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Foreword   by   Helen   Milner 
 
Digital   skills   are   vital   in   today’s   society,   yet   there   are   still   12.6   million   people   in   the 
UK   who   don’t   have   them.   The   people   lacking   them   tend   to   have   fewer   qualifications, 
earn   less   or   have   disabilities.   In   short,   they   tend   to   be   the   groups   who   are   already 
experiencing   significant   exclusion,   which   is   exacerbated   by   their   exclusion   from   the 
huge   benefits   digital   technology   can   offer. 
 
That’s   why   I’m   delighted   the   Department   for   Business,   Innovation   and   Skills   (BIS)   is 
continuing   to   support   the   Future   Digital   Inclusion   (FDI)   programme,   using   the   deep 
reach   of   the   UK   online   centres   network,   alongside   Tinder   Foundation’s   support   and 
coordination,   to   help   some   of   the   hardest   to   reach   groups   in   society   to   gain   the 
digital   skills   they   need. 
 
This   evaluation   of   the   second   year   of   the   Future   Digital   Inclusion   programme   really 
highlights   the   powerful,   life-changing   benefits   digital   technology   can   provide   to 
people   -   from   those   who   have   been   able   to   find   work   thanks   to   the   new   skills   they’ve 
gained,   to   people   who   are   able   to   better   connect   with   their   communities,   and   those 
who   can   access   new   opportunities,   and   open   up   their   life   chances.  
 
The   report   also   highlights   the   huge   return   on   investment   that   digital   skills   can 
provide   to   today’s   society   -   both   in   social   terms,   and   in   pure   economic   terms.   I’ve   long 
argued   for   the   benefits   of   investing   in   digital   skills,   and   the   rewards   it   can   provide, 
and   these   numbers   are   certainly   difficult   to   argue   with. 
 
But   one   of   the   main   findings   I’m   taking   from   this   evaluation   is   the   huge   impact   that 
organisations   within   the   UK   online   centres   network   are   having   on   reaching   the 
hardest   to   reach.   The   organisations   we   work   with   reach   people   that   others   can’t   - 
they’re   hyper-local,   trusted,   and   able   to   adapt   learning   to   people’s   need,   tackling   the 
complex   barriers   these   audience   groups   often   face.   They   are   vital   to   helping   us   meet 
our   ambition   of   a   world   where   everyone   can   benefit   from   digital,   and   over   the 
coming   year   we’re   committed   to   continuing   to   support   them   to   reach   further,   and   to 
continue   to   transform   lives,   thanks   to   the   support   of   BIS   and   the   Future   Digital 
Inclusion   programme.  
 
Helen   Milner 
Chief   Executive,   Tinder   Foundation 
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Executive   Summary 
 
The   Future   Digital   Inclusion   (FDI)   programme   aims   to   teach   Basic   Digital   Skills   to   1 
million   digitally   excluded   people,   with   a   focus   on   those   who   are   unemployed, 
disabled,   or   low-skilled.    It   is   funded   by   the   Department   of   Business,   Innovation   and 1

Skills   and   delivered   by   Tinder   Foundation,   the   UK’s   leading   digital   inclusion 
organisation.   Tinder   Foundation   has   an   annual   Future   Digital   Inclusion   target   of 
200,000   people   to   be   trained   in   Basic   Digital   Skills   each   year,   through   the   national   UK 
online   centres   network,   which   is   made   up   of   over   3,000   hyperlocal   venues,   providing 
free   or   low   cost   access   to   the   internet,   alongside   support   to   help   people   develop   the 
skills   they   need.   A   further   2,000   organisations   form   part   of   the   network   as   Access 
Points,   providing   only   free   or   low   cost   access   to   the   internet. 
 
As   well   as   grant   funding   218   centres   through   the   Future   Digital   Inclusion   programme 
in   2015-16,   Tinder   Foundation   also   provides   coordination   and   support   services   to   all 
centres   in   the   UK   online   centres   network.   This   includes   supporting   them   to   use   the 
free   online   learning   platform   Learn   My   Way,   free   marketing   collateral,   advice, 
training,   advocacy,   and   the   chance   to   take   part   in   national   campaigns.   These 
elements   of   the   UK   online   centres   support   offer   add   significant   value   to   the   Future 
Digital   Inclusion   contract,   and   during   2015-16,   63%   of   registrations   on   Learn   My   Way 
came   from   UK   online   centres   that   did   not   receive   grant   funding. 
 
Since   October   2015,   HMRC   has   also   invested   in   the   Future   Digital   Inclusion 
programme,   with   44,880   people   trained   through   HMRC   funding   in   addition   to   231,650 
people   trained   by   the   BIS-funded   element   of   the   programme.   The   table   below 
summarises   the   top-line   investment   and   outputs   for   each   Department.   Through 
harnessing   the   power   of   the   UK   online   centres   network,   Tinder   Foundation   exceeded 
its   2015-16   Future   Digital   Inclusion   target   of   245,333   people   trained,   actually 
reaching,   supporting   and   training   278,589. 
 
 
 
 
   

1   Basic   Digital   Skills   are   the   skills   required   to   participate   fully   in   the   digital   world.   A   framework   of 
these   skills   for   individuals   and   organisations   has   been   developed   by   the   London   School   of   Economics, 
Go   ON   UK   and   its   board   partners,   Citizens   Online,   the   London   Business   School   and   Tinder   Foundation. 
The   framework   is   available   online   at: 
https://goon-uk-prod.s3-eu-west-1.amazonaws.com/uploads/Basic-Digital-Skills-Framework-FINAL.pdf 
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  Investment   in 
Future   Digital 
Inclusion 

Investment   as   %  People   Trained 

Future   Digital 
Inclusion   overall 

£3.68m  100%  278,589 

BIS   only  £3m  81.5%  231,650 

HMRC   only  £680k  18.5%  44,880 

Table   1.   Future   Digital   Inclusion   programme   investment   and   outputs   2015-16  

 
Demographics   and   outcomes   for   people   trained   are   monitored   by   Tinder   Foundation 
through   an   ongoing   survey   of   learners   administered   by   independent   research   agency 
IFF,   and   MI   data   collected   automatically   through   the   Learn   My   Way   platform.   The 
table   below   summarises   learner   demographic   and   progression   data   for   2015-16,   for 
the   BIS-funded   element   of   Future   Digital   Inclusion   only,   highlighting   some   of   the 
hard-to-reach   groups   the   programme   is   supporting.  
 

