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1. Why produce a Digital Inclusion Information Pack? 

Over the last two years a significant amount of work has been completed in two key areas: 

1. Shropshire Council, DWP, some local businesses and Voluntary, Community and 
Social Enterprise (VCSE) providers have worked together to respond to welfare 
reform at a local level and, in particular, to develop a new partnership of digital 
inclusion providers called Get I.T. 

2. Shropshire VCS Assembly has worked with public sector leads, Big Lottery and VCS 
representative bodies in Shropshire, Telford and Wrekin and Herefordshire to design 
and implement the Social Inclusion theme of the Marches LEP European Structural 
and Investment Fund Strategy (ESIF). 

These two strands of work mean that digital inclusion providers in Shropshire are now well 
placed to explore new opportunities and work together to highlight the importance of digital 
inclusion as a way of minimising social inclusion and equipping people with the necessary 
skills, confidence and motivation to move towards employment. 
 
This information pack brings together national and local information to support local digital 
inclusion providers in their work to: 

 Understand more about the off-line population and those in need of support to 
prevent digital exclusion. 

 Understand trends, changes and highlights from available data sources. 

 Understand more about digital inclusion outcomes. 

 Consider the social value of digital inclusion support. 

 Use facts and figures within work to promote the importance of digital inclusion 
support services to lead providers and funders. 

 
 
2. What is Digital Inclusion? 

The way we live increasingly relies on access the internet and the computers/tablets, mobile 
phones and other equipment that allow us access to the internet. We are expected to 
perform online transactions such as paying bills, booking appointments and applying for 
jobs. However, those people who have the greatest needs and are furthest from employment 
are not benefitting from the internet. Often they lack the basic digital literacy skills and 
resources to both get online and then complete online transactions (i.e. many of the socially 
excluded groups identified above). 
 
Digital inclusion can be defined as having access to information and communication 
technologies (ICT), and e-services. However, increasingly there is recognition that digital 
inclusion is not only having physical access to the internet, but also having the necessary 
skills, confidence and capabilities to use the internet. BT refers to this as ‘effective access’.1 
 
Effective digital inclusion requires three elements shown in the diagram below: the 
equipment to get online, the skills to get online and the motivation to use those skills and the 
equipment. Affordability, knowledge of internet equipment, basic IT skills and a desire to get 
online are all important factors in effective internet access. 
 
 

                                                           
1 Digital Inclusion, by Just Economics for BT, June 2014  

http://www.btplc.com/Betterfuture/ConnectedSociety/Creatingpossibilities/Valueofdigitalinclusion/Digit

al-Inclusion-SROI.pdf 
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Key elements required for ‘digital inclusion’ 

 

 

 

 

 

 

 

 

 
 

Digital inclusion initiatives can help people gain access to online services, support them in 
using these services, and provide training in digital literacy skills.  
 

 
3. Why is Digital Inclusion so important? 
 

Digital inclusion is an increasingly important issue. As the population of people who are off-
line has decreased, there has been a greater focus on providing online services (often a less 
expensive service model). An example of this is the Government’s ‘Digital by Default’ 
agenda. A decision that public services should be delivered online or by other digital means 
was taken following a national research report which calculated that shifting 30% of 
government service delivery contracts to digital channels has the potential to deliver gross 
annual savings of more than £1.3 billion, rising to £2.2 billion if 50% of contacts shifted to 
digital.2 
 
Despite the benefits that the Digital by Default agenda may bring for many, there are serious 
consequences for the minority unable to access the internet. Support organisations have 
been working hard to consider the impact that online benefits application processes will have 
on those who are most vulnerable and lack the digital and literacy skills necessary for online 
application processes. It has been estimated that roughly 89% of UK public services are now 
run online, yet just 29 per cent of the UK population is using the internet to access them.3  
 
Go ON UK has built a body of evidence to understand the digital skills needed in today’s 
society and in the UK economy. Having Basic Digital Skills allows people to: 

 Shop, transact, and find the best deals online. 

 Communicate with family and friends. 

 Access digital public services. 
 
Digital skills are also increasingly important in economic participation. The UK has more 
online shoppers than any other major country in the world. 67% of UK adults now go online 

                                                           
2
 https://www.gov.uk/government/news/digital-by-default-proposed-for-government-services 

3
 UK Online Centres (2008) ‘Economic Benefits of Digital Inclusion: Building the Evidence’ UK Online 
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to research and purchase goods and services, and latest research shows that annual 
website sales amount to £193 billion.4  
 
Digital skills are increasingly important for use in finding employment. In 2009 around four in 
five jobseekers in Great Britain were making use of the internet in job search, with its use 
being especially prevalent among younger jobseekers and the most highly qualified. Since 
2009 this proportion is likely to have increased5. 
 
Over time it has become increasingly important for people accessing employment to have 
digital skills. The number of users of computers with internet access in the workplace in the 
UK increased by 27% between 2004 and 2008.6 It is estimated that between 75% and 90% 
of jobs require at least some computer use7.  
 
It is challenging and isolating living without the benefits of the internet, and this is the reality 
for one in five UK adults. 
 

 
4. Is Digital Inclusion part of Social Inclusion Funding? 
 

Those who are digitally excluded are at a much greater risk of becoming socially excluded.  
A wide range of research (including research and a programme of delivery by BT8) suggests 
that digital inclusion can support better economic, health and social outcomes for individuals 
and communities. (This is explored later in a section on outcomes). 
 
Research and engagement work undertaken in the Marches by the Social Inclusion Mini 
Group9 has highlighted digital exclusion as a barrier to employment. Stakeholder workshops 
and qualitative feedback from members of the Social Inclusion Stakeholder Group (surveys 
and interviews) have highlighted digital inclusion as a significant concern, particularly in the 
most rural areas of the Marches LEP area.  
 
Digital Inclusion research undertaken by the Marches LEP10 can be found on the Marches 
LEP website under Economic Plans, European Structural Investment Funds: 
http://www.marcheslep.org.uk/downloads/ 
 
Digital inclusion sits under the EU Funding theme of Social Inclusion (it is not a separate 
funding opportunity). Social Inclusion is funded by the Big Lottery Building Better 
Opportunities Fund. The Big Lottery Fund is matching funds from European Social Fund 
(ESF) 2014-2020 in order to support projects that tackle poverty and promote social 
inclusion.  

                                                           
4
 Go ON UK http://www.go-on.co.uk/basic-digital-skills/ 

5
 Nominet Trust (May 2012) Employment and the Internet,  A state of the Art Review written for 

Nominet Trust by Anne Green, Maria de Hoyos and Yuxin Li. See: www.nominettrust.org.uk 
6
 Chris Randall, Office for National Statistics, Social Trends: e-Society, Social Trends 41, 2010 

7 See: http://www.housing.org.uk/policy/investing-in-communities/federation-support-for-community-

investment/digital-inclusion/ 
8
 Digital Inclusion, by Just Economics for BT, June 2014  

http://www.btplc.com/Betterfuture/ConnectedSociety/Creatingpossibilities/Valueofdigitalinclusion/Digit
al-Inclusion-SROI.pdf 
9
 The Social Inclusion Mini Group is not a formal part of the Marches LEP structure but it has been 

leading on work to engage VCSE providers in the delivery of work under the Social Inclusion theme of 

the ESIF Strategy. For details contact Shropshire VCS Assembly: email 

VCSAssembly@shropshire.gov.uk 
10

 Sue Rawlings & Pauline Heffernan, RHCS, ‘Research into Digital Exclusion in the Marches & 

Gloucestershire LEP areas’, October 2013 

http://www.marcheslep.org.uk/downloads/
http://www.housing.org.uk/policy/investing-in-communities/federation-support-for-community-investment/digital-inclusion/
http://www.housing.org.uk/policy/investing-in-communities/federation-support-for-community-investment/digital-inclusion/
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Promoting social inclusion will focus on the active inclusion of disadvantaged people who are 
furthest from the labour market in order to improve their employability. It will help to remove 
barriers to work in a holistic and integrated way, including through supporting early action, 
outreach activities and access to locally provided services.  
 
Within the Marches LEP area local priorities are: 
1. Provide the means through which under-represented groups move towards employment 
through access to learning, training and volunteering.  

2. Engaging and supporting under-represented groups to enable them to overcome barriers 
and progress towards employment.  
 
