret 
became anxious and asked me to be with her when  
the engineer arrived. Her concern was that she would  
be letting a stranger into her home and he would be 
angry if she did not really need an aerial.

On the day, the relevant letters were carefully displayed 
on the table and the engineer duly arrived. He was 
efficient, kind and polite – once he had established that 
she had no need for a new aerial, he phoned the Help 
Scheme to ensure Margaret received a full refund.
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came to my over-60s club to tell us all about the 
Scheme. I couldn’t afford to buy new equipment and I 
wasn’t sure what to do about switching to digital TV or 
where to get help. It’s wonderful to think that there is 
help out there for older people like me. Older people 
have spent a lifetime looking after others and to know 
that this scheme cares and looks after us makes such 
a change these days! Everyone at the Help Scheme 
has been absolutely marvellous. The people on the 
telephone and the man that came to fit the equipment 
were very polite and couldn’t have been more helpful.  
My TV is in the bedroom and now I can watch TV lying  
in bed comfortably, like a queen!

I have just spoken to one of your advisors on the 
phone, on behalf of my dad, who is 82. Not only was 
he extremely helpful but he was also so funny. I was 
laughing out loud and my colleagues at work couldn’t 
understand what was going on! He was so friendly  
and nice, made the process so extremely easy, and  
had me cracking up laughing - I told him he sounded 
exactly like Peter Kay. I’m still smiling now. In these  
days of international call centres and grumpy service,  
I have to say a big thank you to someone who made it  
so easy and left me feeling much better than before  
I called! I think he should be a stand-up comedian,  
but then he’d be a loss to you. 

I was very impressed that the person on the telephone 
asked if it took me a long time to answer the door 
(it does!) and she also provided reassurance about 
passwords. The installer took a lot of trouble to disguise 
the cable from the satellite dish into the house. 

Mrs Eldon is in her 60s and is a carer for her two  
younger brothers, who have learning disabilities and  
are registered blind. Mrs Eldon’s brothers live in a 
purpose-built bungalow on the same street and she  
has cared for her brothers for a long time. She also  
cares for her mother-in-law who lives nearby and,  
before that, she cared for her father until he died.

Mrs Eldon has been inundated with forms to fill for her 
brothers and her mother-in-law, so when she received 
letters about the Help Scheme, she felt daunted by 
another piece of paper. She didn’t understand what she 
was being asked for, or realise that she had to respond.
She said she would not have dealt with the TV until 
the screen went blank but her carer’s support worker 
explained how the Help Scheme could help. One of the 
brothers became involved in the discussion and said  
he definitely wanted someone to install the equipment. 
He looked forward to the installer coming to the house. 
The support worker arranged the installation too, and  
Mrs Eldon was very grateful that her brothers were 
getting this support. 

31 34

32

33



22

10
1 

St
or

ie
s

21

10
1 

St
or

ie
s The installer arrived early and sat outside in the 

van until due time. He took off his work boots at the 
doorway and wore slippers that looked like ‘Kung 
Fu’ shoes when indoors – he showed exceptional 
forethought. He very patiently tolerated me wanting  
to help, making a lonely housebound man feel useful  
and much happier - even if it was only from handing  
a screwdriver or making a cup of tea!

Mr Phillips contacted his MP after three visits from  
Help Scheme engineers had failed to deliver the Freeview 
installation he had requested. Unfortunately, Mr Phillips 
lives in a top floor flat with no direct roof access for aerial 
installation. Although it seemed that the Help Scheme 
would be unable to help Mr Phillips, a fourth visit was 
arranged to assess alternative options. 

Mr Phillips’s attic flat is particularly difficult to access 
using standard equipment because of the height of 
the property and the shape of the roof. In addition, 
the property has exterior wooden panelling which is 
not usually used to site an antenna. Thankfully, the 
Help Scheme engineer came up with a solution which 
involved a two man installation team to ensure that  
the installation site was reached safely. Mr Phillips is 
now enjoying his new digital TV service.

35

36

I am 80 in August and live alone. I am 
not into technology but my husband was. 
So when my TV went off I panicked and 
phoned your line twice. The first time I 
got a lady called Sarah and the second 
lady, I think, was Louise, and both were 
brilliant. By the end of the call I felt they 

were friends I was talking to.
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support. Mrs Harris’s eyesight is poor and she also has 
difficulty hearing. Mrs Harris lives alone and has one carer 
who visits daily. She does not have any family members 
and she has been a recent victim of a misleading aerial 
salesman, which has led to a lack of trust. 

Mrs Harris comes to the Salvation Army drop-in centre 
once a week where she can meet other people and have  
a hot meal prepared for her. The community volunteer 
met Mrs Harris at the centre at the beginning of August. 
She was delighted to take a leaflet about the Help 
Scheme and said she would ring immediately.

At the end of August the community volunteer met with 
Mrs Harris again. She had rung the Help Scheme and they 
came out and she was very satisfied with the engineers 
that came out to help her. She had felt very upset after 
previously paying over a hundred pounds to another 
company and her TV still hadn’t been working. She is 
now reassured by the Help Scheme and the fact she  
can ring any time over the next year and they can come 
out to help her.

37
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Albert has schizophrenia, diabetes and a mild learning 
difficulty. He lives alone in a housing association flat 
and he has very little contact with people outside of 
mental health services.

When I visited Albert at his home about a month ago  
he said his TV had packed up and he needed to replace  
it. He has an old TV and I told him he could be supplied 
with the necessary equipment if he was eligible for the 
Help Scheme. 

I made the telephone call on Albert’s behalf and I  
was told he would have to pay £40. Albert asked 
about payment options because he does not have a 
chequebook or debit card. Albert said he would send 
a postal order and the advisor gave him a reference 
number. About two weeks later, the advisor phoned 
Albert to say they had not received his postal order  
and Albert explained that he had to pay some bills so  
he would not have enough money until the end of  
the month. The advisor reassured Albert that this was  
not a problem.