  %   of   FDI   learners  #   of   FDI   learners 

Socially   excluded  2 83%  192,269 

Future   Digital   Inclusion   target   group: 
unemployed 

32%  74,128 

Future   Digital   Inclusion   target   group: 
disabled 

25%  57,912 

Future   Digital   Inclusion   target   group: 
low-skilled 

48%  111,192 

HBAI   income   poverty  27%  62,545 

Live   in   social/sheltered   housing  37%  85,710 

In   receipt   of   means-tested   benefits  60%  138,990 

Table   2.   Demographics   of   the   UK   online   centre   learner   population 
 
Evidence   from   the   UK   online   centres   network   shows   that   digital   inclusion   activity   is 
most   effective   when   offered   as   part   of   a   broad-spectrum   support   package   that 

2 Future Digital Inclusion beneficiaries are defined as socially excluded if they meet at least one of the                                   
following criteria: unemployed, low-skilled, in HBAI relative income poverty, living in social or                         
sheltered   housing   or   homeless,   in   receipt   of   means-tested   benefits. 
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tackles   the   other   forms   of   exclusion   and   disadvantage   that   tend   to   correlate   with   a 
lack   of   Basic   Digital   Skills.   Many   UK   online   centres   offer   additional   support   services 
which   may   include   functional   skills,   employability   skills   and   careers   advice, 
accredited   and   non-accredited   further   learning,   ESOL,   financial   capability,   and   health 
and   wellbeing   provision.   This   tailored   support   has   resulted   in   significant 
improvements   in   Future   Digital   Inclusion   learners’   skills,   motivation   and   personal 
circumstances,   measured   by   KPIs   for   progression   to,   towards   or   within   employment 
(62%),   to   further   learning   (83%),   and   to   using   online   government   services   (70%).   Other 
learner   progression   highlights   include: 
 
● 89%   of   unemployed   learners   undertake   activity   that   helps   them   move   towards 

employment,   including   online   job   search   and   creating   online   CVs. 
● 88%   of   learners   with   low   skills   undertook   further   learning,   half   of   whom 

started   studying   towards   a   qualification. 
● Disabled   learners   are   more   likely   to   progress   to   courses   leading   to   accredited 

qualifications   (45%   vs   37%   non-disabled)   and   non-accredited   vocational 
courses   (39%   vs   30%).    38%   of   disabled   learners   undertook   learning   to   help 
them   find   work   in   the   future,   and   45%   took   careers   advice   from   their   UK   online 
centre. 

 
In   addition,   the   overall   economic   benefit   of   the   Future   Digital   Inclusion   programme 
and   Basic   Digital   Skills   were   measured   in   2015-16   through   two   pieces   of   independent 
research   commissioned   by   Tinder   Foundation: 
  
● The   social   return   on   investment   (SROI)   of   an   annual   £3m   investment   in   the 

Future   Digital   Inclusion   programme   was   estimated   at   £13.34m   p/a,   through   a 
range   of   progression,   health   and   wellbeing   and   economic   and   business 
benefits   (see   p.   9   for   further   details). 

● The   return   on   investment   in   upskilling   100%   of   the   UK   population   with   Basic 
Digital   Skills   was   estimated   at   £358m   for   individuals   and   £243m   for 
government,   made   up   of   earnings,   employment,   communication,   transaction, 
time   saving   and   service   delivery   benefits.   (p.   9-10). 
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How   Future   Digital   Inclusion   adds   value   to   the   UK   online   centres 
network 
 
Tinder   Foundation   achieves   the   targets   set   out   by   the   Future   Digital   Inclusion 
programme   through   its   management   and   support   of   over   3,000   UK   online   centres 
across   England.   The   network   includes   a   broad   range   of   organisations,   including 
libraries,   social   housing   providers,   training   providers,   advice   providers   and   local 
Voluntary   &   Community   Sector   organisations.   Through   the   network,   Tinder 
Foundation   is   able   to   reach   vulnerable   and   disadvantaged   members   of   society,   and 
offer   them   support,   advice   and   learning   opportunities.   To   maximise   the   specialist 
skills   and   experience   partners   within   the   network,   Specialist   Networks   were 
developed   in   2015-16   to   bring   together   and   support   centres   who   are   supporting 
learners   in   the   following   key   demographic   and   geographic   groups: 
 
● Disability   -      43   centres 
● Into   Work   -   112   centres 
● Carers   -   13   centres 
● Rural   -   17   centres 
● Older   People   -      66   centres 
● Home   Access   -   35   centres 
● Social   Housing   -   19   centres 

 
Centres   in   the   Specialist   Networks   use   resources   designed   by   Tinder   Foundation   to 
help   them   to   further   support   their   learners,   and   share   best   practice.   At   the   end   of 
February   2016,   there   were   305   centres   with   membership   of   at   least   one   Specialist 
Network.   From   these   networks,   Tinder   Foundation   has   recruited   eight   specialist 
champion   centres   who   provide   expertise   in   supporting   a   particular   specialist   or 
ultra-specialist   target   group,   modelling   innovative   delivery   models   and   learning 
resources,   and   leading   conversations   with   the   UK   online   centres   network.  
 