Details of the Big Lottery’s Building Better Opportunities (BBO) programme are available at: 
https://www.biglotteryfund.org.uk/global-content/programmes/england/building-better-
opportunities 
Information on definitions and outputs is included in Appendix 1. 
 
There are specific target groups for social inclusion within the Marches BBO programme. 
They are: 

 Romany and Travellers 

 Lone parents 

 Carers 

 People aged over 50 (with few or no qualifications and not in employment) 

 Working poor 

 Families with multiple and complex needs 

 Homeless 

 People with disabilities 

 People with mental health issues 

 Black, Asian and Minority Ethnic groups (BAME) 

 LGBT 

 People who are digitally excluded 
 

The project outlines that will be available through Building Better Opportunities will be suited 
to partnership working. It would be challenging for one organisation to obtain the breadth 
and depth of experience needed to tackle the complex multiple issues that the people who 
need support face. Whether an applicant is working with other organisations or not, Big 
Lottery refers to the organisation that submits an application form as the ‘lead organisation’. 
The applicant (lead organisation) will have legal responsibility for all funding awarded and be 
financially accountable for money that is distributed to any partners. 
 
The Building Better Opportunities section on the Big Lottery website includes a ‘Programme 
Guide’ and ‘Summary of Partnership Requirements’. For information please visit: 
https://www.biglotteryfund.org.uk/global-content/programmes/england/building-better-
opportunities 
 
The Marches Building Better Opportunities website includes a document listing the interest 
among local organisations in working as lead or delivery partners under the BBO 
programme. See: http://www.bbomarches.com/ 
 
5. Who is Digitally Excluded? 
 

Go ON UK11 draws together a huge resource of information on the subject of Digital 

                                                           
11

 Go ON UK Ltd is a Digital Skills Charity established in 2012 by Baroness Lane-Fox. It is a 
partnership body comprising: Age UK, Argos, BBC, Big Lottery Fund, E.ON, EE, Lloyds Banking 
Group, Post Office, and TalkTalk See: http://www.go-on.co.uk/ 

https://www.biglotteryfund.org.uk/global-content/programmes/england/building-better-opportunities
https://www.biglotteryfund.org.uk/global-content/programmes/england/building-better-opportunities
https://www.biglotteryfund.org.uk/global-content/programmes/england/building-better-opportunities
https://www.biglotteryfund.org.uk/global-content/programmes/england/building-better-opportunities
http://www.bbomarches.com/


7 

 

Inclusion. It brings together research and reports from key digital organisations such as BT 
and Ofcom and data from key sources such as the Office for National Statistics.  Go ON UK 
concludes that, overall, 20% of the population is considered to be digitally excluded and at 
risk of social exclusion and 14% of the population does not have access to the internet at all. 
 

The BBC Media Literacy study12 breaks down the data in a slightly different way: 

 21% of people can’t use the internet. 

 Although 14% of people don’t have internet access at all, there are an additional 7% 
who do have internet access but don’t use it in ways that benefit them day to day. 

 
The Go ON UK research shows that the off-line population has particular characteristics. 
Those without access to the internet are disproportionately rural, low income, elderly, 
illiterate and female. The research data shows that: 

 64% of the off-line population live in rural areas. 

 50% of off-line individuals have an income below the poverty line. 

 18% are over 55 years. 
Recently published research has shown that the previous gender gap highlighted by Go ON 
UK has now closed and there is little if any difference in digital exclusion between men and 
women.13 
 
The UK Government has also considered available research and data sources and reports 
additional characteristics of the off-line population. The Government data included in the 
national Digital Inclusion Strategy14 highlights that: 

 5% of the adult population does not have basic literacy skills. 

 37% of those who are digitally excluded are social housing tenants . (4.1 million of the 

8.7 million adults who have never been online live in social housing)15. 
 17% of people earning less than £20,000 never use the internet, as opposed to 2% 

of people earning more than £40,000. 44% of people without basic digital skills are 
on lower wages or are unemployed. 

 The type of employment people are in has an impact on IT use. 33% of those in 
semi-routine and routine occupations had never used the internet in 201016. 

 33% of people with registered disabilities have never used the internet. This is 54% 
of the total number of people who have never used the internet. 

 over 53% of people who lack basic digital skills are aged over 65. 69% are over 55. 
 6% of people who lack digital skills are between 15 and 24 years. Only 27% of young 

people who are offline are in full-time employment. 
 

Additional data from the Office for National Statistics, supporting the Government’s 
conclusions, is included below. It shows that the proportion of the UK population who have 
never used the internet is reducing each year but the prevalence of non-internet use is 
greater among the older age groups, among women, among those with disabilities and those 
on the lowest incomes.  
 

Table 1 highlights age, gender and disability for the proportion of the population who have 
never used the internet. 

                                                           
12

 BBC Media Literacy: Understanding Digital Capabilities, September 2013, Ipsos MediaCT. 
13

 Oxford Internet Institute, University of Oxford (2013) Cultures of the Internet: The internet in Britain 
2013, Oxford Internet Surveys, University of Oxford. 
14

 Government Digital Inclusion Strategy: https://www.gov.uk/government/publications/government-
digital-inclusion-strategy/government-digital-inclusion-strategy#those-who-may-never-go-online 
15 http://www.housing.org.uk/policy/investing-in-communities/federation-support-for-community-

investment/digital-inclusion/ 
16

 Nominet Trust (May 2012) Employment and the Internet,  A state of the Art Review written for 

Nominet Trust by Anne Green, Maria de Hoyos and Yuxin Li. See: www.nominettrust.org.uk 

http://www.capita-softwareandmanagedservices.co.uk/software/Documents/ReachingOutHousingSurvey2012_full%20report.pdf
http://www.nominettrust.org.uk/sites/default/files/NT%20SoA%204%20-%20Employment%20and%20the%20internet.pdf
http://www.nominettrust.org.uk/sites/default/files/NT%20SoA%204%20-%20Employment%20and%20the%20internet.pdf
http://www.bbc.co.uk/learning/overview/assets/bbcmedialiteracy_20130930.pdf
http://www.bbc.co.uk/learning/overview/assets/bbcmedialiteracy_20130930.pdf
http://www.ons.gov.uk/ons/dcp171778_323333.pdf
http://www.ons.gov.uk/ons/dcp171778_323333.pdf
http://www.bbc.co.uk/learning/overview/assets/bbcmedialiteracy_20130930.pdf
http://www.bbc.co.uk/learning/overview/assets/bbcmedialiteracy_20130930.pdf
https://www.gov.uk/government/publications/government-digital-inclusion-strategy/government-digital-inclusion-strategy#those-who-may-never-go-online
https://www.gov.uk/government/publications/government-digital-inclusion-strategy/government-digital-inclusion-strategy#those-who-may-never-go-online
http://www.housing.org.uk/policy/investing-in-communities/federation-support-for-community-investment/digital-inclusion/
http://www.housing.org.uk/policy/investing-in-communities/federation-support-for-community-investment/digital-inclusion/
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Table 1 Non Internet Users in the UK by Age, Gender and Disability 
Persons aged 16 years and over 

  % Never used the internet 

  
2011 

Q1  
2012 
Q1   

 2013 
Q1  

 2013 
Q2  

 2013 
Q3  

2013 
Q4 

2014 
Q1 

All adults 17.5  16.1      14.0        13.9        13.8  13.1 12.6 

Age group (years)   

16-24 0.9        0.9          0.6          0.5          0.5  0.4 0.5 

25-34 2.1        1.5          1.0          1.1          1.2  1.2 0.9 

35-44 4.3  3.8          2.7          2.6          2.4  2.3 2.1 

45-54 10.2  9.1          7.2          6.8          6.4  6.1 5.4 

55-64 20.8  18.0        15.0        14.3        13.9  13.3 12.3 

65-74 42.6  38.6        33.4        32.5        32.2  30.8 29.3 

75+ 76.1  72.5        65.5        67.3        67.3  63.3 62.8 

Sex  

Male 14.9  13.6       11.6        11.8        11.5  11.1 10.5 

Female 19.9  18.5       16.2        16.0        15.9  15.1 14.6 

Disability
1
  

DDA disabled
2
 35.8  34.6        31.9  -  -  - - 

Work limiting disability only 11.2  10.3 8.0  - - - - 

No disability
3
 11.9  10.6 8.6  - - - - 

Equality Act disabled
4
 -  -  -         3.2         2.9  31.1 30.3 

Not Equality Act disabled
5
  -  -   -          8.4          8.3  7.9 7.5 

Source: ONS, Internet Access Quarterly Update: Q1 2014. Published 14th May 2014. 

