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There are a number of barriers to digital inclusion and often these 
interlink. It is important to understand them in relation to the priority 
group/s you wish to support.  It is also important to appreciate that  
these barriers may apply not only to the communities you wish to  

support but also to your staff, partners and family/carers:

• Access: in order to use digital, people need to have access to  
equipment, a connection, support (if required). This can be physical  

access and/or financial means.

• Motivation: people need to be motivated to use digital. This includes  
understanding and appreciating what the benefits to them are.

• Skills: people need to have the right skills to use digital. This includes 
whether they have the means and/or motivation of learning these skills - 

such as support, access to equipment, time. 

• Confidence: in order to use digital people need to have confidence in 
it and feel safe using it. This can link to skills and motivation, but it can 

also include fears of fraud, data protection and online security.

In addition, people may face barriers caused by the design  
of digital services and products (lack of accessibility) and by lack  

of awareness of what is available to them and the benefits

The building blocks  
of digital inclusion
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Define:
digital exclusion

Understand digital 
exclusion in your area

Identify 
what works

Make 
connections

Identify 
digital inclusion

Identify new 
opportunities

Understand risk 
and impact

Understand  
your priority groups

Engagement threading through all

Understand the  
local landscape

Define: 
your high-level vision 

The building blocks  
of digital inclusion
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Action How to complete the 
action Example Things to 

remember
Tools / data
you can use

Define digital 
exclusion 

Explain – for you – what digital 
exclusion means, and what it does not 
mean

Digital exclusion is where someone 
experiences external barriers that 
prevent them from using the internet 
and digital oservices in the way they 
want

It’s important to remember that many 
people have different views of what 
digital exclusion is – your definition 
could include using digital devices, even 
if they aren’t connected to the internet 
(e.g. a digital display)

Key factors contributing to digital 
exclusion are:

• Access: both physical and financial
• Motivation: including understanding 

or appreciation of the benefits
• Skills: including whether they have 

any 
available means of learning ICT skills

• Confidence: including fears of fraud 
and online security

• It is important to do this early so you 
don’t get ‘mission creep’

Exploring different definitions of digital 
inclusion:

• NHS 
• ONS
• Good Things Foundation 

This report by the Good Things 
Foundation identifies motivations  
of non-users of the internet

Define Digital Exclusion

http://digital.nhs.uk/about-nhs-digital/our-work/digital-inclusion/what-digital-inclusion-is
http://www.ons.gov.uk/peoplepopulationandcommunity/householdcharacteristics/homeinternetandsocialmediausage/articles/exploringtheuksdigitaldivide/2019-03-04#what-is-the-pattern-of-digital-exclusion-across-the-uk
https://www.goodthingsfoundation.org/the-digital-divide/
http://www.goodthingsfoundation.org/insights/digital-motivation/
http://www.goodthingsfoundation.org/insights/digital-motivation/
https://rethinkpartners.co.uk/
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Action How to complete 
the action Example Things to 

remember
Tools / data 
you can use

Set out what you 
are trying to do

Set out a high-level vision that identifies 
what you want to do in relation to digital 
exclusion

“We want to get everyone aged 75 and 
over online”

This could be a general policy, a 
manifesto commitment, 
or a broad strateg 

There may be more than one thing you 
want to do

Define key words like ‘online’, ‘engaged’, 
‘exclusion’ etc – for example, does 
‘online’ mean someone has access to 
the internet, that they use the internet, 
or that they have the skills to get online?

Collaborative tools to work with others 
on definitions:
Miro ; Flinga; Mural
A theory of change, such as the Digital 
Boomers model created by Rethink 
Partners, is a useful way of expressing 
your high-level vision and showing the 
key causal factors required to get you 
there.
A logic model can help to identify in 
detail what you need to do to achieve 
your high-level vision.