During   2015-16,   grant   funding   was   allocated   to   188   UK   online   centres   working   with 
unemployed   and   low-income   learners,   with   outputs   tracked   through   course 
completions   of   Learn   My   Way   and   online   tutor   returns   through   the   CaptureIT   tutor 
return   function.   Further   grant   funding   was   awarded   to   additional   30   organisations 
working   with   one   of   two   specialist   audiences   through   the   Future   Digital   Inclusion 
programme:   disabled   people   (26   centres)   and   people   in   rural   areas   (6   centres). 
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The   impact   of   support   beyond   funding 
 
Tinder   Foundation   provides   a   comprehensive   package   of   support   for   centres   that   do 
not   receive   grant   funding,   which   adds   value   and   capacity   to   their   work.      During 
2015-16,   64%   of   Learn   My   Way   registrations   and   49%   of   course   completions   were 
delivered   by   non-grant   funded   centres   as   part   of   the   Future   Digital   Inclusion 
programme.   As   part   of   the   evaluation,   Tinder   Foundation   commissioned   the 
independent   research   agency   Just   Economics   to   carry   out   a   qualitative   study   of   36 
UK   online   centres,   to   understand   how   support   outside   of   grant   funding   helped 
centres   to   achieve   these   results,   with   the   following   key   findings: 
 
● Learn   My   Way.    Tinder   Foundation’s   learning   platform   was   described   as 

‘important’   or   ‘very   important’   by   all   participating   centres;   they   reported   that 
the   platform   ‘ ...was   described   as   flexible,   accessible   to   new   learners,   and 
providing   a   wide   variety   of   learning   topics.   Centres   valued   its   informality, 
practicality,   and   the   way   it   can   be   tailored   to   individual   needs.   Centres   also 
mentioned   the   focus   on   job-seeking   skills   and   progression   to   further   learning 
as   important   benefits.   One   respondent   said   that   Learn   My   Way   formed   the 
basis   of   what   their   organisation   did. ’ 

● Marketing   collateral.    The   free   posters   and   leaflets   provided   to   all   UK   online 
centres   were   widely   used,   both   to   brand   learning   environments   (especially 
important   in   outreach   delivery),   and   to   promote   centres’   work   to   local 
authorities   and   Jobcentres.   Just   Economics   noted   that   there   was   a   strong 
benefit   to   being   part   of   a   national   network:    ‘the   UK   online   centres   brand   was 
reported   as   being   very   strong:   it   is   easy   for   people   to   identify   a   local   centre, 
and   easy   to   find   out   information   about   local   UK   online   centres...It   was   felt   that 
network   membership   raised   the   centre’s   profile   in   the   community,   especially 
with   local   Jobcentres,   as   well   as   increasing   referral   levels.’ 

● Support,   advice   &   training.    Non-material   support   is   provided   to   UK   online 
centres   by   Tinder   Foundation   in   several   ways,   including   regular   Network 
Coordinators   calls,   training   and   accredited   qualifications,   an   annual 
conference,   campaign   co-ordination,   online   forums   and   research   projects 
where   centres   can   share   their   expertise.   Just   Economics   found   this   support 
helps   to   give   the   network   a   sense   of   identity   and   purpose,   and   adds   further 
value   to   UK   online   centres   activities.   They   reported   that   Tinder   Foundation’s 
‘training   was   seen   as   being   of   a   high   standard   and   a   significant   help   to   the 
centres’   and   that   ‘the   biggest   benefits   of   being   a   UK   online   centre   were 
branding,   and   the   support   and   training   provided   by   Tinder   Foundation, 
allowing   them   to   deliver   services   more   effectively. ’ 
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UK   online   centres   as   pathways   to   Further   Education 
 
Evidence   gathered   as   part   of   the   Future   Digital   Inclusion   evaluation   has   helped 
Tinder   Foundation   to   understand   the   extent   of   UK   online   centres’   delivery   of   Further 
Education   (FE)   and   links   with   FE   providers.   The   core   of   this   work   was   a   qualitative 
study   conducted   by   Just   Economics,   which   examined   how   UK   online   centres   progress 
their   learners   to   FE.   Additional   data   was   collected   by   Tinder   Foundation   through 
their   quarterly   survey   of   the   UK   online   centres   network.   These   interventions 
identified   three   routes   to   FE   progression: 
 
● Advice   and   guidance   on   FE   options.    As   well   as   effectively   re-engaging   people 

who   have   been   excluded   from   learning   for   long   periods   of   time   (see   p.   16), 
many   UK   online   centres   act   as   a   bridge   to   FE   by   providing   information   on 
progression   routes   and   making   sure   learners   are   equipped   to   start   more 
formal   learning.   Through   the   quarterly   survey,   125   centres   reported 
signposting   learners   to   local   colleges,   the   Workers   Education   Association,   and 
local   authority   adult   education   services. 

● Formal   partnerships   with   FE   providers.    This   included   close   and   regular 
communication   in   order   to   support   learners   as   they   moved   to   a   formal   FE 
environment,   but   also   hosting   outreach   provision   delivered   by   FE   providers.   In 
some   cases   these   purposes   were   combined,   with   outreach   classes   aimed   to 
encourage   learners   to   move   from   centres   to   colleges. 

● In-house   FE   provision.    Many     UK   online   centres   have   established   internal 
progression   pathways   to   FE   options,   allowing   learners   to   easily   progress   from 
digital   skills   and   informal   learning   to   qualifications.   This   is   especially 
important   where   no   others   were   available   (for   example   when   travel   to   the 
nearest   FE   college   was   prohibitively   expensive   and   time-consuming,   or   when 
cultural   barriers   meant   that   colleges   were   not   a   suitable   environment). 

 
In   addition,   to   encourage   UK   online   centres   to   record   learner   progression   to   FE, 
Tinder   Foundation   conducted   a   pilot   with   members   of   its   Research   Partner   Network 
to   better   understand   the   logistics   of   centres   creating   Unique   Learner   Numbers   (ULNs) 
for   their   learners.   From   the   beginning   of   2016-17,   an   uplift   of   £5   per   learner   is   being 
offered   to   encourage   FDI-funded   centres   create   ULNs   for   10,000   learners,   and 
training   resources   are   being   developed   to   help   centre   staff   and   volunteers 
understand   the   relevant   processes.   As   well   as   helping   Tinder   Foundation   to   evidence 
UK   online   centre   learners’   progression   to   FE,   this   scheme   will   help   learners   to 
monitor   and   evidence   their   learning   with   other   education   establishments   and   future 
employers. 
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Future   Digital   Inclusion:   Return   on   Investment 
 
Two   strands   of   Future   Digital   Inclusion   evaluation   in   2015-16   provided   further 
evidence   of   the   value   for   money   represented   by   government   investment   in   digital 
inclusion:   a   Social   Return   on   Investment   (SROI)   analysis   of   the   Future   Digital 
Inclusion   programme,   conducted   by   Just   Economics,   and   a   report   by   the   Centre   for 
Economics   and   Business   Research   (CEBR),   estimating   the   value   to   the   UK   economy   of 
100%   of   the   UK   population   having   Basic   Digital   Skills. 
 
