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01 Who is digitally 
excluded? 



Source: ONS, Internet Users, 2018 

Presenter
Presentation Notes
Internet use by older people between 2011 – 2018 There are now more people online in later life than ever before. 



However, over 65’s make up 79% of everyone (4.5 
million) who has never been online. 
• 3.7 million people over the age of 65 have never been 

online 

• These older people who are digitally excluded are more 
likely to: 

• Be of older age
• Be on a lower income 
• Live alone 
• Have mobility challenges 
• Have problems with memory  

Presenter
Presentation Notes
3.7 million people over the age of 65 have never been online.HOWEVER, over 65’s make up 79% of everyone (4.5 million) who has never been online – also worrying is that there is a group of lapsed users who have used the internet in the past but no longer do, and we do not know why! Use also decreases with age – while 80% of the 65-74 age group are internet users, this falls to 44% in those aged 75+.



‘Use’ is not as simple or straight-forward as 
do/don’t. 

Including those who have not used the 
internet in the last 3 months, there 
are 5.3 million adults in the 
UK who are not regular users, of 
whom 4.2 million are aged 65+. 

Presenter
Presentation Notes
‘Use’ is not as simple or straight-forward as do/don’t. There are gradients of use and skills, and people move in and out of use. Older people are not only less likely than younger people to go online, but those who use the internet are more likely to be ‘narrower’ users The Office for National Statistics (ONS) figures cited in this report, for example, define ‘recent internet use’ as occurring at least once in the last three months. Is someone who has only accessed the internet once in three months really that much less digitally excluded than someone who has not used it at all, especially compared with those who use it once per week, or every day? And what about those who have used it in the past but no longer do? Then there is ‘narrow’ versus ‘wide’ use, depending on the types of activities engaged in. 



02 What are the benefits of 
digital inclusion? 



Digital technology has the potential to offer many 
opportunities for people of all ages. 

• Accessing public services 

• Accessing other services and goods 

• Alleviating loneliness and social 
isolation 

• Quality of life and wellbeing 

Presenter
Presentation Notes
Benefits include helping people to stay connected or reconnect with others, accessing services and amenities including online shopping, getting practical help and information, education and learning, and pursuing hobbies and interests, to name a few. Accessing public services: central and local government information and services are increasingly becoming ‘digital by default’, designed to be accessed online. For people who use the internet, this makes it quicker, easier and cheaper. Age UK carried out a 'mystery shopping' exercise, ringing 100 randomly selected local councils in England asking for options to claim benefits for people not using the internet.24 Two-fifths (41) of the councils said that claims could only be made via the internet – mainly using their online system. Most of these did offer some help, for example, the option to go to the council buildings for help with a claim, but 14 of the 100 councils required an online claim and did not offer support that that would allow someone who had never used the internet to claim benefits that they were entitled to. Accessing other services and goods:  Online technologies, including comparison and switching tools, have been seen by many as a boon for consumers, allowing them to 'shop around' for the best deals on goods and services such as utilities, banking, telecoms, and insurance. However, they risk excluding people who do not use the internet – most of whom are older people – and these consumers are in danger of paying more for their goods and services. Indeed, people age 65+ are especially likely to pay a significantly higher price than others for the same service in essential services and other markets because they are less likely to compare prices and switch to other suppliers or contracts. Alleviating loneliness and social isolation:  People have argued that accessing the internet should be beneficial for older people by reducing social isolation and feelings of loneliness. In fact, many studies have shown that this is the reason that older people want to get online – to reconnect or strengthen existing bonds with family and friends. Research is limited and results are mixed and inconclusive. Quality of life and wellbeing:  Another proposed benefit of internet use, possibly related to social isolation and loneliness, is improved mental health, specifically lower depression and anxiety. There are very few studies about this in older people, and again the results are mixed, with some positive and others negative.



03 What are the barriers to 
digital inclusion? 



Why are older people not online? 
• Don’t need the internet 64% 

• Lack of skills 20%

• Accessing public services 12%

• Other reason 10%

• Equipment costs too high 8%

• Access costs too high 8% 

• Privacy or security reasons 7% 

• Physical or sensorial disability 2% 

Source: Office for National Statistics, Internet Access –
households and individuals, 2017

Presenter
Presentation Notes
Various surveys have asked people why they do not use the internet. One of the largest is an annual survey by the ONS. Reasons for households not having internet access at home, age 65+. Qualitative research for Age UK echoes most of these reasons, with some interesting additions: Lack of skills knowledge and experience Lack of belief in /understanding of the value of being onlineNot for them at their life stage Outside of their comfort zoneThe internet is ‘unsafe’ Perception of high cost Worry about loss of face-to-face interactions Use by proxy through family 



04 What services do Age 
UK deliver? 



Age UK deliver a number of services that aim give 
older people the digital skills and confidence they 
need to live an included and independent life. 



Digital Buddy training



Age UK Advice Line 

Age UK Directory 



05 How has this changed 
since Covid-19? 



Digital skills for older people are now more 
important than ever before. 

• Remote digital support delivery 

• Development of learning resources 

• Development of training resources

• Distribution of technology  
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