39

The person I care for had not, to date, received an 
information pack but had seen the adverts on TV.  
She noted the telephone number and wanted me to call 
on her behalf to get some clarification. The call was very 
informative and the Scheme simply explained, allowing  
her to consider what choice she should make and what  
cost would be involved. Everything was arranged in one 
call and the applicant feels they have no further need to 
worry about the pending changes. Everything was dealt 
with in a simple and efficient manner. 
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the lower leg amputated due to cancer. She is just 
getting used to her prosthetic limb and the fact that  
she is now disabled.

I visited Katherine as she was recovering from her leg 
operation. She was very tired and was finding the stairs 
difficult. We talked about the switch to digital and I 
persuaded Katherine to apply to the Help Scheme for 
the TV in her bedroom – she thought it was really only 
for older people so had done nothing about it. She had 
not thought of herself as eligible as she was only now 
getting used to being described as disabled.

After the switch I went around to see how Katherine  
was getting on. She was less tired and getting used 
to her new leg. She said the engineer came and that it 
was all very easy and straightforward. She was really 
pleased that she had switched the TV in the bedroom  
as she spent more time upstairs and it was great not 
having to go up and down the stairs all evening she said. 
She was glad that I had persuaded her to utilise the 
Scheme despite her reservations.

40

I have an old TV and did not know that digital boxes 
could convert old TVs. I could not afford one of the  
more modern TVs, so when your letter arrived explaining 
the situation for people in my position I decided to  
ring the phone number you provided. The lady told me 
that someone would come along and fit a digital box 
free of charge. I was a bit sceptical about letting some 
stranger into the building but I need not have worried  
as the young man who did the job was very pleasant  
and completed the job within minutes.

41

I spoke to Mrs Wilson about the Help Scheme and 
provided her with a Help Scheme bookmark.  
Mrs Wilson thought she might be OK but a neighbour 
pointed out that the aerial on the back of her property 
was different to hers and this put doubt in her mind.  
She had a lovely young man come along two days  
later, who gave the secret password and fitted a new 
aerial at the back of her property, rewiring it to the TV. 

Mrs Wilson was very pleased that it was all sorted.  
She said to the young man: “Do I pay you now or wait  
for the invoice?” He smiled, checked his paper work  
and said: “You qualify. It’s free for you.” She was very 
happy, and the Help Scheme bookmark is still in her 
current reading book.

42

43

The first time I visited the Second Chance charity shop  
we spoke about an older disabled lady who often visits 
the store, who the volunteer in the shop knows quite well, 
but says she’s been getting more and more confused. 

When the volunteer spoke to the lady about the Scheme 
she said that she hadn’t yet switched to digital and didn’t 
realise it would affect her. The volunteer spent a few 
minutes talking her through an information leaflet and  
felt confident she would be able to contact the Scheme. 
When I visited again, the lady had been in the shop 
just two days before and had been visited by the Help 
Scheme engineer. She was really pleased with the 
service and commented on how friendly the engineer 
had been.
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disabilities, having freesat fitted has enabled me to still 
be able to view my favourite channels. Without the Help 
Scheme I would not have been able to afford installation 
at full price. The engineer grasped the extent of my 
disabilities and was extremely helpful, even supplying 
an extra length of cable ready for my new television in 
October. A very positive experience overall.

44

John lives in South Shropshire. He has two grown up 
children (twins) who both have learning disabilities. 
Both of them still live at home. Having two young adults 
with special needs is a bit of a handful especially as  
John is almost 75 himself.

Both of John’s sons are eligible for the Help Scheme. 
One son in particular is obsessed with TV - to the 
extent that meals etc. need to be rearranged around his 
favourite programmes and he can become very upset if 
he misses a programme or if something happens which 
stops him watching. It would have been catastrophic if 
they had lost their signal following switchover.

John couldn’t speak highly enough of the fitter. He said 
he was extremely thorough and made sure everything 
was working properly before he left. John’s children 
were very curious and became involved while the fitter 
was there. The fitter was very patient with them and 
explained things to them in a way they could grasp and 
understand. John said, unlike some of these people  
who just come in and do the job as quickly as possible 
and then leave again, he was really thorough.

45

Mrs Dean is partially sighted and has arthritis. She lives 
with her sister and they have a rather chaotic lifestyle. 
One day I got a phone call to say Mrs Dean had fallen and 
broken her hip. I visited her in hospital and during the 
course of the conversation I mentioned my work with the 
Help Scheme. Mrs Dean had no idea that the changeover 
was happening and was unsure about what equipment 
she had, but said she would ring for help. 

A few weeks later she returned from hospital and gave 
the Scheme a ring and arranged a visit. A nice young man 
came along on the appointed time to fit a new aerial at 
the back of her property and wire it to the TV. He also 
gave her a box for the main TV in the lounge, tuned in the 
TV and explained how the remote worked and that she 
could get help for a year if she had any queries. Mrs Dean 
was very pleased that it was all sorted. She has since 
visited her partially sighted community group and told 
them all about the Scheme.

46



30

10
1 

St
or

ie
s

29

10
1 

St
or

ie
s Mrs Patel lives with her 92 year old husband who 

has been blind since he was a young man. Mrs Patel 
responded to her letter and was happy to pay £40 for 
the support the scheme offered. On the appointment 
day, her husband had just returned from hospital 
and the doctor was at the house. Mrs Patel felt very 
stressed by it all. She said the engineer was very kind 
and helpful. He also showed her how to use the remote 
and was very patient although it took a long time.  
As she also suffers from a visual impairment the 
engineer took the time to write the instructions down 
for her in large print so that she would be able to retune 
her equipment on the switchover days. He explained to 
her that if she had any problems all she had to do was 
phone the Help Scheme. She felt very reassured and was 
extremely pleased with the service she had received. 