Future   Digital   Inclusion   and   Social   Return   on   Investment 
 
SROI   is   a   participative,   mixed   methods   evaluation   framework,   which   ascribes   a 
financial   value   to   outcomes   that   traditionally   have   not   been   financially   valued.   A 
comprehensive   stakeholder   analysis   exercise,   conducted   through   Tinder 
Foundation’s   Research   Partner   Network,   allowed   Just   Economics   to   identify   the   key 
groups   who   derive   significant   value   from   Future   Digital   Inclusion   programme 
activities.   Interviews   and   focus   groups   -   with   learners,   centre   staff,   and   senior 
stakeholders   -   were   used   to   identify   the   mechanisms   of   benefit,   from   which   a   theory 
of   change   was   derived   for   each   group   of   stakeholders.   Benefits   were   identified   in   the 
following   key   areas: 
 
● Progression.    From   engagement,   UK   online   centres   learners   progress   to 

activities   including   more   effective   job-seeking,   employment,   work-relevant 
digital   skills,   wider   learning   and   further   education,   and   volunteering. 

● Health   &   Wellbeing.    Learners   improve   physical   and   mental   health   and 
wellbeing   through   social   contact   (both   online   and   offline),   self-management 
of   health   through   digital   tools,   increased   confidence   and   self-efficacy,   and 
greater   independence,   especially   for   disabled   learners. 

● Economic   &   Business.    Benefits   in   this   category   include   channel   shift   and 
increased   economic   activity   through   higher   wages   and   more   disposable 
income   as   a   result   of   online   shopping   and   transacting,   as   well   as   greater 
financial   capability   through   the   use   of   online   money   management   tools, 
comparing   prices   online,   and   accessing   online   financial   services. 

 
CEBR:   the   Economic   Impact   of   Digital   Skills 
 
CEBR’s   report   estimated   that   over   the   ten   year   period   between   2016   and   2025   4.9 
million   of   those   who   do   not   possess   Basic   Digital   Skills   will   get   online   without 
additional   help,   but   the   remaining   7.9   million   -   15%   of   the   adult   population   -   will 
need   additional   support   to   gain   Basic   Digital   Skills   at   an   estimated   cost   of   between 
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£45   and   £334   per   person.   The   report   sets   out   six   main   benefits   to   individuals   and   to 
the   Government   of   equipping   100%   of   the   population   with   Basic   Digital   Skills: 
 
● Earnings   benefits.    People   in   work   who   gain   digital   skills   can   increase   their 

earnings   by   between   3%   and   10%.   CEBR   estimated   that   if   everyone   in   work 
were   to   gain   these   skills,   it   would   lead   to   a   net   earnings   benefits   of   £358 
million   per   year   for   individuals,   and   £243   million   per   year   for   Government 
from   higher   income   tax   and   National   Insurance   receipts. 

● Employment   benefits.    Digital   skills   help   unemployed   people   prepare   for   and 
find   work.   They   also   encourage   those   who   are   economically   inactive   to   start 
looking   for   work.   CEBR   estimated   that   these   benefits   will   lead   to   £204   million 
per   year   for   individuals’   earnings,   and   £79   million   for   government. 

● Communication   benefits.    Digital   skills   improve   the   ability   to   communicate   and 
connect   with   family   and   friends,   leading   to   increased   spending   on   recreation 
and   cultural   activities.   CEBR   estimated   the   aggregate   additional   expenditure 
on   recreational   and   cultural   activities   to   amount   to   £415   million   per   year   by 
2025. 

● Transaction   benefits.    Shopping   online   saves   people   on   average   13%   compared 
to   shopping   in-store,   equivalent   to   £143   per   person   per   year.   The   transaction 
benefits   of   giving   Basic   Digital   Skills   to   those   currently   without   them   were 
estimated   by   CEBR   at   £796   million   per   year   by   2025. 

● Time   savings.    By   accessing   services   online,   individuals   save   30   minutes   of   their 
leisure   time   on   average   per   transaction,   saving   30   hours   annually.   In   monetary 
terms,   this   time   saving   was   estimated   by   CEBR   to   be   worth   £1.5   billion   per   year 
by   2025. 

● NHS   cost   savings.    Research   by   Tinder   Foundation   shows   that,   after   having 
learnt   about   health   resources   through   training,   a   third   of   learners   made   fewer 
visits   to   a   doctor.   Based   on   a   cost   to   the   NHS   of   £45   per   GP   visit,   CEBR 
estimated   that   ensuring   everyone   had   the   Basic   Digital   Skills   to   access   health 
information   online   would   provide   savings   of   £121   million   a   year   by   2025. 

 
The   Return   on   Investment   in   Basic   Digital   Skills 
 
These   two   pieces   of   independent   research   identified   broadly   similar   outcomes   to 
which   financial   values   could   be   applied,   and   the   different   scopes   of   each   study   give   a 
useful   range   of   return   on   investment   data.   Most   significantly,   CEBR   based   their 
calculation   of   the   value   of   digital   skills   on   a   benefit   period   of   ten   years,   with 
forecasts   based   on   a   hypothetical   situation   (Basic   Digital   Skills   for   all   UK   residents). 
These   assumptions   generated   an   ROI   ratio   of   1:9.7,   where   £9.70   of   value   would   be 
generated   for   every   £1   invested. 
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Just   Economics’   approach   was   more   conservative:   it   focused   solely   on   the   investment 
and   impact   associated   with   the   Future   Digital   Inclusion   programme,   and   assumed 
relatively   high   levels   of   attribution   of   outcome   to   factors   outside   of   the   Future   Digital 
Inclusion   programme.   Even   with   these   more   stringent   criteria,   the   SROI   ratio   was 
calculated   at   1:4.45,   where   £4.45   of   value   is   generated   for   every   £1   invested:   a   total   of 
£13.34m   return   on   each   £3m   annual   investment. 
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Target   Audience:   Unemployed 
 
Support   for   job-seekers   has   remained   at   the   core   of   UK   online   centres   activities   in 
2015-16,   with   31%   of   learners   identifying   themselves   as   unemployed.   4   out   of   10 
job-seekers   attending   a   UK   online   centre   started   doing   so   following   referral   from   a 
Jobcentre   or   Work   Programme   provider.  
 