 
Information from the same dataset produced by ONS is included as Table 2. It shows that 
those in the lowest pay bands are most likely to have never used the internet. This suggests 
that those not in employment are also likely to be digitally excluded. 

 
Table 2 Non Internet Users in the UK by Pay Band  
Persons aged 16 years and over in paid employment 

  % Never used the internet 

  
 2012 

Q1  
 2013 

Q1  
 2013 

Q2  
 2013 

Q3  
 2013 

Q4  
 2014 

Q1  

Pay band             

<£200 6.9 5.4 5.9 4.7 5.5 4.9 

£200-£299 5.3 4.3 4.6 3.6 4.0 3.8 

£300-£399 4.9 4.1 2.2 3.5 2.6 2.3 

£400-£499 2.1 2.4 1.9 2.6 2.0 1.4 

£500-£599 0.8 1.1 0.9 1.9 1.5 0.7 

£600-£699 1.2 0.5 0.6 0.7 1.1 0.4 

£700-£799 0.2 0.6 1.0 0.3 0.6 0.7 

£800-£899 0.7 0.2 0.0 0.2 0.4 0.4 

£900-£999 0.0 1.8 0.8 0.4 0.3 0.0 

£1,000-£1,499 0.0 0.0 0.0 0.0 0.0 0.0 

£1,500-£1,999 0.6 0.0 0.0 0.0 0.0 0.0 

£2,000+ 0.0 0.0 0.0 0.0 0.0 0.0 

Source: ONS, Internet Access Quarterly Update: Q1 2014. Published 14th May 2014. 
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Additional data produced by ONS has highlighted that those in the highest income bracket 
(categorized in deciles) are over three and a half times more likely to have internet 
connection than those in the lowest income decile group. They are also three times more 
likely to own a computer and one and a half times more likely to have a satellite receiver or a 
mobile phone.17 
 
Table 3 below, shows the household composition of those with and without internet access. 
It suggests that 2 person households, where one person is over 65 years old are more likely 
to not have internet access, along with single person households and one person 
households aged over 65. It is this last category within which internet access and use is the 
least likely. 
 

Table 3 Internet connection by household composition, 2012 to 2014 (%) 

  Have Internet access   No Internet access 

  2012 2013 2014   2012 2013 2014 

1 adult aged 16 to 64 76 74 80   24 26 20 

1 adult aged 65+ 36 40 41   64 59 59 

2 adults aged 16 to 64 93 96 96   7 4 4 

2 adults, 1 at least 65+ 69 74 80   31 26 20 

3+ adults all ages 95 97 96   5 3 4 

Households with children 95 97 96   5 3 4 

All households 80 83 84   20 17 16 

Source: ONS, Internet Access - Households and Individuals, 2014 

 
The infographic below summarises findings highlighted in national research that suggest 
there are particular characteristics more common among those who do not access the 
internet. This information can help us to find those who remain off-line and are at greatest 
risk of being digitally excluded. 
 
Characteristics of the off-line population 

 
 
 
                                                           
17

 Chris Randall, Office for National Statistics, Social Trends: e-Society, Social Trends 41, 2010 
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It should be recognised that the Government believes that there are some people who will 
never go online and benefit from use of the internet. The Government believes that between 
3.5 to 4 million people (6.8% to 7.9% of the adult population) may never have basic digital 
capabilities18. 
 
The infographic included on the following page highlights some of the most interesting facts 
and figures relating to digital inclusion/ exclusion at the national level and acts as a useful 
summary. 
 
The following section moves away from the question of who is at risk of digital exclusion to 
consider why people report they don’t have access to the internet. More detailed data is 
provided in following sections in order to build a better understanding of the off-line 
population and the barriers they face to becoming digitally excluded.  
 
 
6. Why are people without access to the internet? 
 
As explored above, motivation, skills and equipment (access) are all essential components 
of digital inclusion and effective use of the internet. In better understanding those elements it 
is helpful to use data from the Office for National Statistics highlighting reasons why 
households do not have internet access. 
 

Table 4 Reasons for households not having Internet access, 2006 to 2014 (%) 

 Percentages 

 
2006 2008 2010 2011 2012 2013 2014 

Don't need Internet (not useful, not interesting etc) 34 33 39 50 54 59 53 

Lack of skills - 14 21 21 22 20 32 

Equipment costs too high 21 15 18 19 15 13 12 

Access costs too high (telephone, broadband 
subscription) 16 11 15 13 14 12 11 

Have access to the Internet elsewhere 10 9 8 8 8 7 8 

Privacy or security concerns 8 3 4 5 4 2 6 

Physical or sensorial disability 3 1 2 3 3 2 3 

Other reason 13 18 13 18 15 13 12 

Broadband not available in our area - - - - - - 1 

1 Respondents were asked 'What are the reasons for not having access to the Internet at home?' 
Source: Opinions Survey, Office for National Statistics within Social Trends: e-society (ST41)- data 
tables. 

 
Table 4 shows that a large proportion of people without access to the internet believe they 
don’t need it. A lack of digital skills was the second most popular reason given. The 
response that people lack the skills has increased from 14% in 2008 to 32% in 2010 
suggesting an increasing awareness of the importance of digital skills in accessing the 
internet. By contrast the proportion saying equipment costs are a barrier to internet use has 
fallen. 
 

                                                           
18

 Government Digital Inclusion Strategy: 
https://www.gov.uk/government/publications/government-digital-inclusion-strategy/government-digital-
inclusion-strategy#those-who-may-never-go-online 
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7. What do people use the internet for? 
 
When considering how to encourage those at risk of digital inclusion to ‘get online’ it is useful 
to understand why those who are online use the internet. Table 5 below shows how people 
are using the internet. The patterns for men and women are similar although more men than 
women download software, read or download news, sell goods over the internet and listed to 
web radio or watch web television. Women are more likely to use the internet to seek health 
related information compared to men. 
 

Table 5 Selected activities performed on the Internet: by gender (percentages)1 

 UK, 2010 in % Men Women All 

Sending/receiving emails  90 89 90 

Finding information about goods and services  78 73 75 

Using services related to travel and accommodation  64 63 63 

Internet banking  57 51 54 

Reading or downloading online news, newspapers, magazines  56 46 51 

Listening to web radio or watching web television  52 39 45 
    

Posting messages to chat sites, blogs, newsgroups etc.  44 43 43 

Playing or downloading games, images, films or music  46 34 40 

Seeking health related information  34 44 39 

Uploading self created content  36 40 38 

Consulting the Internet with the purpose of learning  39 31 35 

Looking for information about education, training or courses  30 33 32 
    

Downloading software  41 19 30 

Looking for a job or sending a job application  28 24 26 

Telephoning over the Internet/video calls (via webcam)  27 20 24 

Selling goods or services over the Internet  25 17 21 

1 Adults aged 16 and over who accessed the Internet in the three months prior to interview.  

Source: Opinions Survey, Office for National Statistics 
   

Table 6 presents the same information on internet use by age group. The age group 
information is interesting and shows that the older age groups are much less likely to use the 
internet to carry out the wide range of activities the younger age groups undertake online. 
Email and finding information about goods and services are the most popular activities. 

 
Table 6 Internet activities by age group  

  Age group 

Within the last 3 months 16-24 25-34 35-44 45-54 55-64 65+ 

Sending/receiving emails 80 86 86 83 75 49 

Finding information about goods and services 71 84 87 84 75 44 

Reading or downloading online news, newspapers 
or magazines 65 73 69 60 48 24 

Social networking (e.g. Facebook or Twitter) 91 80 68 54 37 13 

Using services related to travel or travel related 
accommodation 38 53 52 54 44 22 

Internet banking 56 71 66 62 47 23 

Selling goods or services over the Internet 24 36 35 26 15 8 

Playing/downloading games/ images/films/music 68 61 58 42 29 14 

Creating websites or blogs 10 11 8 6 4 2 

Making an appointment with a doctor or other 
health practitioner 8 8 11 13 15 5 

Source: Office for National Statistics, Internet Access - Households and Individuals, 2014 
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Table 7 provides more information on the types of purchases made over the internet. The 
purchasing of clothes, sports goods and the buying of household goods are the most 
common internet purchases in the UK. Younger age groups are more likely to purchase 
tickets, film and music downloads and video games. 
 