47

Edna helps out at the centre most mornings. She has a 
learning disability and likes to feel she is needed and 
useful. Edna is very religious and likes to watch ‘holy 
programmes’ as she calls them. She relies on her TV and 
even talks to it as it is her main companion in her small 
flat where she lives alone.

Edna was told about the Scheme when I reminded all  
her helpers about digital switchover. Edna said she had  
a Help Scheme letter and I suggested she call them, 
which she did. The engineer came and wrote down 
simple instructions about operating the box and also 
about retuning.

“Thank goodness it all works,” she said. She explained 
that with Easter coming, the number of ‘holy programmes’ 
she watched increased and she needed to be able to sing 
along with Songs of Praise. 

48

Mrs Evans, aged 87, has had two Freeview boxes over 
recent years, but neither of them had given her any 
consistent satisfactory digital signal. She even had a 
new aerial fitted some years back, but this made no 
difference either. In the end she threw the boxes away, 
believing that she would never be able to receive a 
digital signal.

She received the Help Scheme pack, but bearing in  
mind her previous attempts to obtain a digital signal, 
she thought this wouldn’t work either and was ready  
to throw the letter away.

However, through the help of one of our volunteers,  
she registered with the Help Scheme and within two 
weeks she had her new Freeview box installed together 
with a new aerial. She can now receive about 12 digital 
channels and has discovered ITV2, which broadcasts  
a lot of her favourite detective programmes.

49
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centre. He pops in a couple of times a week and gives 
people lifts to the shops. He helps the ladies with their 
shopping and brings them back.
 
Colin helps by talking about the Help Scheme in the  
car and one lady said she always leaves all of that to her 
husband, but fiddling around with all this new-fangled 
technology is a bit much for him. Colin explained that 
the Help Scheme was there to help, so her husband 
wouldn’t need to fiddle about. He explained that the 
Help Scheme would also be there to help for a year,  
so if they had any trouble they would be able to call 
someone for support. Colin gave her a bookmark so  
that she had the number to ring. 

When Colin next took this lady to the shop he asked how 
she had got on. She told Colin that after some mumbling 
from her husband, he agreed to call the Help Scheme 
and an installation date has been arranged. Colin said 
that the lady was very pleased as, when her husband 
tries to do things, he often ends up getting frustrated 
with them and just gives up!

50 As the mother of a child with autism, 
routine is incredibly important to me. 
Having our second TV ready for the 
digital switchover takes away a lot  

of worry for me as it gives us a choice 
of rooms where Ben can see his 

programmes. If I need to move him  
from one room to the other it’s far  

less stressful for us all. 
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chap I know, who is quite isolated, to see if he had 
received his information about the Help Scheme. He said 
he had but he wasn’t going to bother with it, as he was 
very sceptical and he would just do without the TV. In the 
past he’d had a bad experience with aerial installers.

I sat down and explained it all to him and assured him 
that he wouldn’t have to buy a new television and aerial, 
and as he knew me and trusted me, he promised to call 
the 0800 number. He agreed that he would be lonely 
without the TV, so thought that he may as well try to 
make the switch. Later that evening he called me to say 
that he had phoned the number and a very helpful lady 
had booked him an appointment for 17th June, adding 
“we will see now if it happens.”

Delighted, he called me today to say an engineer had 
come and fixed it all and it was working brilliantly, it is 
also his 87th birthday today.

51

Without exception every person involved in the  
Switchover Help Scheme has been courteous, informative, 
helpful - genuine nice people. My experiences with all 
the rag tag people who work in various call centres had 
convinced me there were no helpful people around  
- not so. Whoever recruited the Help Scheme staff needs 
a pat on the back.

52

I am 80 in August and live alone. I am not into 
technology but my husband was. He knew how all  
the gadgets worked, so I didn’t need to, but he  
died 25 years ago. So when my TV went off I panicked 
and phoned your line twice. The first time I got a  
lady called Sarah and the second lady, I think, was 
Louise, and both were brilliant. By the end of the call  
I felt they were friends I was talking to. 

Your installer was faced with a small portable TV set, 
the like of which he had never seen before. He was 
quite unfazed and the installation he provided worked 
immediately and upgrades this (very old) model to receive 
the full range of channels. 

I originally visited the betting shop back in July.  
After discussing the Help Scheme with an employee,  
she identified one regular customer who would be 
eligible and may need extra support. He is 92 years 
old and has Parkinson’s disease, which affects him 
physically as well as having an effect on his memory. 
Sometimes his hands shake so much he cannot pick  
up a pen. He is also blind in one eye, which affects  
his ability to carry out everyday tasks such as dialling  
a telephone number. He has a friend who is 75 who  
acts as his ‘personal assistant’. The employee said  
she’d check with both of them if they had switched  
the next time they came in.

When I revisited, the employee told me that she  
had spoken to the older gentleman and he’d told her  
that he’d received his letters but that he hadn’t done  
anything about it. She spoke to him about what to do  
and the next time he visited the betting shop he  
told her that he was now waiting for an engineer from  
the Help Scheme to visit. 

54

53

55
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Three years ago he underwent major surgery to save 
his life. He has difficulty walking or standing for long 
periods of time. Some days his mobility is worse than 
others and he rarely leaves the house. 

Cheryl is a digital advocate from Circles Network and  
is also a benefits advisor, who identified Benny as  
being eligible for help. He was unaware of the imminent 
change to digital television and admitted that he was 
confused by anything too technical. Cheryl established 
that Benny still had an old TV in his bedroom and his  
ill health meant that sometimes he had to spend the  
day in bed, so his TV was vital for his well-being.