Baseline   skills   for   unemployed   learners   are   slightly   higher   than   the   average   for   UK 
online   centres’   learners:   this   group   tends   to   need   specific   support   with   unfamiliar 
online   activities   like   CV   upload,   job   search   and   application,   which   does   not 
necessarily   mean   they   have   no   Basic   Digital   Skills.   However,   the   differences   are   not 
large,   and   there   is   still   a   clear   need   for   support:   56%   of   unemployed   learners   do   not 
have   the   skills   required   to   complete   an   online   form,   and   24%   had   neither   home   or 
personal   (i.e.   smartphone)   access   to   an   internet-connected   device   when   they   started 
learning. 
 
Unsurprisingly,   using   the   internet   to   find   work   is   the   primary   motivation   for   85%   of 
unemployed   learners,   but   survey   responses   suggest   a   great   deal   of   interest   in   other 
areas   of   online   activity   including   work-related   learning   (63%),   using   local   and 
national   government   services   (39%)   and   finding   health   information   (37%).   This   group 
also   makes   good   use   of   the   broad   spectrum   of   support   services   available   at   UK 
online   centres,   and   are   more   likely   than   the   wider   learner   population   to   seek   help 
with   numeracy   (15%   vs   12%),   becoming   a   volunteer   (23%   vs   17%),   and   especially   with 
gaining   a   qualification   (42%   vs   28%),   with   52%   of   unemployed   learners   having   no 
qualifications   higher   than   Level   1   at   point   of   engagement. 
 
Unemployed   learners   develop   a   broad   range   of   digital   employability   skills,   with   48% 
using   the   internet   to   look   for   careers   advice,   65%   creating   or   updating   their   CV   on   a 
computer,   and   62%   applying   for   jobs   online.   But   Future   Digital   Inclusion   funded 
activities   form   only   a   part   of   the   learner   journey   for   job-seekers:   Basic   Digital   Skills 
follow   on   from   Assisted   Digital   needs,   and   delivered   in   parallel   with   employability 
services   such   as   CV   writing   and   interview   preparation,   and   lead   to   further   learning 
and   qualifications,   volunteering   and   employment.   Centres   report   using   Future   Digital 
Inclusion   funding   in   conjunction   with   funding   from   their   local   authority,   or   trusts   and 
foundations   such   as   the   Big   Lottery   Fund,   to   provide   a   seamless   support   package   that 
emphasises   motivation   and   progression.   As   a   result,   76%   of   unemployed   Future 
Digital   Inclusion   learners   feel   better   equipped   to   make   decisions   about   their   career, 
training   or   learning. 
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Supporting   Unemployed   Learners:   Kensington   Community   Learning   Centre 
 
Alan   Tapp   is   Development   Manager   at   Kensington   Community   Learning   Centre,   a 
Liverpool-based   UK   online   centre   working   closely   with   local   Jobcentres   to   support 
digitally   excluded   people   into   employment. 
 
“Kensington   Community   Learning   Centre   (KCLC)   is   situated   in   the   Kensington   & 
Fairfield   ward   of   Liverpool.   98.2%   of   the   ward   features   in   the   most   deprived   5%   of 
geographic   areas   in   England,   and   the   ward   shows   all   the   symptoms   of   an   area   on 
the   sick   list   in   terms   of   deprivation.   Local   unemployment   stands   at   28%   -   almost 
three   times   the   national   average.   Household   income   is   less   than   60%   of   national 
average,   and   child   poverty   is   more   than   twice   the   national   average. 
 
To   tackle   these   problems,   KCLC   offers   training   courses,   workshops   and   a   wide 
range   of   information   services   to   local   residents.      The   biggest   demand   on   our 
resources   at   present   involves   supporting   people   with   digital   skills,   and   in   their 
search   for   employment   -   around   57%   of   our   regular   centre   users   are   unemployed   - 
as   well   as   ESOL   support   for   those   whose   first   language   is   not   English.   It   is   quite 
common   for   our   beneficiaries   to   require   at   least   two   and   often   all   three   of   these 
services. 
 
We   have   several   Jobcentre   Plus   offices   referring   their   clients   to   KCLC.   When   these 
clients   arrive   at   the   centre   they   are   often   frustrated,   annoyed   and   resentful.   We 
also   find   that   many   of   these   beneficiaries   have   not   engaged   with   an   education 
environment   since   they   left   school   or   college.   In   these   cases   we   have   to   allay   any 
fears   that   engaging   with   KCLC   is   like   “going   back   to   school”:   we   are   an   adult 
education   centre   with   a   very   flexible   approach   to   learning.   We   understand   the 
barriers   to   learning   that   beneficiaries   may   face   and   we   work   individually   with   them 
to   enable   them   to   overcome   these   barriers. 
 