Table 7 Purchases made over the Internet, by age group and sex, 2014 
Bought within the last 12 months (Adults over the age of 16) Percentages 

  Age group Gender   

  
16-
24 

25-
34 

35-
44 

45-
54 

55-
64 65+ Men Women All 

Clothes, sports goods 63 64 63 52 42 19 46 52 49 

Household goods (e.g. furniture, toys 
etc.) 28 59 55 49 40 21 42 42 42 

Travel arrangements (e.g. transport 
tickets, car hire) 32 44 47 46 38 16 38 36 37 

Holiday accommodation 27 42 47 49 40 16 37 36 36 

Tickets for events 43 44 43 43 32 11 35 35 35 

Books, magazines, newspapers 27 38 37 39 33 17 29 33 31 

Films, music, including downloads 45 51 38 33 19 7 35 27 31 

Electronic equipment (including 
cameras) 28 38 33 29 17 8 32 18 25 

Food or groceries 18 38 34 27 17 7 20 26 23 

Share purchases, insurance policies etc. 13 28 29 28 21 9 25 18 21 

Telecommunication services 13 26 22 21 15 6 21 13 17 

Other computer software and upgrades 15 21 22 21 12 6 23 9 16 

Video games software and upgrades 24 24 20 16 5 3 20 10 15 

Computer hardware 11 21 18 19 11 5 20 8 14 

Medicine  5 12 11 10 13 5 10 9 9 

E-learning material 10 10 10 9 6 2 8 7 8 

Source: Office for National Statistics, Internet Access - Households and Individuals, 2014 

 
 
8. Digital Inclusion in the Marches (by Local Authority Areas) 
 
To better understand Digital Inclusion in the Marches area it is important to read the 
research report produced in 2013 by Sue Rawlings & Pauline Heffernan (RHCS) named 
‘Research into Digital Exclusion in the Marches & Gloucestershire LEP areas’. A copy can 
be obtained from the resources section of the marches MEP website. 
 
In order to complement and add to the Marches area research report, data from the Office 
for National Statistics has been used below to consider how the local authority areas sitting 
within the Marches LEP area (Shropshire, Telford & Wrekin and Herefordshire) compare to 
the UK national average, West Midlands average and other areas within the West Midlands. 
Considering the proportions of people who have never used the internet, we can see that the 
West Midlands proportions are higher than the UK average. However, Shropshire and 
Telford & Wrekin have smaller percentages of over 16 year olds who have never used the 
internet than the UK average which stands at 12.6%. (Herefordshire is slightly greater than 
the national figure at 13.1% in Quarter 1 2014). 
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Table 8 Non Internet Users (%) 
Persons aged 16 years and over 

 Never used the internet (%) 

 
2013 Q1 2013 Q2 2013 Q3 2013 Q4 2014 Q1 

UK 14.0 13.9 13.8 13.1 12.6 

West Midlands 17.1 15.7 16.7 15.6 15.2 

County of Herefordshire 26.5 11.7 12.7 14.8 13.1 

Worcestershire 11.9 10.7 15.0 13.1 10.8 

Warwickshire 15.8 15.8 20.6 11.9 14.7 

Telford and Wrekin 10.5 20.5 16.1 9.0 6.8 

Shropshire 16.2 12.0 17.2 15.2 9.2 

Stoke-on-Trent 23.4 20.5 14.6 20.0 10.1 

Staffordshire 13.9 16.3 15.2 17.1 15.7 

Birmingham 19.1 15.8 15.4 15.4 15.4 

Solihull 11.7 9.7 7.3 8.8 15.6 

Coventry 17.7 15.1 22.4 18.0 20.3 

Dudley and Sandwell 18.5 17.6 15.9 18.3 15.9 

Walsall and Wolverhampton 22.3 20.4 22.8 19.2 24.2 

Source: ONS, Internet Access Quarterly Update: Q1 2014. Published 14th May 2014. 
 

Table 9 is helpful because it gives a clearer picture of the numbers of people by local 
authority area who have never used the internet. 

 
Table 9 Non Internet Users 
Persons aged 16 years and over 

 Never used the internet (thousands) 

 
 2013 Q1 2013 Q2 2013 Q3 2013 Q4 2014 Q1 

UK 7,099 7,075 7,014 6,693 6,440 

West Midlands 751 690 732 688 669 

County of Herefordshire 40 16 17 21 19 

Worcestershire 53 47 67 59 49 

Warwickshire 69 69 92 52 66 

Telford and Wrekin 13 26 21 12 9 

Shropshire CC 40 29 42 36 22 

Stoke-on-Trent 48 42 29 40 19 

Staffordshire CC 92 111 102 115 107 

Birmingham 156 127 124 126 127 

Solihull 20 17 13 15 26 

Coventry 45 39 55 45 52 

Dudley and Sandwell 88 85 78 90 77 

Walsall and Wolverhampton 88 81 92 75 97 

Source: ONS, Internet Access Quarterly Update: Q1 2014. Published 14th May 2014. 

 
There is very little lower level data concerning internet use in the UK, most figures are 
calculated at the national level. As a result it is helpful to extrapolate the national figures to 
establish local estimates. 
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Tale 10 Local estimates using national prevalence data 

Estimates based on national figures Shropshire 
Telford and 

Wrekin Herefordshire 

Adults with basic literacy skills (5% adult population). 12,908 6,745 7,775 

Social housing tenants without internet access 14,477 1,091 9,227 

Those earning less than £20,000 without internet 
access* 

 
5,977 3,458 3,509 

People with registered disabilities without internet 
access 101,023 54,992 60,547 

Estimated 7% of the total population likely to remain 
off-line. 

21,707 11,858 13,104 

Estimated 7% of the adult population (16-64) likely to 
remain off-line 

13,111 7,539 7,861 

Source: National figures are taken from the UK Digital Inclusion Strategy and census data from ONS 
is used to calculate local estimates.

19
 

*Note: Analysis of earnings has been completed by Shropshire’s Research Team and is based on 
annual survey of hours and earnings - resident analysis ONS Crown Copyright Reserved [from Nomis 
on 27 July 2015]. Figures are calculated on median percentiles for those who earn less than £20,000 
(median, gross per annum for full-time employees). The figures are therefore calculated on earnings 
less than £18,391 per annum for Herefordshire, less than £19,547 per annum for Shropshire and less 
than £18,470 per annum for Telford & Wrekin. 

 
 
9. What are the Digital Inclusion Barriers? 
 

There are a number of factors that are likely to increase the prevalence of digital exclusion 
within a population or community. Barriers to becoming digitally included are unemployment, 
low income levels, low skills, disability, housing status (research highlights that more people 
living in social housing are without digital access) and living in a rural area (where effective 
digital infrastructure is less likely to exist). 