Cheryl contacted the Help Scheme and faxed over  
the correct paperwork (as he’d just become eligible  
due to his new application for attendance allowance). 
Cheryl arranged for an engineer to visit on the 13th 
September to convert his bedroom TV. Benny said  
he was very pleased to have found out he was eligible 
and to have received the support. 

56

57

The volunteer put posters in the local church and 
also had the Help Scheme advertised in the church 
newsletter with the caption: “Please contact one of 
our Parishioners” together with my name and contact 
details, which helped because elderly people do not 
mind talking to someone they know. 

I was contacted by Ms Selby who is over 75, and has 
mobility problems and other health issues. Her family 
lives away. She knew the switchover was something  
she had to deal with due to the age of her television 
but she kept putting it off. She did not know how to go 
about making arrangements for switchover or who to 
talk to. 

I gave Ms Selby the telephone number and told her  
about the Scheme and that if she had any problems  
that she was to call me back. Ms Selby was very grateful 
for the assistance. She duly contacted the helpline and 
has had her television converted in plenty of time for  
the switchover. 

58

I am registered blind and my wife suffers from dementia. 
From start to finish all the staff were helpful and 
courteous. The man who came to install the talking 
digital box was really good, going through all the menus 
and explaining everything. This made the switchover so 
simple to do. Since the switchover, I have had no problems 
whatsoever and the talking features are so helpful. 

Richard became agitated when the Help Scheme  
engineer took a phone call from his team leader during  
the installation visit. The call upset Richard and he  
asked the engineer to leave in strong terms. When the 
customer service team followed up with Richard, he 
explained that he has a mental health issue and  
becomes easily paranoid. He had become concerned  
that something was wrong when the engineer took the 
phone call but he reassured us that as long as the 
engineer told him what was happening at all times,  
he could come back to complete the installation.  
When a Help Scheme engineer revisited, the installation 
went smoothly.

59
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62

Lucy was concerned about Mrs Kirton who lives alone  
in a first floor council flat. She is a very friendly lady  
but she is easily confused and could be duped or  
conned by unscrupulous people. 

Mrs Kirton has care workers who visit three times a  
week and a shopping lady who takes her out on a 
Tuesday. Lucy is her support worker who was with our 
volunteer when she went to talk to Mrs Kirton about  
the Help Scheme. Mrs Kirton said that she couldn’t see 
the point of all these new things. 

The volunteer arranged the Help Scheme to visit and  
Lucy was present when the Help Scheme engineer 
installed the set-top box. Mrs Kirton did find the new 
system rather confusing, but the engineer was very 
patient and was able to show her how to select channels.

The following day, Mrs Kirton told Lucy that the system 
was not working. Apparently, she had forgotten how to 
switch from the analogue TV to the digital set top box 
for digital reception. Lucy wrote down a series of simple 
steps for Mrs Kirton to follow and visits regularly to 
remind Mrs Kirton. 

61Mr Bradley is 77 years old. He has recently lost his  
wife and both of his children live away from the area.  
His sister, who is 70 years old, is his primary carer but 
other than this, Mr Bradley has very few visitors.  
Mr Bradley was given a digital receiver but when he  
tried to retune it on switchover day he managed to  
drop it and it broke. Mr Bradley’s children were unable 
to help over the phone and would not be visiting for 
several months.

Rural Community Council Leicestershire and Rutland  
got a phone call from Mr Bradley’s sister who had 
read an article about the Help Scheme in her village 
magazine. She was concerned about Mr Bradley  
being without television. I advised that Mr Bradley  
was eligible for the Help Scheme and could get 
equipment and help if things go wrong.

The sister phoned me back to let me know that she  
had contacted the Help Scheme and was relieved that  
Mr Bradley would be having a box installed.

The engineer was very caring and explained things  
in a clear way, which Mrs Ali could understand. Mrs Ali 
has mental health issues, is deaf and does not speak 
English. The installer drew diagrams showing the  
various operations of the box and also spent additional 
time until she understood how to use her new equipment. 
Mrs Ali’s carer also added that this engineer was very 
customer focused and a thoroughly nice guy.
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Trent. She is a very community minded person and often 
drops in prescriptions with Help Scheme bookmarks  
and prescription bags to older and disabled people on 
her way home from work. 

One of her customers is Mr Thomas who is in his mid-
80s and looks after his disabled wife, who is now 
bedridden and needs constant care. Mr Thomas noticed 
the Help Scheme information on his prescription bag 
and said he had recently had letters from them, so he 
asked what it was all about. 

Sandra gave Mr Thomas a leaflet and on her next visit 
Mr Thomas told her that his grandson had contacted the 
Scheme and he was very happy because someone had 
come out just the previous day and supplied him with a 
new digi-box. He says it is the first time for nearly two 
years they have had a television picture worth watching.

63

George loves watching television. As he has become 
unwell recently and unable to leave the house very often, 
the TV is so important to us. George watches TV while I 
go shopping for essentials in Bethnal Green. The people 
at the local gym where George does some exercise 
recommended the Scheme to us. Everyone at the Help 
Scheme has been absolutely marvellous. The people on 
the telephone and the man that came to fit the equipment 
were very polite and couldn’t have been more helpful.  
We felt safe with people coming into our home because 
we knew exactly when the installers were coming.

64

My neighbour was unaware of the Help Scheme and  
so she was delighted to know that her mother could get 
help. The television is very important to her mother as  
she loves to watch old films in the afternoon, which helps 
to keep her calm and stops her becoming too anxious.  
It also keeps her occupied on a day-to-day basis.  
She was able to arrange an installation of a box for her 
mother and is extremely pleased and relieved to have 
avoided what would have been a disastrous event if the 
TV had not worked.