Form local networks Identify local groups that may already 
be funded to provide support in 
the digital arena, including Digital 
Champion programmes, and engage 
with national agencies that may have 
a local presence (e.g. Good Things 
Foundation, AgeUK, Ability Net)

A regular taskforce or network to 
share best practice, and encourage 
collaborative working 

In person and virtual events can have 
different accessibility requirements 

Try to encourage engagement around 
your strategy, manifesto commitment, 
or policy

The Digital Inclusion Toolkit has a good 
section explaining how to create a 
Digital Champions Network ; Citizen’s 
Online also has some good advice 
and support offers around Digital 
Champions, as does the One Digital UK 
project, and there are some national 
organisations which can offer training 
in digital skills such as Learn My Way 
- Good Things Foundation and Digital 
Unite
Talk to your local Council for Voluntary 
Service (CVS) about what groups are 
working within the digital inclusion 
agenda in your area.  You can locate 
your CVS via their membership body, 
NAVCA Good Things Foundation has 
built a good network 

Define your vision

http://flinga.fi
http://rethinkpartners.co.uk/digital-boomers/
http://rethinkpartners.co.uk/digital-boomers/
http://evaluationsupportscotland.org.uk/resources/interactive-logic-model-template/
http://digitalinclusionkit.org/creating-a-digital-champions-network/
http://digitalinclusionkit.org/creating-a-digital-champions-network/
http://www.citizensonline.org.uk/digital-champions/
http://www.citizensonline.org.uk/digital-champions/
http://www.onedigitaluk.com
http://www.goodthingsfoundation.org/learn/learn-my-way/
http://www.digitalunite.com
http://www.digitalunite.com
http://navca.org.uk/find-a-member-1
https://rethinkpartners.co.uk/
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Action How to complete 
the action Example Things to 

remember
Tools / data 
you can use

Join regional or 
national networks

Engage through national organisations 
like LGA, DCMS, telcos, AgeUK, Ability 
Net and Good Things Foundation with 
other public, private and third sector 
organisations

Join the National Digital Inclusion 
Forum, or engage with LGA directly

Many organisations are at the same 
point on their journey as you – reach 
out to neighbours as well as to 
organisations based further away

Good Things Foundation has built 
a good network

Explore what this 
will involve

Define what you will and won’t do. 
Consider all the different areas of  
work– skills, confidence, devices, access 
to the internet, affordability, accessibility 
of digital services, adaptations and 
assistive technology etc.

“We will provide people with the skills 
and confidence they need to be online”

Consider that some actions (e.g. 
bringing together a network, sharing 
data on free wifi spaces) will have much 
lower costs than other activities (e.g. 
providing devices, one-to-one support) 

Consider different options on the Digital 
Inclusion Toolkit 

Identify Essential Digital Skills for life 
and work

Explore what others are doing, such 
as LOTI

Explore what can be 
done better, centrally 
or together, to tackle 

digital exclusion

Utilise your local networks to explore 
the question collaboratively. As a 
minimum, this work should identify: pain 
points in the current way of working, 
and a prioritisation of these; activities 
that might alleviate these pain points, 
especially if they can be done centrally 
(i.e. delivered once), or better together 
(i.e. utilising standard approaches); 
constraints to these potential activities; 
and a prioritisation of the activities 
based on high-level potential benefits 
and costs.

• A series of workshops with local 
residents  
nd providers

• A prioritised list of pain points
• A prioritised and broadly scoped 

series of activities that could be done 
centrally, or together

Working together will secure buy-in to 
the activities and general support
What you initially expect may not be 
what the current system wants or needs

The gov.uk service delivery manual has 
a lot of information on running Agile 
projects, and has a good section on how 
to run a ‘discovery’ phase of work

Define your vision

http://www.goodthingsfoundation.org/our-network/
http://digitalinclusionkit.org/category/delivering-a-digital-inclusion-programme/
http://digitalinclusionkit.org/category/delivering-a-digital-inclusion-programme/
http://www.gov.uk/government/publications/essential-digital-skills-framework/essential-digital-skills-framework
http://www.gov.uk/government/publications/essential-digital-skills-framework/essential-digital-skills-framework
http://loti.london/projects/diip/
http://www.gov.uk/service-manual/agile-delivery/how-the-discovery-phase-works
http://www.gov.uk/service-manual/agile-delivery/how-the-discovery-phase-works
https://rethinkpartners.co.uk/
https://lga.rethinkpartners.co.uk


Action How to complete 
the action Example Things to 

remember
Tools / data 
you can use

Map digital  
exclusion  
likelihood

Utilise your definition of digital 
exclusion to identify where is most likely 
to experience digital exclusion, or where 
those most at risk are likely to live

A map showing which wards or small 
areas are more likely to house people 
who meet your definition of digital 
exclusion