In   addition   to   offering   IT   courses   (Online   Basics   for   total   novices   with   progression 
into   ITQ   at   Levels   1,   2   and   3),   KCLC   also   run   several   employability   workshops   each 
week.      During   these   workshops   beneficiaries   are   supported   with   creating   email 
accounts,   registration   with   and   effective   use   of   Universal   Jobmatch   and   other   job 
search   websites,   uploading   and   downloading   documents   like   application   forms, 
and   creating   and   maintaining   digital   CVs.   KCLC   also   work   in   partnership   with   the 
National   Careers   Service   by   arranging   both   one   to   one   interviews   and   group 
activities   for   jobseekers   and   with   other   training   providers   to   expand   the   range   of 
courses   on   offer   at   the   centre. 
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KCLC   has   been   a   UK   online   centre   for   over   15   years,   and   the   funding   that   we 
receive   from   Tinder   Foundation   helps   us   to   deliver   Basic   Digital   Skills   to 
job-seekers,   including   our   Learn   My   Way   courses   and   qualifications.   However,   the 
funding   is   not   sufficient   to   cover   the   full   cost   of   all   the   services   we   offer   to 
jobseekers,   and   we   do   have   concerns   about   the   sustainability   of   offering   maximum 
support   for   local   residents   if   additional   funding   is   not   secured   from   other   sources.” 
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Target   Audience:   Low‐Skilled 
 
The   Future   Digital   Inclusion   Key   Performance   Indicator   for   low   skills   is   the 
percentage   of   learners   who   are   educated   below   Level   2:   a   total   of   49%   in   2015-16, 
rising   to   52%   of   unemployed   learners.   This   is   a   straightforward   proxy,   but   feedback 
from   UK   online   centre   staff   suggests   that   ‘low   skills’   is   a   complicated   category:   a   lack 
of   accredited   qualifications   at   any   particular   level   is   only   part   of   the   picture.   63%   of 
all   learners   and   59%   of   working-age   learners   had   undertaken   no   learning   or   training 
-   including   informal   or   non-accredited   learning   -   in   the   three   years   prior   to   their 
attending   a   UK   online   centre,   with   exclusion   from   adult   learning   and   training 
positively   correlating   with   age.   Likelihood   of   adult   learning   also   correlates   with 
learners’   highest   level   of   education:   only   44%   of   learners   with   a   Level   4   qualification 
had   not   undertaken   any   learning   in   the   three   years   prior   to   attending   a   UK   online 
centre,   rising   to   76%   for   those   with   no   qualifications.   This   evidence   suggests   that   UK 
online   centres   are   playing   an   important   role   in   re-engaging   learners,   and   breaking   a 
cycle   of   exclusion   from   education. 
 
Motivation   to   combine   digital   skills   with   further   learning   correlates   with   age,   with 
younger   learners   more   interested   in   accessing   a   broad   range   of   skills   support   from 
their   UK   online   centre.   11%   of   all   learners   ask   their   centre   for   help   with   basic   literacy, 
but   this   rises   to   19%   for   learners   aged   25-45.   For   numeracy   the   figures   are   12%   rising 
to   21%,   and   for   ESOL   7%   rising   to   16%.   This   age   group   is   also   much   more   likely   than 
average   to   intend   to   study   towards   a   qualification   (38%   vs   28%),   but   are   less 
interested   in   informal   learning   opportunities   with   a   social   aspect   (17%   vs   27%   of   over 
65s).   All   of   these   figures   reflect   the   relationship   between   digital   exclusion   and   other 
skills   needs,   and   confirm   the   importance   of   embedding   digital   skills   training   within   a 
broad   programme   of   personal   development   and   support. 
 
Significant   outcomes   for   low-skilled   learners   include   a   greater   ability   to   manage 
housing   issues   (55%),   to   manage   money   and   changing   financial   circumstances   (50%), 
and   greater   independence   (67%).   Increased   confidence   -   reported   by   71%   of 
low-skilled   learners   -   is   especially   important,   with   feedback   from   staff   within   UK 
online   centres   suggesting   that   a   lack   of   qualifications   and   learning   achievement   in 
adulthood   is   compounded   by   a   lack   of   confidence.   Greater   confidence   also   results   in 
skills   sharing,   with   62%   of   learners   reporting   that   improved   confidence   has   increased 
their   ability   to   help   other   people   learn   new   skills.   
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Supporting   Learners   With   Low   Skills:   The   Edlington   Hilltop   Centre 

Leigh   Calladine   is   Tutor   for   Digital   Inclusion   and   Community   Health   Coordinator   at 
The   Edlington   Hilltop   Centre,   a   Doncaster-based   UK   online   centre   with   a   strong 
focus   on   learning   progression. 

“Here   at   the   Hilltop   we   realise   that   when   trying   to   get   people   engaged   in   any   kind 
of   learning   we   have   to   deal   with   barriers   to   learning   first.   We   offer   an   holistic 
approach   to   all   our   centre   users,   including   a   one-to-one   initial   interview,   an   action 
plan,   and   most   importantly   giving   them   our   time   throughout   their   learning   journey. 
We   start   by   asking   learners   about   their   journey   so   far,   where   they   would   like   to   go, 
and   from   this   we   can   support   them   with   anything   that   may   be   worrying   them   or 
preventing   them   moving   forward   in   their   life.   This   could   include   anything   from 
debt   and   benefit   management   to   referrals   to   adult   social   services,   and   if   need   be 
introducing   them   to   outside   services   that   we   feel   could   be   a   support   for   them;   we 
have   made   1,500   referrals   to   outside   agencies   over   the   last   12   months. 

We   are   very   proud   of   our   team   and   over   the   last   12   months   we   have   managed   to 
achieve   some   great   results   and   help   fantastic   amounts   of   people   through   our 
partnership   with   Tinder   Foundation,   who   give   us   huge   amounts   of   support   and 
encouragement.   1,067   learners   have   developed   new   digital   skills,   479   have   been 
supported   with   CVs   and   employability   skills,   and   more   than   240   have   gained   work 
experience   across   our   projects,   with   128   going   on   to   find   permanent   employment, 
which   we   feel   is   a   massive   achievement.   Progression   to   certification   and 
qualifications   delivered   in-house   includes   City   &   Guilds   Online   Basics   (70   learners), 
Level   2   Maths   and   English   functional   skills   (30   learners),   Level   2   First   Aid   at   Work 
(30   learners),   Level   2   Health   &   Safety   at   Work   (30   learners),   Level   2   Food   Hygiene 
(15   learners),   and   a   range   of   Level   2   BTEC   courses   related   to   the   local   job   market. 
We   cover   all   levels   of   ability,   from   30   learners   going   through   Altogether   4   Autism 
support   courses   to   4   learners   who   have   progressed   to   university. 