One of our volunteers, Andy, was talking to his milkman 
whom he thought probably met one or two people who 
had not yet switched over to digital. The milkman said  
he would chat to his elderly and disabled customers 
about the Help Scheme while collecting his milk money. 

After a few weeks the milkman relayed a story to Andy 
about a regular customer, who was in her eighties and 
living on her own. She was still quite mobile but did not 
get out and about as much as she used to. Her family 
lived out of the area and she didn’t get to see them as 
much as she would like; “But that’s how it is these days” 
she would comment.

The milkman mentioned the Help Scheme and whilst  
she had seen the adverts she didn’t really think it would 
affect her. It was her impression that the switchover was 
only for people with digital televisions. After a chat with 
her, the milkman left a leaflet and encouraged her to 
phone the Scheme. The following week, when collecting 
the milk money, it seems the message had got through  
as she proudly announced that a man was coming to 
switch her over. The milkman now gets regular updates  
on what new channels she has found.

65
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seriously ill with asbestosis and had major surgery for 
cancer some years ago. As his health went into decline, 
he was spending more time in bed. He had an analogue 
TV in the bedroom and wasn’t sure what to do. He has 
no family to help him out and was reluctant to approach 
any TV/aerial people after a bad experience with his old 
electric company.

Gladys is a member of the local community who I met 
at a church luncheon. She told me that Mr McGrath kept 
saying he wasn’t bothered about TV anymore as he was 
so poorly and didn’t want to put anyone to any trouble. 
After hearing me explain the Help Scheme she felt sure 
she could phone them up and sort it out. The moment  
she got home she phoned the Help Scheme. Mr McGrath 
was happy to let his good friend take control. He was 
happy when they came out so soon and got the work 
done without any problems at all. 

67

68

Trevor, is a local Inverness painter and decorator and a 
Help Scheme volunteer. He was painting Gordon’s house 
and noticed that he didn’t have a digi-box. BBC Two had 
gone off and Gordon could not understand why.

Gordon is 79 years old and lives alone. He had a mild 
stroke last year, which has impacted his life, reducing 
his confidence and willingness to get out of the house. 
Gordon had no knowledge of switchover and was  
worried when he lost BBC Two. Gordon really relies on  
his TV for company and entertainment. He thought his  
TV was broken.

Trevor the painter explained to Gordon what was 
happening and the help available to him from the Help 
Scheme. Gordon was very pleased to find out his TV  
was not broken and phoned the Help Scheme number. 
Trevor did offer to phone for Gordon and be in the  
house when the workman came round, but Gordon who 
is very independent, and proud of that, insisted he was 
perfectly capable and was not frightened by strangers 
coming to see him. He said he would make them a cup  
of tea and enjoyed a chat with a new face. 

I met Mavis at the Chew Stoke Soup Lunch. She is a 
76-year-old widow and lives alone. She wants to remain 
independent but is nervous of being taken advantage 
of, and is confused by switchover and how it will work. 
We decided to phone the Help Scheme. Mavis will need 
to pay £40 but thinks the aftercare will be very useful. 
She had collected all the pieces of post directed to her 
but didn’t really know what it meant. The girl on the 
telephone was very kind. We have arranged that I will  
be there when the engineer calls and Mavis also asked  
for a password. Mavis is keen to have equipment that  
is easy to use and can feel confident with, as well as  
have someone to call if she needs help.

69
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the Help Scheme. They were all so helpful and the  
man who installed my Freeview digital box answered 
all my questions. I found out about the Help Scheme 
because the Help Scheme Bus visited my town. I was 
out shopping and I went on board to see what it was  
all about. I’m very pleased I did!

70 Rajesh is the shopkeeper at the local convenience  
shop close to Ealing Common tube station. Rajesh agreed  
to display a Help Scheme poster, took some information 
booklets and bookmarks and said that he would  
tell customers who he thought could benefit from  
the Scheme. 

As I was in the middle of the conversation with Rajesh,  
an elderly lady, who seemed to be talking to herself, 
came in. Rajesh greeted Mrs Cook and said: “Oh, Mrs 
Cook I have someone who wants to help people in the 
community by making sure that they do not lose any 
channels when the TV change-over happens in April.” 
Mrs Cook said that there was nothing wrong with her 
television. Rajesh started explaining to her about the 
switchover. I told her about the Help Scheme and I  
offered to phone the Scheme for her but Mrs Cook said 
she was worried about her dog she had left behind. 

When I revisited Rajesh a month later I was happy to  
hear that Mrs Cook had called the Scheme and a booking 
had been made to sort out her TV. She told Rajesh that 
the people she spoke to were very kind over the phone. 

72

71 The neighbourhood warden asked me to have a word 
with Mr Hughes because he was getting confused about 
what he needed to do to continue to watch television 
when everything switched over. Mr Hughes lives on his 
own in the village, he has no relatives and relies on his 
local community to keep him up to date. He had been 
told he needed a new aerial to prepare for switchover 
but wasn’t sure what else to do. The neighbourhood 
warden had offered him the use of a newer TV but he 
had refused saying that he didn’t want to change as his 
cat liked sitting on the old one! 

I went to see him and talked to him about the letter he 
had been sent by the Help Scheme, suggesting that he 
returns it as soon as possible. Mr Hughes has been 
worried about switchover but he was much better  
when I left him as he felt everything would be sorted  
and he was reassured that he would still be able to  
watch television.
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Carlos owns the Mama Mia café and 
he agreed to help by passing on Help 
Scheme booklets to customers who 

might be eligible for help.

Morris met the church secretary and provided her with 
Help Scheme leaflets, and display stands to place in 
church. The secretary told Morris about Mrs Green, an 
elderly widowed lady aged 91 who lives in supported 
housing for older people. She is not very mobile due to 
her age. Mrs Green’s family lives far away from where 
she lives so she relies on the housing manager and a 
few friends for help. Although she finds it difficult to  
get out and about she attends church when she can. 