 

 
 
Data has been pulled together against some of the key barriers for the Marches LEP area. 
Table 11 and 12 are useful in that they highlight unemployment and economic inactivity. 
Table 11 shows that there were 14,600 unemployed in the Marches LEP area during the 
period April 2014 to March 2015.  Of those, 6,500 were living in Shropshire but Telford and 
Wrekin has the highest proportion of unemployed (5.6 % compared to the LEP average of 
4.4%). 
                                                           
19

 Government Digital Inclusion Strategy: https://www.gov.uk/government/publications/government-

digital-inclusion-strategy/government-digital-inclusion-strategy#those-who-may-never-go-online 

ONS, MYE2: Population Estimates by single year of age and sex for local authorities in the UK, mid-2014 

https://www.gov.uk/government/publications/government-digital-inclusion-strategy/government-digital-inclusion-strategy#those-who-may-never-go-online
https://www.gov.uk/government/publications/government-digital-inclusion-strategy/government-digital-inclusion-strategy#those-who-may-never-go-online
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Table 11 Employment and unemployment (Apr 2014-Mar 2015) 

 
Shropshire Shropshire 

Telford 
and 
Wrekin 

Telford 
and 
Wrekin 

Hereford-
shire 

Hereford-
shire 

The 
Marches 
LEP 

The 
Marches 
LEP 

 
numbers % numbers % numbers % numbers % 

All people 
       Economically 

active† 158,000 81.3 83,600 75.9 93,900 79.8 335,500 79.4 

In employment† 151,200 77.6 78,800 71.4 90,800 77.1 320,900 75.8 

Employees† 120,600 63.2 69,900 63.8 70,900 62.2 261,400 63.1 

Self employed† 28,800 13.5 8,200 6.8 18,900 14.4 55,900 12.0 

Unemployed 
(model-based)§ 6,500 4.1 4,700 5.6 3,200 3.4 14,600 4.4 

Males 
        Economically 

active† 85,600 86.7 45,000 80.4 50,400 84.9 181,100 84.5 

In employment† 80,200 80.9 42,900 76.4 48,900 82.2 172,000 80.0 

Employees† 59,700 62.2 36,200 65.4 35,600 62 131,500 63.0 

Self employed† 19,700 18 6,200 10.2 13,100 19.9 39,000 15.5 

Unemployed§ 5,400 6.4 2,100 4.7 1,500 3 9,100 5.0 

Females 
        Economically 

active† 72,400 75.8 38,600 71.2 43,500 74.7 154,400 74.3 

In employment† 71,000 74.3 36,000 66.2 41,900 72 148,900 71.5 

Employees† 60,900 64.3 33,600 62.3 35,300 62.5 129,900 63.2 

Self employed† 9,100 8.9 2,000 3.4 5,800 8.7 16,900 7.4 

Unemployed§ # # 2,600 6.8 1,500 3.5 5,500 3.6 

† - numbers are for those aged 16 and over, % are for those aged 16-64 
§ - numbers are % are for those aged 16 and over. % is a proportion of economically active. 
Source: Labour Market Profiles, Nomis (https://nomisweb.co.uk) 

 
Table 12a and 12b on the following page breaks down the category for economic inactivity 
and also provides figures relating to those who are categorised as wanting a job and not 
wanting a job. The data highlights that there were 24,200 people in the period April 2014 to 
March 2015 who wanted a job in the Marches LEP area. Shropshire and Telford & Wrekin 
have highlighter proportions of those who want a job (31.6% and 32.1% respectively) 
compared to Herefordshire at 22.5%. The numbers of people who are temporarily sick and 
long-term sick may be useful indicators to support data on disability since the national 
research highlights that those with disabilities are significantly more likely to be digitally 
excluded. 
 
Table 12a Economic inactivity (Apr 2014-Mar 2015) 

 
Shropshire Shropshire 

Telford 
and 
Wrekin 

Telford 
and 
Wrekin 

Hereford-
shire 

Hereford-
shire 

The 
Marches 
LEP 

The 
Marches 
LEP 

 
(level) (%) (level) (%) (level) (%) (numbers) (%) 

         
wants a job 11,000 31.6 8,200 32.1 5,000 22.5 24,200 29.3 

does not 
want a job 23,800 68.4 17,400 67.9 17,300 77.5 58,500 70.7 

Source: Labour Market Profiles, Nomis (https://nomisweb.co.uk) 

 
 

https://nomisweb.co.uk/
https://nomisweb.co.uk/
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Table 12b Economic inactivity (Apr 2014-Mar 2015) 

 
Shropshire Shropshire 

Telford 
and 
Wrekin 

Telford 
and 
Wrekin 

Hereford-
shire 

Hereford-
shire 

The 
Marches 
LEP 

The 
Marches 
LEP 

 
(level) (%) (level) (%) (level) (%) (numbers) (%) 

All people  
       Total 34,700 18.7 25,700 24.1 22,300 20.2 82,700 20.6 

Student 9,800 28.3 5,500 21.6 4,000 18 19,400 23.4 

looking after 
family/home 8,000 23.1 6,600 25.8 5,200 23.4 19,900 24 

temporary 
sick ! ! 1,200 4.6 # # 2,400 2.9 

long-term 
sick 6,300 18.2 7,000 27.4 5,500 24.5 18,800 22.7 

discouraged ! ! ! ! # # 1,200 1.5 

retired 7,300 21 3,200 12.6 4,100 18.4 14,600 17.7 

other 2,300 6.8 2,000 7.6 2,100 9.4 6,400 7.7 

! - Estimate is not available since sample size is disclosive. 
# - Sample size is too small for a reliable estimate. 
Source: Labour Market Profiles, Nomis (https://nomisweb.co.uk) 

 
Universal Credit is being introduced by Government in place of a number of other benefits 
but the data within this report applies to Jobseeker's Allowance (JSA). JSA is payable to 
people under pensionable age who are available for, and actively seeking, work of at least 
40 hours a week. It is helpful to consider the data in tables 13 and 14 as a means of 
identifying numbers of people who may be more likely to be digitally excluded. 
 
Table 13 Total JSA claimants (June 2015) 

 
Shropshire Shropshire 

Telford 
and 
Wrekin 

Telford 
and 
Wrekin 

Hereford-
shire 

Hereford-
shire 

The 
Marches 
LEP 

The 
Marches 
LEP 

 
numbers % numbers % numbers % numbers % 

All people 1,827 1 1,609 1.5 801 0.7 4,237 1.0 

Males 1,177 1.2 1,023 1.9 519 0.9 2,719 1.3 

Females 650 0.7 586 1.1 282 0.5 1,518 0.8 

Source: Labour Market Profiles, Nomis (https://nomisweb.co.uk) 

 
On its own, the JSA data is not helpful as a means of highlighting digital exclusion but 
layered against other data sets at a local level the data maybe be helpful. The information is 
also useful in highlighting how long the different age groups are claiming JSA for. 
 
Table 14 JSA claimants by age and duration (June 2015) 

 
Shropshire Shropshire 

Telford 
and 
Wrekin 

Telford 
and 
Wrekin 

Hereford-
shire 

Hereford-
shire 

The 
Marches 
LEP 

The 
Marches 
LEP 

 
(level) (%) (level) (%) (level) (%) (level) (%) 

Aged 16 to 64 
       Total 1,825 1 1,610 1.5 800 0.7 4,235 1.0 

Up to 6 months 960 0.5 960 0.9 470 0.4 2,395 0.6 

Over 6 and up 
to 12 months 300 0.2 230 0.2 150 0.1 680 0.2 

over 12 
months 565 0.3 420 0.4 180 0.2 1165 0.3 

https://nomisweb.co.uk/
https://nomisweb.co.uk/
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Table 14 continued… 

 
Shropshire Shropshire 

Telford 
and 
Wrekin 

Telford 
and 
Wrekin 

Hereford-
shire 

Hereford-
shire 

The 
Marches 
LEP 

The 
Marches 
LEP 

 
(level) (%) (level) (%) (level) (%) (level) (%) 

Aged 18 to 24 
       Total 355 1.5 415 2.7 165 1.2 935 1.8 

Up to 6 months 220 1 305 1.9 105 0.8 630 1.2 

Over 6 and up 
to 12 months 70 0.3 45 0.3 45 0.3 160 0.3 

over 12 
months 60 0.3 65 0.4 20 0.1 145 0.3 

Aged 25 to 49 
       Total 975 1.1 905 1.6 420 0.8 2,300 1.1 

Up to 6 months 505 0.5 510 0.9 265 0.5 1,280 0.6 

Over 6 and up 
to 12 months 160 0.2 155 0.3 70 0.1 385 0.2 

over 12 
months 310 0.3 240 0.4 90 0.2 635 0.3 

Aged 50 to 64 
       Total 490 0.8 285 0.9 215 0.6 990 0.7 

Up to 6 months 230 0.4 145 0.5 105 0.3 475 0.4 

Over 6 and up 
to 12 months 65 0.1 30 0.1 40 0.1 135 0.1 

over 12 
months 195 0.3 110 0.4 70 0.2 380 0.3 

Source: Labour Market Profiles, Nomis (https://nomisweb.co.uk) 

 
Table 15 Working-age client group - main benefit claimants (November 2014) 