We   are   now   in   the   process   of   designing   a   further   six   new   courses   at   Level   2   using 
Google   Classroom   for   delivery   and   portfolio   building,   giving   improved   digital 
access   to   our   learners.   We   are   continually   reflecting   upon   services   being   supplied 
to   our   centre   users,   always   ensuring   that   at   the   centre   of   all   our   services   are   social 
purpose   and   the   needs   of   our   service   users.” 
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Target   Audience:   Disabled   People 
 
The   demographic   profile   of   disabled   learners   is   significantly   different   to   the   wider 
learner   population.   They   are   more   likely   to   be   educated   below   Level   2   (56%   vs   49% 
of   the   total   learner   population),   to   be   in   HBAI   income   poverty   (34%   vs   27%),   and   to 
live   in   social   or   sheltered   housing   (55%   vs   37%);   overall,   they   are   much   more   likely   to 
meet   at   least   one   social   exclusion   criterion   (95%   vs   83%). 
 
The   motivations   of   disabled   learners   reflect   these   higher   levels   of   social   exclusion 
and   isolation,   with   levels   of   interests   in   online   activities   like   shopping,   banking   and 
budgeting,   and   learning   similar   to   those   of   non-disabled   learners,   but   with 
significantly   higher   interest   with   using   the   internet   to   keep   in   touch   with   family   and 
friends   (55%   vs   50%   non-disabled   learners),   to   find   health   information   (44%   vs   38%) 
and   to   access   government   services   (40%   vs   37%).   Disabled   learners   are   also   more 
likely   to   use   their   UK   online   centre   for   social   contact   (31%   vs   23%   non-disabled 
learners),   gaining   qualifications   (31%   vs   27%)   and   becoming   a   volunteer   (20%   vs 
17%). 
 
Disabled   learners   are   less   likely   to   have   access   to   an   internet-connected   computer   - 
whether   public   or   personal   -   with   26%   having   no   access   outside   of   their   UK   online 
centre   compared   to   20%   of   non-disabled   learners;   unsurprisingly,   they   are   also   less 
likely   to   describe   themselves   as   current   users   of   the   internet,   at   any   level.   Limited 
access   also   corresponds   with   lower   levels   of   skills:   disabled   learners   are   more   likely 
to   give   a   negative   rating   to   their   internet   skills,   to   limit   their   online   activity   to   one   or 
two   familiar   websites,   and   are   less   likely   to   be   able   to   carry   out   even   the   simplest 
online   tasks   when   they   first   engage   with   a   UK   online   centre.   Disabled   learners   are 
also   significantly   less   likely   than   non-disabled   learners   to   have   engaged   in   any 
education   or   training   in   the   three   years   prior   to   their   engagement   (at   67%   vs   62%). 
 
Despite   these   barriers,   progression   for   disabled   learners   is   impressive,   and   even 
higher   than   that   of   non-disabled   learners   in   key   areas.   Disabled   learners   are   more 
likely   to   progress   to   courses   leading   to   accredited   qualifications   (45%   vs   37% 
non-disabled),   non-accredited   vocational   courses   (39%   vs   30%),   with   overall   learning 
progression   at   84%   compared   to   74%   for   non-disabled   learners.   Employment 
progression   among   learners   with   disabilities   that   have   a   substantial   and   long-term 
adverse   effect   on   their   ability   to   carry   out   normal   day-to-day   activities   -   the   definition 
used   in   the   Equality   Act   2010   -   is   lower   than   for   non-disabled   learners,   since   fewer 
such   learners   are   in   the   labour   market   (only   16%   of   disabled   learners   are   JSA 
claimants,   compared   to   25%   of   non-disabled   learners).   However,   learners   who   report 
having   a   less   severe   disability   have   significantly   higher   levels   of   employment 
progression   at   83%   overall   (compared   to   68%   of   non-disabled   learners),   including 
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creation   of   a   CV   (60%   vs   47%   non-disabled),   and   seeking   careers   advice   from   their 
centre   (44%   vs   38%).   Disabled   learners   are   also   more   likely   to   feel   less   lonely   and 
isolated   as   a   result   of   their   learning   (57%   severely   disabled,   53%   not   severely 
disabled,   49%   non   disabled),   but   less   likely   to   report   increased   independence   (61%   vs 
66%   vs   68%). 
 

Supporting   Disabled   Learners:   Action   on   Disability   and   Work   UK 
 
Claire   Wickham   is   Evaluation   and   Impact   Lead   at   Action   on   Disability   and   Work   UK, 
a   Bristol-based   UK   online   centre   supporting   disabled   people   to   have   successful 
working   lives. 

“Action   on   Disability   and   Work   UK   is   a   disabled   people’s   user-led   organisation 
based   in   Bristol.   Our   UK   online   centre   and   internet-based   work   club   are   located   in 
the   Vassall   Centre,   a   fully   accessible   building   that   also   hosts   other   disability 
organisations.   We   have   a   dedicated   computer   room   and   our   aim   is   to   encourage 
disabled   people,   older   people   and   carers   to   get   online   and   to   improve   their 
computer   skills. 

Around   65%   of   our   users   are   disabled   people   with   a   wide   variety   of   impairments 
and   access   requirements.   We   have   height   adjustable   desks,   a   range   of   specialist 
chairs,   additional   space   to   accommodate   support   workers   and   wheelchair   users 
plus   a   variety   of   assistive   technology.   We   run   drop-in   sessions   four   days   a   week 
with   additional   courses   when   funding   permits. 

One   of   the   challenges   of   engaging   with   disabled   people   can   be   simply   publicising 
your   services.   We   want   individual   disabled   people   to   choose   to   come   to   us   and   our 
strategy   has   been   to   network   extensively.   We   now   have   excellent   working 
relationships   with   many   other   disability   organisations.   For   example,   MENCAP   refers 
clients   to   us   –   and   we   also   refer   users   to   them.   We   also   have   good   links   with   local 
Jobcentres   and   support   from   “Ways   to   Work”   which   is   a   council-funded   network   of 
providers   of   training   and   employment   opportunities   for   people   in   the   Bristol   area. 