Morris said Mrs Green recalls receiving a letter from 
the BBC about digital switchover but didn’t pay much 
attention to it until she was reminded by the church 
secretary. Straight away Mrs Green called to book  
an appointment with an engineer. She says booking  
a date with an engineer was very easy and when the 
engineer came she remembered her password.  
Mrs Green said the engineer was very polite and he  
made sure she understood how to operate her new  
digital box by writing some instructions for her. 

73
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75

Alenka is heavily involved with the Polish community in 
Brighton. She enjoys spending time with the other older 
people, many of whom speak poor English and often  
need help to translate documents or to fill out forms. 
Alenka helps Natasha who is a Ukrainian lady that came 
to the UK many years ago. She met her English husband 
here and they were together until he died last year.  
Until his death he dealt with all the forms and bills, so 
Natasha was very reliant on him. Since the death of 
Natasha’s husband, Alenka has visited her regularly to 
help her with her paperwork. 

Alenka knew Natasha had a very old analogue TV, so 
encouraged her to apply to the Help Scheme. Alenka 
agreed to be there when the installers arrived because 
of possible language problems and the fact that  
Natasha was always nervous about these sorts of visits.
There was an issue with the original installation but it 
was re-booked and the TV got sorted. Natasha was very 
pleased with the work carried out.

74

Tanya went to an Asian Elders Centre in Southampton 
run by Age Concern. Tanya initially went to speak to the 
staff but also spoke to attendees. A member of staff, 
Mahkdoom, translated her talk into Punjabi. All were  
very impressed with the Scheme and asked Mahkdoom  
to tell Tanya that they were delighted that the BBC cares 
so much about older and disabled people. 

77

Mrs Wickstead was referred to me by the Pembrokeshire 
Council Occupational Therapy Department. She had just 
been diagnosed with a serious illness but hadn’t applied 
for benefits as she was too concerned about her health 
to deal with the process. She was particularly concerned 
that switchover would mean that she’d lose her TV 
signal. I raised her case with our contact centre and was 
able to confirm that she wasn’t currently eligible for 
the Scheme. So I contacted the pension service – with 
whom we had been working closely in the area - and 
they visited Mrs Wickstead and helped her through the 
form filling to qualify for the necessary benefits. 

I was contacted by Mrs Wickstead just before switchover 
to say that she had received her benefit entitlement 
letter so I made arrangements to fax it to the Scheme as 
proof of her eligibility. While I was at the advice point in 
Swansea, on the second switchover date, I received a 
phone call from Mrs Wickstead to say that she’d just had 
our installer to her house and she was delighted with 
the service. 

76

A lady who works on a Home Team for Highland Social 
Work caring for people with mental health issues took all 
the details of the Scheme and will be signing up clients. 
She commented: “This is the most marvellous service - 
people don’t realise how important TV is to most of my 
clients – thanks so much.”
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Scheme to get a second TV converted. Mrs Davies is 
confined to the ground floor of the property whilst  
Mr Davies can only manage the stairs to his bedroom 
once a day. Mr Davies applied through the Help Scheme 
and got the TV in the bedroom converted to freesat.  
Mr Davies was full of praise for the engineer who 
installed the equipment. The fact the engineer was 
extremely clean, efficient and mannerly made  
Mr Davies offer him a pint in the local hotel that  
evening. The installer politely refused and said it was  
all part of the job. 

8o

I was worried about the switchover and I wouldn’t have 
dreamt of being able to do this myself. I’m so pleased 
that it’s all taken care of and that I won’t miss any of my 
favourite programmes. The man who came to install the 
equipment was dead-on time, and, when he finished, I 
had a lovely picture, sharper than I’ve ever had before.

I was a little bit anxious about having a stranger in my 
home but the engineer that came was so helpful he  
made it really simple. The installer had a lot of patience 
and took the time to explain to me what he was doing  
and how the equipment worked. I knew there was a 
number I could call if I got into any problems.

81

82

78 I am so glad I saw you here today as I lost BBC channels 
a few weeks ago and then lost all the rest of them on 
Wednesday. I have tried everything but didn’t realise 
you could just call up and get someone to come and 
supply me with everything that I need and do it all for 
me. It is a big weight off my mind. 

79 Margaret does not get out and about much now as  
her eyesight is deteriorating. She enjoys going to  
church when she can get a lift and if she can’t, the  
priest visits her to give her communion and to have  
a chat. The priest agreed to promote the Help Scheme  
to eligible parishioners when he visits disabled and 
elderly people in their own homes when they can’t  
get to mass. 

Margaret had received the letters from the Help Scheme 
but was hesitant to call. When the priest visited, he 
reassured her and gave her a leaflet. She decided to  
call the Scheme and the engineer came and installed  
the box. She was very worried about remembering  
how to operate the box and also what to do when she 
had to retune. She sat down with a notepad and asked 
the engineer to run over the instructions so that she 
could write it down step by step. 

After he had gone she practised operating the box and 
now she is waiting for switchover. She did threaten the 
priest that she would ask him to retune when he visits 
next week, if she gets really stuck!
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live independently or in supported accommodation and 
has worked with Alfred for several years. Alfred has a 
severe and enduring mental illness and lives alone in 
a small flat in town. He also has a visual impairment. 
Having visited Alfred’s home, Ron knew he did not have  
a digital ready TV and suggested the Help Scheme  
might be useful to him.

Ron gave Alfred the Help Scheme information and  
phone number and assisted him with the initial phone 
call. Although he was very anxious at first, the person 
Alfred spoke to was calm and reassuring, which helped 
ease his anxiety. Alfred was given clear information  
and felt reassured throughout the process. Reassurance 
was particularly important given Alfred’s mental  
illness and his impaired vision. Someone from the 
Scheme is coming to see him to show him again how  
to use the equipment, especially the remote control, so 
he is really impressed that they have been so helpful.