This is about mapping broad levels of 
risk -consider the high-risk factors for 
digital exclusion

Use existing maps and datasets as a 
base:

LOTI Digital Exclusion map (for London)
GMCA Digital Exclusion Risk Index (for 
Great Britain)

QGIS is a free and simple mapping tool 
with a variety of free training materials, 
and Google Maps is widely used

Identify local digital 
exclusion data sources

Explore internally what data sources 
you collect that might indicate digital 
exclusion. These might include 
how council taxes are paid, ways of 
communicating with the council, and 
flags on databases if people have 
asked not to be contacted by email. 
Then explore similar datasets with local 
partners.

A list of internal and local data sources, 
identifying who manages the data 
source, how it is collected, how often it 
is updated, and limitations on use

Consider discussing data sharing 
agreements with partners to access 
information on areas they are working in
Recall that, by mapping existing projects 
and support, you may already have an 
idea of which areas are more and less 
likely to be digitally excluded 

Understand digital exclusion 
in your local area

http://digitalinclusionkit.org/barriers-to-digital-inclusion/#:~:text=Some%20factors%20put%20certain%20sections%20of%20the%20populations,higher%20risk%20of%20digital%20exclusion.%20These%20include%3A%20age
http://gisportal.london.gov.uk/portal/apps/webappviewer/index.html?id=7496d64d8a2949edb97fc13268fa7920
http://gisportal.london.gov.uk/portal/apps/webappviewer/index.html?id=7496d64d8a2949edb97fc13268fa7920
http://qgis.org/en/site/
http://www.google.co.uk/maps
https://rethinkpartners.co.uk/
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Understand digital exclusion in 
your local area

Action How to complete 
the action Example Things to 

remember
Tools / data 
you can use

Identify data gaps  
and how you might  

fill them 

Utilise your internal information, local 
partner information and national 
datasets to understand what parts 
of the puzzle you are missing locally. 
Do you have information to identify 
individuals who might need support, 
or do you need to do something more 
basic like a survey?
Use a MoSCoW model to prioritise 
which data gaps are most urgent to fill

A list of numbers or databases you 
might need to develop to provide 
greater insight into what digital 
exclusion support might be needed
For example: Survey of local residents 
to understand general levels of digital 
exclusion; flag to be added to contact 
centre connections noting digital 
exclusion issues

Prioritisation of data gaps can be 
subjective – broadly you need to make 
the biggest leaps with the least effort. 
Small changes to existing resident 
surveys, or existing databases to 
capture additional information, are 
better than whole new schemes of work

MoSCoW models identify things you 
Must have, Should have, Could have, 
and Won’t have

Set a baseline

For you to understand your impact, 
you need to have a baseline to identify 
the level of change – good or bad. This 
baseline should set the current position: 
who is affected by digital exclusion, how 
many, where. It may also explore more 
detailed factors, such as the types of 
issues faced

A short document setting out the 
current position, and how this 
is expected to change without 
intervention. For example, “There are an 
estimated 5,600 residents locally who 
are digitally excluded, and these are 
predominantly single parent households 
on low income”

You may need to fill your data gaps by 
conducting surveys, or ‘ground truthing’ 
assumptions with local delivery partners

The Co-operative Councils Innovation 
Network has produced a guide on 
‘Understanding the digital divide’, which 
explores collating and analysing data, 
and surveys used in Cardiff, Cheshire 
West and Chester, Plymouth, and 
Sunderland

http://www.productplan.com/glossary/moscow-prioritization
http://www.councils.coop/project/digital-divide/
https://rethinkpartners.co.uk/
https://lga.rethinkpartners.co.uk


Action How to complete
the action Example Things to 

remember
Tools / data 
you can use

Develop  
local personality 

profiles or 
personas

Use the information you have from 
existing local  and national data sources 
to identify typologies of residents who 
are more likely to be digitally excluded, 
or alternatively who are most impacted 
by digital exclusion

A list of personas or personalities that 
are most impacted by digital exclusion, 
or most likely to be digitally excluded – 
e.g. single parent on low income with 
one or more children aged under 5

A range of personas have already been 
created – you do not need to recreate 
the wheel
There may be evidence that other 
factors not currently considered 
by existing personas might be 
more pertinent to your area – for 
example, cultural, ethnic, age or other 
demographic variations

A range of personas have been  
created by LOTI

Other useful tools showing resident 
datasets include ONS Output Area 
Classifications, Experian and CACI. 