 
Shropshire Shropshire 

Telford 
and 
Wrekin 

Telford 
and 
Wrekin 

Hereford-
shire 

Hereford-
shire 

The 
Marches 
LEP 

The 
Marches 
LEP 

 
numbers % numbers % numbers % numbers % 

Total 
claimants 18,030 9.6 15,810 14.7 10,790 9.6 44,640 10.9 

By statistical group 

Job seekers 2,410 1.3 1,960 1.8 980 0.9 5,350 1.3 

ESA and 
incapacity 
benefits 9,020 4.8 7,860 7.3 5,830 5.2 22,700 5.6 

Lone parents 1,290 0.7 1,640 1.5 810 0.7 3,730 0.9 

Carers 2,430 1.3 2,200 2 1,430 1.3 6,050 1.5 

Others on 
income 
related 
benefits 470 0.3 360 0.3 280 0.2 1,110 0.3 

Disabled 2,040 1.1 1,590 1.5 1,240 1.1 4,880 1.2 

Bereaved 380 0.2 210 0.2 230 0.2 820 0.2 

Main out-of-
work 
benefits† 13,190 7 11,810 11 7,890 7 32,890 8.1 

† - Main out of work benefits include Job seekers, ESA and incapacity benefits, lone parents and 
others on income related benefits.  Source: Labour Market Profiles, Nomis (https://nomisweb.co.uk) 

https://nomisweb.co.uk/
https://nomisweb.co.uk/
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Table 15 is helpful because it gives an indication of the numbers of people categorised as 
disabled. The national data suggests that a high proportion of disabled people are likely to 
be digitally excluded (33%). Table 16 includes numbers of people considered to have a long-
term health problem or disability living in the Marches LEP area. The numbers highlight the 
importance of targeting those with disabilities who make up offline 
 
Table 16 Long-term health problem or disability 

 
Population with a long term 
health problem or disability* 

(self reported 2011) 
33% likely to be 

digitally excluded 

Shropshire  25,568 8,437 

Telford and Wrekin 15,060 4,970 

Herefordshire 15,370 5,072 

*Where day to day activities are limited a lot. 
Source: ONS, 2011 Census: Long-term health problem or disability, local authorities in the United 
Kingdom. Note: Disability data used is from the census and may not be the best means for calculating 
the digital inclusion measure which should be calculated on registered disability. 

 
Tables 17 and 18 highlight earnings in the LEP area by residence and workplace. This is 
useful information to give an indication of gender split and weekly and hourly pay but it is 
Table 18 that is most helpful in understanding the numbers of people on low incomes (less 
than £20,000). The national Digital Inclusion Strategy suggests that 17% of those earning 
less than £20,000 per annum are most likely to be digitally excluded.20 
 
Table 17 Earnings by workplace in pounds (2014)  

Gross weekly pay Shropshire 
Telford and 
Wrekin Herefordshire 

West 
Midlands 

Great 
Britain 

Full-time workers 459.9 482.6 405.8 479.1 520.2 

Male full-time workers 493 497.3 437.9 517.5 560.6 

Female full-time workers 362.9 447.4 361.5 419.6 462.5 

Hourly pay - excluding overtime 
  Full-time workers 10.86 12.12 10.01 11.95 13.14 

Male full-time workers 11.33 12.48 10.46 12.50 13.68 

Female full-time workers 9.65 11.31 9.52 11.00 12.33 

Source: Labour Market Profiles, Nomis (https://nomisweb.co.uk) 
 
Table 18 Earnings by residence in pounds (2014)  

 
Shropshire 

Telford and 
Wrekin Herefordshire 

West 
Midlands 

Great 
Britain 

Gross weekly pay 
    Full-time workers 482.5 458.4 426.4 480.6 520.8 

Male full-time workers 510.9 502.8 479.6 518.3 561.5 

Female full-time workers 400.9 404.4 367.4 421.9 463 

Hourly pay- excluding overtime 
  Full-time workers 11.76 11.33 10.73 12.01 13.15 

Male full-time workers 12.25 12.47 11.35 12.58 13.7 

Female full-time workers 10.35 10.15 9.89 11.17 12.34 

Source: Labour Market Profiles, Nomis (https://nomisweb.co.uk) 

                                                           
20

 Government Digital Inclusion Strategy: https://www.gov.uk/government/publications/government-

digital-inclusion-strategy/government-digital-inclusion-strategy#those-who-may-never-go-online 

https://nomisweb.co.uk/
https://nomisweb.co.uk/
https://www.gov.uk/government/publications/government-digital-inclusion-strategy/government-digital-inclusion-strategy#those-who-may-never-go-online
https://www.gov.uk/government/publications/government-digital-inclusion-strategy/government-digital-inclusion-strategy#those-who-may-never-go-online
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Table 19 People earning less than £20k per annum likely to be digitally excluded 

 
Shropshire Telford & Wrekin Herefordshire Total Marches LEP 

Number of employees 117,200 67,800 68,800 253,800 

Employees earning 
less than £20,000 per 
annum* 

35,160 20,340 20,640 76,140 

17% of those earning 
less than 20k 

5,977 3,458 3,509 12,944 

*Note: excludes self-employed. Sources: annual survey of hours and earnings  - resident analysis 
ONS Crown Copyright Reserved [from Nomis on 27 July 2015] and Annual Population Survey.  
 
It is also helpful to explore skills data. The national research on digital inclusion highlights 
that those will lower levels of skills are more likely to be digitally excluded. There are 33,700 
people living in the Marches LEP area with no qualifications. 
 
Table 20 Qualifications (Jan 2014-Dec 2014) 

 
Shropshire Shropshire 

Telford 
and 
Wrekin 

Telford 
and 
Wrekin 

Hereford-
shire 

Hereford-
shire 

The 
Marches 
LEP 

The 
Marches 
LEP 

 
level % level % level % numbers % 

Individual 
levels  

       NVQ4 and 
above 62,100 33.8 27,200 25.6 36,900 33.1 126,100 31.4 

NVQ3 and 
above 105,200 57.3 52,300 49.3 61,800 55.4 219,300 54.6 

NVQ2 and 
above 135,000 73.5 73,200 69 82,400 73.9 290,600 72.4 

NVQ1 and 
above 159,500 86.8 89,800 84.6 93,700 84 343,000 85.5 

Other 
qualifications 10,400 5.6 7,800 7.4 6,500 5.8 24,700 6.1 

No 
qualifications 13,800 7.5 8,500 8 11,300 10.1 33,700 8.4 

Source: Nomis, Official Labour Market Statistics. www.nomisweb.co.uk 

 
There are approximately 93,555 people living in the Marches LEP area in social housing and 
the Government’s Social Inclusion Strategy highlights that 37% of those who are digitally 
excluded live in social housing. Therefore it is vitally important that social housing providers 
are involved in work to address digital exclusion and to date local social housing providers 
have played a significant role in supporting other voluntary and community organisations in 
work to address digital exclusion. 
 
Table 21 Social Housing Tenants 

 
All persons in social housing 

Shropshire 39,128 

Telford & Wrekin 29,490 

Herefordshire 24,937 

Marches LEP total 93,555 

Source: ONS, 2011 Census -  Tenure, local authorities in the United Kingdom, Table KS402UK 

 
The next section explores the outcomes required for digital inclusion. 
 
 

http://www.nomisweb.co.uk/
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10. What are the outcomes for Digital Inclusion? 
 
There have been some helpful national research reports that have looked at evidence from 
interventions put in place to reduce digital exclusion. The studies have followed individuals 
through the process of moving from being internet free, to gaining the digital skills and 
facilities needed to make best use of the internet. A recent study published in 2015 named 
‘Tangible Outcomes of Internet Use’21 has developed the digital outcomes model below: 

 

 
A Digital Inclusion Outcomes Framework has been designed for use in the UK by the 
Government Digital Service (GDS) Digital Inclusion Research Working Group, which brings 
together representatives from academia, government, private sector organisations and 
charities. The aim of the outcomes framework is to provide a single, shared template for 
benchmarking and tracking digital inclusion in the UK and to provide a framework against 
which all digital inclusion activities can be evaluated at local and programme levels. The 
framework includes clear indicators to allow the robust measurement of outcomes to take 
place. For more information see: 
https://www.digitalskills.com/digital-inclusion-outcomes 
 
A summary of the outcomes is included in the following diagram but it is recommended that 
providers take a closer look at the measures that can be applied against each outcome type. 
 