85The men who came were very professional and polite 
and put on plastic shoe covers as I had light carpets 
upstairs. They were very quick and tidy and explained 
everything thoroughly. They put up a new aerial upstairs 
for me, which would have cost a fortune if I’d had 
someone private do it. I am so chuffed I can watch all 
the programmes while I am in bed.

83

The manager of the Red Lion pub identified Pam as 
needing some support. She was in the lounge bar while 
I was explaining the Help Scheme to some of the staff 
and customers. Once I was finished, the manager asked 
me if I would talk to Pam. 

Pam is 77 years old and she had just lost her husband 
four months ago. This was the second time she had 
been out of the house since the funeral. The manager of 
the pub had encouraged her to come in. She admitted 
that she has been unable to concentrate on anything 
and felt down in the dumps. 

Pam has an analogue TV which needs to be converted 
so I told her about the Help Scheme. With the help of  
the pub manager we arranged for an engineer to visit. 
Pam did not have any idea about the switchover or why 
it was happening. She definitely would have been left 
with a blank screen and she seemed pleased to have 
solved the problem. 

84
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Mrs Lee is mentally very alert but physically frail and is 
quite isolated at home, especially as she has no telephone 
in the house. She is very wary of strangers and doesn’t 
appear to accept any external help from social services etc.

Mrs Lee had received all the letters from the Help 
Scheme but didn’t understand what she had to do. She 
was very concerned that the cost of conversion might 
be beyond her. I was introduced to Mrs Lee by the local 
Neighbourhood Watch coordinator and we discussed  
with her what she needed to do. She was grateful for  
our help.

We used her neighbour’s mobile to speak to the Help 
Scheme and arranged an accompanied visit. Mrs Lee only 
has a chequebook account and, as the cheque needed  
to be cleared before a visit could be arranged, the 
neighbour offered to use her credit card to make the 
payment. The engineer arrived at the agreed time having 
previously contacted the neighbour by phone to warn  
her of his arrival time. Mrs Lee told me that the work was 
completed to her satisfaction.

89

88 Carrie is the warden of a sheltered housing complex.  
She had left Help Scheme leaflets in the hall for people  
to pick up. Carrie was worried about one gentleman 
whose TV wasn’t heard outside in the corridor anymore. 
Carrie phoned the Help Scheme on behalf of the 
gentleman and arranged an engineer visit. Carrie sat with 
the gentleman during the install and, although he didn’t 
ask, she felt that’s what he wanted. He was reluctant 
to call the Scheme as he didn’t want to bother people, 
saying he didn’t watch much TV and that his hearing was 
no good anymore but after it was done he was pleased. 
Carrie is pleased to hear his TV loudly in the corridor 
again now!

Miss Taylor has severe arthritis, which has gradually got 
worse and in recent months has significantly restricted 
her mobility. She can no longer access the top floor of her 
house and has converted one of her downstairs rooms 
into a bedroom. She now spends most of her time in two 
rooms - her bedroom and living room. There are times 
when she physically cannot get out of bed or move from 
the bedroom to the living room. 

Miss Taylor used to attend the day centre but has not 
attended for several months due to her increasing 
mobility problems. She rarely leaves her house now 
and relies on her friends to support her with household 
cleaning and cooking. 

I visited Miss Taylor and explained the Help Scheme 
to her. I discovered that she has a small old analogue 
television in her bedroom. 

I revisited Miss Taylor on Saturday and she told me  
that she’d contacted the Help Scheme. The engineers 
came out and installed a new aerial and converted the 
old TV for free. She told me she was very pleased and 
very much appreciated the assistance from the Scheme.

86

87 I do not know what I need to do to be ready for the 
switchover next year and am unable to install equipment 
in the house. I struggle to get around and rely on my TV. 
I am very pleased that the Help Scheme is here to take 
away the worry for me. 
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accident. Her speech and movement are impaired and 
she needs 24 hour care. 

Anna is very dependent on jigsaw puzzles and television 
for entertainment in the evenings. There are certain 
programmes which are extremely important to her and 
she gets quite distressed if she misses them.

As a result of the digital switchover, Anna had lost some  
of her favourite TV channels and phoned me several 
times to ask if I could help. I realised that she was 
eligible for the Help Scheme and I phoned on her behalf. 
Arrangements were made for the Help Scheme team 
to install an aerial and tune Anna’s TV. I was informed 
in writing of the appointment beforehand and the Help 
Scheme engineers explained everything to Anna on the 
day – she always enjoys interaction with people who 
come to the house, especially when they take the time  
to listen to her. 

Anna was delighted to have her favourite TV channels 
back again. She told me that she has watched TV non-
stop since it was done. 

92

The volunteer spoke to a community hairdresser who 
knew of a couple, one of which suffers from Alzheimer’s 
and the other from a different form of dementia. 
The couple feel socially isolated and were unable to 
understand or act upon the literature provided.  
The community hairdresser had regular contact with  
the couple and over a period of a few weeks she was  
able to assist them in understanding the switchover. 

However, long-term retention of the information was 
difficult due to the couple’s medical conditions. Not to  
be dissuaded, the community hairdresser was able  
to engage the help of a family member who was able to 
contact the Help Scheme on the couple’s behalf.

The digital equipment has been installed, which will 
ensure they can continue to watch their TV and thus 
prevent any distress on the part of the couple had their 
television signal suddenly stopped working.

It was made very easy and I did not have to worry about 
anything. Your installer was excellent even when he had  
a problem he stayed to complete the job. Most would 
have just left. He continued working in the dark and cold. 
A very nice man who was very tidy and efficient.