The Internet User Classification gives 
you an idea of how residents interact 
with the internet, based on their internet 
usage.

 
Identify the broad risk 

factors in your area

Utilise literature reviews, and the 
knowledge and experience of 
partners such as the local VCSE, 
housing associations and care providers 
to understand some of the main risk 
factors of digital exclusion, and whether 
they apply to your area

“The risk factor most associated with 
our area is older age demographics, and 
our activity should be targeted towards 
these groups”

Not all risk factors may apply to your 
area, while some may apply more 
strongly or weakly in your area – it may 
be difficult to ascertain this fully
Do consider testing assumptions locally 
about broad risk activities, especially 
with existing local delivery groups

The Good Things Foundation publishes 
its Digital Nation infographic annually, 
gathering together the facts and stats 
about digital inclusion and exclusion in 
the UK.

NOMIS provides a good overview 
of local data about local authorities, 
combined authorities, and regions 
and nations that can support an 
understanding of local demographics 

Understand your 
priority groups

https://loti.london/resources/digital-exclusion-personas/
https://www.ons.gov.uk/methodology/geography/geographicalproducts/areaclassifications/2011areaclassifications/datasets
https://www.ons.gov.uk/methodology/geography/geographicalproducts/areaclassifications/2011areaclassifications/datasets
https://www.experian.co.uk/business/platforms/mosaic
https://acorn.caci.co.uk/
https://data.cdrc.ac.uk/dataset/internet-user-classification
http://www.goodthingsfoundation.org/insights/building-a-digital-nation/
http://www.nomisweb.co.uk/reports/lmp/la/contents.aspx
http://www.nomisweb.co.uk/reports/lmp/comb/contents.aspx
http://www.nomisweb.co.uk/reports/lmp/gor/contents.aspx
http://www.nomisweb.co.uk/reports/lmp/gor/contents.aspx
https://rethinkpartners.co.uk/
https://lga.rethinkpartners.co.uk


Action How to complete 
the action Example Things to 

remember
Tools / data 
you can use

Identify your  
priority groups

Utilise your existing data on risk factors, 
local resident statuses, personas, and 
mapping risk, to identify which groups 
may be most at risk of digital exclusion, 
or most impacted by being digitally 
excluded.  These may not necessarily 
be the same – see the example in the 
following column

“Our most at risk group is older 
residents, aged 65+. However, young 
care leavers are the most impacted 
by digital exclusion, and a significant 
number of young care leavers live in our 
area”

This may be policy-based (i.e. identified 
through a manifesto) or evidence-based 
(i.e. identifying those most at risk of 
being digitally excluded or impacted by 
digital exclusion)

Work with local  
groups and residents  

to understand the  
needs of your  
priority groups

Utilise the existing local and national 
networks to identify the different and 
specific needs of your priority group(s)

Identify the main issues in digital 
exclusion for your priority groups 
through a short summary report, which 
can be agreed with residents and 
community groups
“A significant number of older residents 
do not want to get online. They are 
concerned about the cost of devices 
and online safety. Our activity needs to 
focus on the benefits of using digital 
devices, and explore low-cost options 
for residents accessing devices”

There may be opposition from your 
priority groups to 
digital inclusion activities. For example, 
getting people 
online and using digital services may be 
seen as a 
precursor to shutting down valued 
services; or residents may simply not 
choose to go online even if they are 
aware of the benefits. This needs to be 
considered in advance
You may find that the issues your 
priority group face fall outside of your 
initial definition of digitWal exclusion 
– e.g. use of digital displays on boilers 
and washing machines
Use this as an opportunity to 
challenge your own digital bias – what 
assumptions are you making?