Our   learners   tell   us   that   our   greatest   asset   is   our   volunteers.   Our   peer-support 
approach   is   made   possible   by   the   fact   that   over   50%   of   our   volunteers   (and   75%   of 
our   staff)   are   disabled   people   themselves.   We   use   volunteers   to   provide   one-to-one 
support   but   do   not   have   a   large   enough   number   to   provide   this   for   all   users.   The 
Learn   My   Way   modules   are   a   very   useful   tool   for   introducing   our   learners   to 
computers   and   help   to   promote   independent   learning.   They   also   provide   an 
excellent   structure   for   our   volunteers   so   that   they   have   a   guide   when   supporting 
individual   disabled   people. 

Being   part   of   the   UK   online   centres   Disability   Specialist   Network   is   also   important. 
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This   provides   external   validation   for   our   work.   Our   staff,   volunteers   and   learners 
have   enjoyed   being   involved   in   a   number   of   Tinder   Foundation   initiatives   and 
projects.   This   experience   is   very   motivating   and   our   learners   feel   empowered   when 
they   find   they   can   give   something   back   to   Tinder   Foundation.” 
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Methodology 
 
Evaluation   of   the   Future   Digital   Inclusion   programme   in   2015-16   has   been   broad   and 
complex,   with   new   methodological   tools   and   approaches   used   to   corroborate   data 
and   gain   a   clearer   understandings   of   the   relationship   between   learners’   needs, 
centre   support   and   the   contribution   of   Tinder   Foundation.   Detailed   evidence   has 
been   gathered   on   the   impact   of   Future   Digital   Inclusion   funded   activities   at   scale   and 
in   depth,   as   well   as   new   insights   that   will   help   Tinder   Foundation   to   continue   to 
improve   its   offer   to   the   network.   Tinder   Foundation   continues   to   build   its   reputation 
as   thought   leader   in   the   fields   of   digital   and   social   inclusion,   and   findings   from   the 
Future   Digital   Inclusion   programme   are   contributing   towards   original   research   and 
recommendations   for   practitioners   and   policymakers   at   a   national   level.   The   table 
below   summarises   the   different   elements   of   Future   Digital   Inclusion   evaluation   and 
research   in   2015-16. 
 

  Item  Detail 

1  Report :   SROI 
Analysis 

A   detailed   Social   Return   On   Investment   (SROI)   analysis   of 
Future   Digital   Inclusion   grant-funded   UK   online   centres, 
carried   out   by   Just   Economics,   a   leading   independent   digital 
inclusion   research   organisation.   This   SROI   analysis   calculates 
the   value   of   Future   Digital   Inclusion   activities   to   individuals, 
communities   and   the   state. 

2  Report : 
Tinder 
Foundation   & 
the   UK 
online 
centres 
network 

A   second   independent   report   by   Just   Economics,   examining 
the   effect   of   network   membership   on   UK   online   centres, 
especially   in   terms   of   support   provided   in   addition   to   grant 
funding,   and   the   ways   in   which   centres   support   learners   to 
progress   from   basic   digital   skills   to   Further   Education. 

3  Report :   ‘The 
economic 
impact   of 
Basic   Digital 
Skills   and 
inclusion   in 
the   UK’ 

An   independent   report   by   the   Centre   for   Economic   and 
Business   Research   (Cebr)   into   the   economic   benefit   of   a   100% 
digitally   skilled   population,   based   on   the   Future   Digital 
Inclusion-funded   UK   online   centre   network   support   model. 
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http://www.tinderfoundation.org/sites/default/files/research-publications/sroi250216formatted4_0.pdf
http://www.tinderfoundation.org/sites/default/files/research-publications/bis-independent-study.pdf
http://www.tinderfoundation.org/our-thinking/research-publications/economic-impact-basic-digital-skills-and-inclusion-uk


2  Research 
Partner 
Network  

At   the   beginning   of   2015-16,   20   highly   active   and   engaged   UK 
online   centres   were   selected   to   form   the   Research   Partner 
Network,   to   provide   ongoing   insight   into   the   circumstances 
facing   different   kinds   of   centre   and   support   the   delivery   of   the 
‘Routes   to   Inclusion’   study   (below) 

3  ‘Routes   to 
Inclusion’ 
Longitudinal 
Learner 
Study  

Carried   out   through   the   Research   Partner   Network,   ‘Routes   to 
Inclusion’   has   recruited   and   continues   to   track   29   learners 
from   a   variety   of   backgrounds   for   18   months.   Analysis   of 
audio-recorded   interviews   focuses   on   motivations   and 
triggers   for   learning;   personal   circumstances,   especially   in 
terms   of   barriers   to   achievement   and   inclusion;   and   the 
nature   and   importance   of   the   support   provided   by   UK   online 
centres. 

4  Learner 
Baseline   & 
Progression 
Surveys 

Independently   administered   by   IFF   Research,   one   of   the   UK’s 
leading   research   agencies.   Surveys   are   administered   at 
baseline   (following   LMW   registration)   to   capture   learners’ 
motivations,   circumstances   and   demographics;   and   three 
months   afterwards,   to   capture   changes   in   motivation,   skills 
and   access,   as   well   as   progression   to   further   learning   and 
employment. 

6  Quarterly 
Centre 
Survey 

Reporting:   online   survey   administered   by   Tinder   Foundation. 
To   capture   data   on   trends   in   centre   capacity   as   a   result   of 
Future   Digital   Inclusion   funding   including   Basic   Digital   Skills 
for   organisations   (Go   ON   UK   2014   matrix),   facilitating   a   deep 
level   of   quantitative   and   qualitative   analysis   regarding 
outcomes 

7  Network 
Audit 

Various   activities   throughout   the   year   have   contributed   to 
more   detailed   and   accurate   segmentation   of   the   network   in 
terms   of   delivery   models,   activities   and   target   audiences.   This 
includes   a   number   of   quantitative   surveys   administered 
online   and   by   telephone   by   IFF   Research,   as   well   as 
qualitative   data   gathering   through   visits   and   phone   calls   by 
the   Tinder   Foundation   Research   &   Innovation   team. 
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