91

93

I qualified for the Help Scheme because I am disabled 
with cerebral palsy and I use a wheelchair. I sent the  
form back and they were very quick at arranging the 
date to have it fitted. When the engineer came, he 
showed me his ID card and I then showed him where I 
wanted my new equipment fitted. He was very tidy;  
you would not know he had been there. After he fitted 
the box he went through how it worked and made  
sure that I knew which buttons did what. I chose the 
upgrade option to freesat which is excellent value and  
it now means that if I need to stay in bed or rest in  
the day I still have plenty of channels to watch while 
being comfortable in bed.

90
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about Mr Evans. He had to be accompanied by one  
of the carers because he was very cautious of people 
who were new to him as he has severe mental health 
conditions. Mr Evans has difficulty speaking and 
sometimes finds it easier to write things down.  
Mr Evans finds social interaction extremely difficult  
and he admitted that he knew absolutely nothing  
about the switchover.

He was not capable of making the phone call to the  
Help Scheme therefore Circles Network did this on 
his behalf.An install appointment was arranged and 
the manager agreed to visit Mr Evans on the day of the 
appointment and sit with him until the engineer left so 
that he felt safe. Mr Evans was pleased to hear the news 
that he would receive a digital box for no cost and  
that his television watching would not be disturbed  
by the switchover. Mr Evans explained that due to  
his illness he finds breaking his routine very difficult.  
He watches certain TV programmes at certain times  
and so forth and if he saw a blank screen he would 
not know what to do as he does not have the support 
network that most of us have. 

96The installer password is an excellent idea and 
comforting. This was easy to arrange with a helpful  
and sympathetic advisor. The offer to participate in  
this Scheme arrived with plenty of time to accept 
and the installation was carried out well before the 
switchover date. The installer had an awkward task to  
run the wiring to the outside to connect to the aerial. 
It took longer than might have been normal because 
he was very careful. It was appreciated that the 
appointment was made by my choosing and there  
was the assurance that help could be gained easily  
if required. The leaflet issued with the original offer  
was very helpful and definitely informative.

94

95 I was introduced to Jonny as the ‘digital switchover lady.’ 
Jonny is 79, and lives alone. Most of his friends have 
died and the few friends he does have, he doesn’t like 
to bother. He knew nothing about switchover until his 
television went blank. He was going to try and save up 
weekly to purchase a digi-box but he wasn’t sure how  
to install it.

Jonny confided in me that he has recently been suffering 
with depression, which means that he has not been 
taking enough care of himself or his home. I assured 
Jonny that he need not be ashamed and that the 
engineers will understand. Jonny said he would  
like to receive some help as he admitted that it would  
be very difficult for him to do on his own.

I asked Jonny if he would like to give the scheme a call  
on my mobile phone and we contacted the scheme 
together to book an appointment. Within the next week or 
so Jonny will be able to watch television and he thanked  
me for taking the time to chat to him and for caring.
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The installer was quick and very helpful. As an older 
person I sometimes get very wary having strangers  
in my house. He was very polite and considerate so  
I was very relaxed about it.

James is just 16 and is a real character. He loves  
watching TV and his mum has put a TV in his room  
to stop James and his sister from arguing about 
programmes. James’ main hobby is swimming.  
He is hoping to be part of the Paralympics when  
he is older.

The installer came when James was at home.  
James was very anxious about letting a stranger into  
his bedroom. But the installer chatted to him and 
explained what was going to happen. James sat with  
him throughout the process and followed him around 
even when an aerial was being fitted on to the roof. 
James’ mum Sally said the man was fantastic with her  
son and was really relieved that the TV was sorted.

98

99

100

Novenka is Polish and has been in this country since 
1947. She has been disabled for nine years but because 
English is not her first language, she often finds it 
difficult to socialise. She comes to the day centre to 
meet other members of the Polish community but she  
is home bound most of the time so the television is  
very important to her. 

Isabella, manager at the Polish Day Centre for the 
Elderly, is a Help Scheme volunteer and was able to 
identify that Novenka is eligible but when asked if  
she had received a letter Novenka said she had 
misplaced it. 

Isabella rang on her behalf but was told that Novenka  
had already called the Scheme to say she was ready for 
the switchover and didn’t need help. Isabella clarified  
that it was incorrect as she only has Polish satellite 
channels but she was also receiving English analogue 
channels, which would be going off at the end of the 
month. The advisor re-opened her account and then 
arranged a time for an engineer to come and install  
the equipment. 

I was recently diagnosed with macular degeneration  
and have been a bit lost trying to get my life back.  
The talking box being offered by the Help Scheme is  
just what I need especially with the ‘Audio Description’  
as I have difficulty concentrating on and seeing pictures. 
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nearby and lives in an isolated rural area. He relied on  
his neighbour for company and for the last eight years  
he had Christmas dinner with them. Unfortunately,  
the neighbour has recently moved away, which means it 
is likely that Mr Brown will be on his own for Christmas 
this year. Mr Brown finds it difficult to mix socially and he 
feels very lonely and isolated. 

Dan asked Mr Brown if he had received his letter 
about the digital switchover, which he said he had but 
was confused as to what it was about. Dan explained 
switchover and the Help Scheme and helped Mr Brown 
with his application. An appointment was agreed and  
the equipment has been installed. 

101
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The following numbers give an idea of the scale of our operations. 
More importantly they also reflect the vast number of individuals 
and organisations that came together to help deliver a scheme 
that offered practical help to over seven million eligible 
individuals and households.

Local organisations 
supported the  
Help Scheme

11,300

Colleagues in total 
worked to deliver  
the scheme 

4,190

23 million
Mailings were sent to 
eligible people 

Digital TV installations 
per week were carried  
out at our peak

20,000
Calls were received 
from older and 
disabled people 

6 million

Community supporters 
voluntarily raised 
awareness of the  
help available 

116,500
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