Engagement sessions, working with 
local partners such 
as VCSE and other providers, are 
important tools for understanding the 
needs of the groups you have identified 
as a priority and challenging your 
assumptions as well as testing what 
mapping and identification exercises 
have told you

Understand your 
priority groups

https://rethinkpartners.co.uk/
https://lga.rethinkpartners.co.uk


Action How to complete 
the action Example Things to 

remember
Tools / data 
you can use

Identify who provides 
digital inclusion support 

in your area

Identify the organisations – public, 
private, VCSE, faith, and academic 
sectors – that provide any kind of 
support to reduce digital exclusion. Use 
your definition of digital exclusion to 
best identify which 

List of organisations working on digital 
inclusion activities in your area

Make this data open, where possible. 
This can help with signposting people to 
the right services, as well as identifying 
new services to people just outside the 
boundaries of your local area

LOTI has used Airtable to show projects 
around digital inclusion in London. 
There is also a handy guide as to how to 
use Airtable to collect information
Other free tools such as Trello, Google 
Sheets or Google Maps could also be 
used 

Use existing networks and forums in 
your area to gather information about 
digital inclusion activities

Talk to your local Council for Voluntary 
Service (CVS) for help.  You can locate 
your CVS via their membership body, 
NAVCA 

Identify where digital 
inclusion support is 

provided in your area

Identify the places and spaces – 
community halls, libraries etc – where 
support to overcome digital exclusion is 
provided 

List of places where there is digital 
inclusion support provided

Identify what projects 
or programmes exist to 
tackle digital exclusion 

in your area 

Identify existing projects or programmes 
from any type of organisations that may 
deliver digital inclusion support in your 
area

List of programmes and projects 
providing digital inclusion support in 
your area

Understand the 
local landscape

http://airtable.com/shr2EFnGLlylbGl0Z/tblTIp326Uo3VvnT3
http://airtable.com/shr2EFnGLlylbGl0Z/tblTIp326Uo3VvnT3
http://loti.london/toolkit/innovation-in-procurement-toolkit/guide-to-market-engagement/setting-up-supplier-database/
http://loti.london/toolkit/innovation-in-procurement-toolkit/guide-to-market-engagement/setting-up-supplier-database/
http://trello.com/en-GB/signup
https://www.google.co.uk/sheets/about/
https://www.google.co.uk/sheets/about/
http://www.google.co.uk/maps
http://navca.org.uk/find-a-member-1
https://rethinkpartners.co.uk/
https://lga.rethinkpartners.co.uk


Understand the 
local landscape

Action How to complete 
the action Example Things to 

remember
Tools / data 
you can use

Identify how  
projects, organisations 

and places are  
linked

Produce a relationship map, database 
or similar, of places, organisations 
and projects, noting how they may be 
related.

A relationship map showing which 
projects and organisations deliver 
support in different areas

Some places may be used for multiple 
digital inclusion support activities – 
these can be considered ‘local hubs’ 
where you might be able to provide or 
expand support, for example

A range of relationship mapping 
software is available online, including 
Kumu and Onodo

GMCA has created a relationship map of 
some of the projects, organisations and 
places in Greater Manchester providing 
digital support

Identify gaps  
in existing  
provision

Use your information on service 
provision to identify where services 
may be provided in one area, but not 
another; or where specific groups of 
individuals may be supported, but not 
others

A list of digital inclusion support that 
is not provided for certain groups or in 
certain areas

It is important to consider how you 
will identify gaps, and to incorporate 
this into your crowdsourcing of digital 
inclusion projects, organisations 
and places. For example, when 
identifying support, ask what groups 
are specifically supported (e.g. older 
residents, younger residents, a certain 
area of your district etc)

Identify  
opportunities  
for expanding  

provision

Explore whether existing programmes 
have evidence of activity and impact 
and combine this with information about 
service gaps. In some cases, you may 
need to investigate and provide support 
around cost benefit analysis or conduct 
your own case studies

A series of case studies on existing 
provision, identifying groups supported, 
type of activity, and overall impact

At this early stage in identifying options, 
a full five case model may not be 
required, only a general overview

It is helpful to understand the Five Case 
Model, and some of the basics of a 
cost benefit analysis when conducting 
a review of potential opportunities for 
investment

lga.rethinkpartners.co.uk

http://kumu.io
http://onodo.org
http://onodo.org/visualizations/173416
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/749086/Project_Business_Case_2018.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/749086/Project_Business_Case_2018.pdf
http://www.greatermanchester-ca.gov.uk/what-we-do/research/research-cost-benefit-analysis/
https://rethinkpartners.co.uk/
https://lga.rethinkpartners.co.uk
https://lga.rethinkpartners.co.uk/