                                                           
21

 Helsper, E.J., van Deursen, A.J.A.M. & Eynon, R. (2015). Measuring Digital Skills, Tangible 
Outcomes of Internet Use. From Digital Skills to Tangible Outcomes project report. Available at: 
www.oii.ox.ac.uk/research/projects/?id=112 

 

https://www.digitalskills.com/digital-inclusion-outcomes
http://www.oii.ox.ac.uk/research/projects/?id=112
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11. Social Value and Digital Inclusion 

BT has estimated that the social value of getting each individual online is £1,064.22 The 
benefits range from financial savings and improved employment opportunities to the value of 
increased social networking and confidence. The accumulative benefits of being online could 
be as high as £3,568 (e.g. ability to work remotely, access to higher wages from IT skills 
etc)23.  
  

Based on data from 2011/12, collected during monitoring by Citizens Online and supported 
by wider research on digital inclusion, Just Economics forecast that in 2012/13, the present 
value of the social benefit created by the Get IT Together regional projects will be over £1.5 
million for an investment of over £420,000. This translates into a ratio of 3.7:1, or for every 
£1 invested in the programme over three pounds of social value is generated. 

                                                           
22

 Source: Digital Inclusion, the Social Return on Investment, Analysis of BT Get IT Together UK 
2011/12 
23 Digital Inclusion, by Just Economics for BT, June 2014  

http://www.btplc.com/Betterfuture/ConnectedSociety/Creatingpossibilities/Valueofdigitalinclusion/Digit
al-Inclusion-SROI.pdf 
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There are a number of other cost calculations produced by Price Waterhouse Cooper that 
can be helpful in understanding social value and social return on investment: 24 

 Economic savings generated by a calculation of average saving from using online 
shops and services have been calculated at £560 each year.  

 On-line transactions rather than face to face, telephone or post transactions have 
been calculated to save an average of £51.56. Known as the ‘savings from 
digitisation’.  

 Unemployed people who get online could increase their chances of getting 
employment with an estimated lifetime benefit of over £12,000 for every person 
moved into employment. If 3½% of the digitally excluded found a job by getting online 
it would deliver a net economic benefit of £560 million. 

 People with good ICT skills earn between 3% and 10% more than people without 
such skills.  

 If the currently digitally excluded employed people got online, each of them would 
increase their earnings by an average of over £8,300 in their lifetime and deliver 
between £560 million and £1,680 million of overall economic benefit. 

 Each contact and transaction with government switched online could generate 
savings of between £3.30 and £12.00.nomic benefits 

 The total potential economic benefit from getting everyone in the UK online is in 
excess of £22 billion.  

 
An additional calculation from the Department for Business Innovation and Skills is a value 
on adult learning/skill development. They calculate that the value of taking part in an adult 
value course that results in increased confidence is £690.25 
 
 
12. What support is needed to overcome digital exclusion? 

A number of skills are considered essential for effective internet use. A comprehensive set of 
skills/tasks has been developed by Helsper et al (2015) in ‘Measuring Digital Skills, Tangible 
Outcomes of Internet Use’. This is shown as Appendix 2.26 
 
The Ofcom Communications Consumer Panel27 has carried out a considerable amount of 
research to build an understanding of the support needs of those who are digitally excluded.  
The findings have been developed into the Consumer Framework for Digital Participation 
(see diagram). The Consumer Framework confirms that there are stages that people need to 
go through, from becoming interested in getting on line, to getting on line, making it work, 
enjoying the benefits of being online and managing risks of being online. These main stages 
are broken down into some sub categories. 
 

                                                           
24

 PriceWaterhouseCoopers LLP (2009) ‘Champion for Digital Inclusion. The Economic Case for 
Digital Inclusion’ Race Online 2012. PriceWaterhouseCoopers LLP. 
25

 Department for Business Innovation and Skills, Valuing Adult Learning: Comparing Well-being 
Valuation to Contingent Valuation http://www.bis.gov.uk/assets/biscore/furthereducation-
skills/docs/v/12-1127-valuingadult- learning-comparing-wellbeing-tocontingent 
26 Source: Helsper, E.J., van Deursen, A.J.A.M. & Eynon, R. (2015). Measuring Digital Skills, 

Tangible Outcomes of Internet Use. From Digital Skills to Tangible Outcomes project report. Available 
at: www.oii.ox.ac.uk/research/projects/?id=112 
27 http://www.communicationsconsumerpanel.org.uk/the-consumer-framework-for-digital-

participation/the-consumer-framework-for-digital-participation-1 

http://www.oii.ox.ac.uk/research/projects/?id=112
http://www.communicationsconsumerpanel.org.uk/the-consumer-framework-for-digital-participation/the-consumer-framework-for-digital-participation-1
http://www.communicationsconsumerpanel.org.uk/the-consumer-framework-for-digital-participation/the-consumer-framework-for-digital-participation-1
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Source: Communications Consumer Panel, May 2010, Delivering Digital Participation: the consumer 
perspective, Policy Report 

 
The Communications Consumer Panel has also looked at some essential factors needed to 
get people online. These are shown in the first box below28: 
 

Factors required to get people online 
 

 People must see a compelling personal benefit: just bringing down the price or giving 
people access to the technology is not enough. To get interested in getting online people 
have to see a real benefit from being on the internet and believe that this outweighs the 
perceived effort of getting involved. 

 Many people need end-to end support: having the right help is crucial. People need 
support they can call on whenever they need help, whatever they need help with. The 
people delivering this support should have technical knowledge, be patient and 
enthusiastic and be available throughout the process of getting online and learning how 
to get the most from the internet. 

 There is a support gap at the purchase and set up stage: most of the existing 
support is focused on helping people develop computer and internet skills. People who 
decide to get the internet at home also need help choosing the equipment that is right for 
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them and setting that equipment up. This is a particular issue for older and disabled 
people. 

 There needs to be more focus on the needs of disabled people: there is relatively 
little research into what disabled people themselves think are the benefits of and barriers 
to digital participation. The research that is available suggests disabled people have 
particular problems due to the lack, or high cost, of accessible equipment and software. 

 Some people may never get online: there is a relatively small, but highly resistant core 
of people who will almost certainly never use the internet. 

 

 
There are different forms of support that can be delivered for digital inclusion: 
 

Types of support/ intervention 
 

 Campaigns to engage friends and family: friends and family are best placed to know 
what might ‘turn someone on’ to the internet and help them to recognise this potential. 
Targeted messages should encourage friends and family to help those around them get 
excited about and learn to use the Internet. 

 Social marketing campaigns: embedding personal benefits: personal stories, giving 
examples of unusual ways in which the internet has met people’s needs. 

 Buddy networks: training and support in the form of peer to peer support. These may 
be most effective if drawn from those who have recently got online themselves. 

 Help and advice to choose and set up equipment: this could include consumer 
information to help people through the process of choosing the right equipment and 
services, and volunteers trained to help people get set up and connected. 

 Digital skills training: group sessions and one to one support/ mentoring. 

 Community IT facilities: allowing local support and the development of local networks. 

 Signposting to join up the different sources of help and support: despite 
the many different providers, consumers need to be able to easily navigate 
the different types of support available. 
 

 Research and Targeted Support considering the experiences and needs of groups 
known to be at greatest risk of digital exclusion. 

 Offline alternatives for those who are unlikely ever to get online. 

 

 
Organisations with an interest in the Building Better Opportunities programme may find the 
following diagram helpful. This is based on findings of a large research study into BT’s Get 
IT Together initiative. The diagram looks at the digital inclusion activities that can be 
provided in order to achieve outcomes. The example highlights that there are a wide range 
of benefits not limited to the principle aim of finding employment but also extending to social 
outcomes. 
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Theory of Change Example: Digital Inclusion and Jobseekers 

 

Source: Digital Inclusion, the Social Return on Investment, Analysis of BT Get IT Together UK 
2011/12 

 

13. Where is Digital Inclusion support in place in Shropshire? 

There are a range of public, private and voluntary sector providers of support for Digital 
Inclusion across the Marches area but more detailed work has been undertaken to examine 
the provision of support in Shropshire. Maps are included on the following pages to illustrate 
support available across the county. 

Shropshire’s Digital Inclusion Forum has established a partnership of provider bodies called 
GET I.T. The partnership has worked to map the provision of support in the county (see 
maps attached) and its members comprise of: 
 

 Shropshire Council 

 Community Council - Get Shropshire Online*  

 St Martins Broadplace**  

 Broseley Broadplace  

 Much Wenlock Broadplace  

 Pontesbury Broadplace  

 Westbury Broadplace  

 Bromford Housing Group 

 Marches Housing 

 Severnside Housing 

 Shropshire Housing Group 

 STAR 

 Sustain 

 Wrekin Housing Group  

 Department for Work and Pensions (DWP), Job Centre Plus  

 A4U and Shrewsbury Homes for All 

 Age UK 
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 Beechtree Community Centre, Whitchurch 

 Carers Support (RCC) 

 CEDAR 

 Citizens Advice Shropshire 

 Clee Hill Broadplace 

 IT Can Help (Ability Net)  

 Headway Shropshire 

 Mayfair Community Centre  

 South Shropshire Furniture Scheme  

 Taking Part 

 Telford and Wrekin CVS 

 Digital Den  

 Enterprise House  

 FAIRshare 

 Just Credit Union 

 Riversway, Shrewsbury  

 Shrewsbury College of Arts and Tech  

 Walford and North Shropshire College  

 Shropshire Disability Network  

 Shropshire Voluntary Sector Assembly and Shropshire’s VCS Training Providers 
Consortium  

 Shropshire Patients Group 
 
*Get Shropshire Online 
Shropshire Rural Community Council supports a network of Get Shropshire Online groups 
across the county where individuals can access one-to-one tuition from a volunteer. Groups 
currently operate in Shrewsbury, Bridgnorth, Wem, Ellesmere, Shawbury, Market Drayton 
and Shifnal. To find out more visit:  
http://www.getshropshireonline.co.uk 
http://www.shropshire-rcc.org.uk/services/individuals/get-shropshire-online/ 
 
**Broadplaces offer local residents, businesses and visitors access to broadband, 
computers and a range of other equipment. Most of the Broadplaces offer a wireless network 
and meeting facilities, so local businesses and organisations are encouraged to hire the 
venues which helps to sustain local activities. 
 
To find out more about the Digital Inclusion Forum, Get I.T. contact: 
Lucy Simpson, Welfare Reform and Support Team Leader for Shropshire Council. Contact: 
 
Tel:        01743 256140 
Email:   lucy.simpson@shropshire.gov.uk 
Customer Involvement, Shirehall, Abbey Foregate, Shrewsbury, Shropshire, SY2 6ND 
 

 

http://www.getshropshireonline.co.uk/
http://www.shropshire-rcc.org.uk/services/individuals/get-shropshire-online/
mailto:lucy.simpson@shropshire.gov.uk


28 

 

 



29 

 

 



30 

 

 

 

 



31 

 

14. Summary of key findings 

 National data highlights that 20% of the population is considered digitally excluded. On 
average 14% have never used the internet and a further 7% do not use the internet 
effectively. 
 

 There are people living in the Marches LEP area who have never used the internet: 
o 22,000 people in Shropshire, 
o 9,000 in Telford & Wrekin, and  
o 19,000 in Herefordshire. 

 

 6.8 to 7.9 % of the population will never use the internet. Based on 7% of the adult 
population remaining offline in the Marches we can estimate those who may remain off-
line: 

o 13,111 people in Shropshire, 
o 7,539 in Telford & Wrekin, and 
o 7,861 in Herefordshire. 

 

 The main reasons for not using the internet are: 
o Lack of basic skills – as a reason for not using the internet this has increased 

over time. 
o Cost – this has decreased over time. 
o Perception that the internet is not needed – this is the main reason given among 

the off-line population. 
 

 The off-line population has certain characteristics. Those who don’t use the internet are 
often: 

o Have a disability 
o Low income/ unemployed 
o Low skilled 
o Live in social housing 

 

 In order to get people online they need to: 
o Understand how they will benefit personally. 
o Have access to end to end support covering purchase, set up, development of 

skills, effective use and risk management. 
 

 Effective use of the internet should include being able to: 
o Shop, transact, and find the best deals online. 
o Communicate with family and friends. 
o Access digital public services. 

 

 34% of people who are not using the internet understand the benefits of getting online. 
 

 There are significant outcomes from supporting people to become digitally included, 
benefits a wide ranging: social, economic, and environmental. The main outcomes 
include the development of new skills, greater access to goods and services and 
increased social participation. 

 

 Individuals can increase their income by as much as £1,064 each year through getting 
online. 

 

 BT has calculated the Social Return on Investment for Digital Inclusion. Every £1 spent 
results in an overall saving of £3. 
 

Work will now be carried out to explore digital inclusion hotspots in Shropshire using the 
findings outlined in this report. To find out more email: vcsassembly@shropshire.gov.uk
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Appendix 1 
Building Better Opportunities 
 
The BBO programme will only fund projects where all of the participants are: 
legally resident in the UK and able to take paid employment in European Union member 
states and unemployed or economically inactive.  
 
Definitions 
Unemployed: an individual in receipt of benefits such as Jobseekers allowance or 
Employment Support allowance (ESA) Work related Activity Group (WRAG) – where they 
are actively seeking work and available for work).  
 
Economically Inactive: those who are out of work but do not meet the above criteria for 
either Job seekers allowance or ESA WRAG are defined as Economically Inactive. Inactive 
means that an individual might or might not be in receipt of some benefits but they are either 
not actively seeking work and/or not available for work.  
If someone is working under 16 hours and claiming unemployment benefits they are classed 
as unemployed and eligible. If they are just working part time i.e. under 16 hours, they are 
classed as employed and therefore not eligible. The 16 hour rule does not apply to those 
claiming Universal Credit.  
 
It is important that all funded projects add value and do not duplicate provision that can be 
arranged locally through existing mainstream institutions and statutory bodies. 
 
ESF outputs and results  
Outputs  
Total participants, broken down by the following:  

 

 

 

 

 Inactive  

 
 
Results  

 

 

 
 
NOTE: There is a further result ‘Participants into employment, including self-employment on 
leaving’ however this is not applicable to the Marches as employment outputs and results 
will be delivered through the Employment and Skills activity. This is subject to agreement 
with Big Lottery.  
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Appendix 2 Digital Skills 
From Digital Skills to Tangible Outcomes project report 
 

Skill 

Operational  

I know how to open downloaded files 

I know how to download/save a photo I found online  

I know how to use shortcut keys (e.g. CTRL-C for copy, CTRL-S for save)  

I know how to open a new tab in my browser  

I know how to bookmark a website  

I know where to click to go to a different webpage  

I know how to complete online forms  

I know how to upload files  

I know how to adjust privacy settings  

I know how to connect to a WIFI network  

Information Navigation  

I find it hard to decide what the best keywords are to use for online searches 

I find it hard to find a website I visited before  

I get tired when looking for information online  

Sometimes I end up on websites without knowing how I got there  

I find the way in which many websites are designed confusing  

All the different website layouts make working with the internet difficult for me  

I should take a course on finding information online  

Sometimes I find it hard to verify information I have retrieved  

Social  

I know which information I should and shouldn’t share online 

I know when I should and shouldn’t share information online  

I am careful to make my comments and behaviours appropriate to the situation I find 
myself in online  

I know how to change who I share content with (e.g. friends, friends of friends or public)  

I know how to remove friends from my contact lists  

I feel comfortable deciding who to follow online (e.g. on services like Twitter or Tumblr)  

Creative  

I know how to create something new from existing online images, music or video 

I know how to make basic changes to the content that others have produced  

I know how to design a website  

I know which different types of licences apply to online content  

I would feel confident putting video content I have created online  

I know which apps/software are safe to download  

I am confident about writing a comment on a blog, website or forum  

I would feel confident writing and commenting online  

Mobile  

I know how to install apps on a mobile device 

I know how to download apps to my mobile device  

I know how to keep track of the costs of mobile app use  
  
Source: Helsper, E.J., van Deursen, A.J.A.M. & Eynon, R. (2015). Measuring Digital Skills, Tangible 
Outcomes of Internet Use. From Digital Skills to Tangible Outcomes project report. Available at: 
www.oii.ox.ac.uk/research/projects/?id=112 
 
 
 

http://www.oii.ox.ac.uk/research/projects/?id=112

