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INTRODUCTION/BACKGROUND


Assisted digital and digital inclusion background

Government is committed to reducing the number of digitally excluded people in the UK, by removing the barriers presented by lack of access, digital skills or motivation.  Currently, 12.6 million people in the UK lack basic digital skills and many either can’t or don’t use digital government services independently.
Assisted digital
The Government Digital Strategy set out how government will become digital by default. By digital by default, we mean creating digital services that are so straightforward and convenient that all those who can use them will choose to do so whilst those who can’t are not excluded.
Everyone who can use digital services independently will be encouraged to do so. Government will always offer help to those who can’t. Assisted digital provision will vary for different users and for different services. Not all departments can offer assisted digital support in person. Front line offices may not be set up to deliver help in this way. And our research shows many users currently seek support from different organisations to complete government services on paper forms. Many will continue to require support to use government services digitally. This framework will enable departments to commission the support their users need.
Digital inclusion
Digital inclusion (DI) is giving people the skills, access, motivation and trust to go online to do a whole range of things. The government is working with partners from the private and voluntary sectors to reduce the number of digitally excluded individuals, Small Medium Enterprises and charities. 
In October 2015, the Basic Digital Skills UK report 2015 was published. The report was prepared by Ipsos MORI for Go ON UK, in association with Lloyds Banking Group. Some of the key findings in the report include: 
77% of the UK adult population have Basic Digital Skills with 81% having the Basic Online Skills level. 
This leaves 23%, or an estimated 12.6 million adults in the UK who don’t have Basic Digital Skills.  Nearly nine in ten of all adults are capable of ‘managing information’ and ‘communicating’ online. However there is variation across differing demographic and social groupings: 
-The digital skills level starts to decline amongst the 45+ demographics culminating in the 65+ groups having a Basic Digital Skills level of 43%. This group have the lowest digital device ownership, the bulk of this age group are retired, suggesting they lack the opportunity/ desire to acquire the skills. 
-The Basic Digital Skills level amongst ABC1s[footnoteRef:1] social grades is higher than the national average at 87%, but is significantly lower amongst the C2DE social grades (65%).  [1:  ABC1s broadly equates to higher social grades such as professionals, higher and intermediate managers and clerical and junior managers. C2DE broadly equates to skilled, semi skilled and unskilled manual workers and also includes casual and lowest grade workers] 

- Greater London (84%), Scotland (81%), the South East and South West (both 81%) register the highest Basic Digital Skills levels, but Wales – where internet access is lowest – displays the lowest levels (62%).
In terms of internet use, we know that whilst the so-called ‘digital divides’ have narrowed over time, internet use in the UK is still strongly stratified by age, (dis)ability, income, education and geography, with digital inequalities broadly following lines of social disadvantage. A growing body of evidence indicates that DI has significant potential to deliver economic, social and health outcomes for both society and the individual.
· Go ON UK and Booz & Co research estimates that if the UK achieved global leadership in digitisation it could add £63 billion to its annual GDP.
· Research commissioned by BT estimates the social value for individuals of getting online for the first time at £1,064 per annum delivered through enhanced job searching, saving time and money and reduced loneliness.
Central government departments have committed to embed digital inclusion in policy, programmes and services.  This framework gives them and others a mechanism for buying a wide range of digital training services that meet their needs and those of their customers.
[bookmark: h.nk302qx6q3hk]The digital training and support framework
The framework will allow central government departments and wider public sector organisations to commission digital training and support. We expect these services to be available from a broad range of providers from the Voluntary, Community and Social Enterprise (VCSE) sector, the wider public sector and the private sector.
One central framework will make it easier for these suppliers to contract with Government Departments. Successful suppliers will then be able to compete in any Departmental mini competition if relevant. They only need to contract in this way with government once, rather than with a range of departments, agencies and other organisations in the public sector.
We will potentially launch a new iteration every 24 months, allowing us to improve the framework in response to market signals and user feedback, and to refresh the range of suppliers.

The services covered by this procurement have been sub-divided into 2 Sections and a total of 5 LOTS:

Section A: assisted digital
· LOT 1 - Support to use government digital services

Section B: digital inclusion
· LOT 2 - Digital inclusion research and analysis
· LOT 3 - Design of a digital inclusion course, product or intervention
· LOT 4 - Delivery of digital inclusion/basic digital skills training
· LOT 5 - Digital inclusion marketing and promotion






GROUP A - SCOPE DESCRIPTION - ASSISTED DIGITAL SERVICES 

The Government Digital Strategy commits to providing support for people and businesses who need it to use government digital services. This is called assisted digital support. Around 1 in 5 adults in Britain will need some form of assisted digital support, due to lack of digital access or skills. The exact number and the type of support provided will depend on the service and the needs of its users.
Assisted digital support is usually delivered by telephone or in person (“high street”, where the user visits the support; or outreach, where the support provider goes to the user). The provider could guide a user through the digital service or enter a user’s information into the digital service on their behalf. 


Lot 1 - Support to use government digital services

This LOT is for the procurement of assisted digital support. This is the delivery of support to assist users through all or part of a government digital service. Exact requirements will be detailed in mini-competitions, based on user needs for the specific service. 
Suppliers will be expected to provide or contribute to support for users who need it which:
· is aligned with assisted digital guidance in the government service design manual
· helps users build the skills or confidence to complete government digital services independently
· is easy for users to find and access, at the times and places they need it
· is free to use (no additional fees are charged, over any payment required for completing the digital service)
· gives a good end to end experience for users 
· is trusted by users
· securely stores and handles users’ personal data, ensuring users’ privacy is maintained
· meets legal accessibility and language requirements
· is measured through analytics and user feedback, to improve the support and make the digital service better
Staff must be suitably trained to support users through specific digital services, including providing information about the government service or the policy behind it. 

Appropriate technology must be available to provide support for the specific digital service. 





GROUP B - SCOPE DEFINITION - DIGITAL INCLUSION SERVICES


Digital inclusion means enabling people to make the most of the internet. This includes removing key barriers such as a lack of access (lack of equipment, wifi), a lack of basic digital skills (for example - lack of ability to use an email account or search safely online) and a lack of motivation or trust. The definition of basic digital skills created by Go ON UK is a useful articulation of what we mean by basic digital skills.  

Whilst we know that the number of households in Great Britain with internet access has risen from 57% in 2006 to 86% in 2015, there are still 14% of households with no internet access and 13% of UK adults who have never used the internet (ONS - Office of National Statistics). 

We also know that 23% of UK adults lack basic online skills (Ipsos Mori/Go ON UK, 2015) and that among households without internet access, key barriers are (ONS research):

· Motivation: 53% say they don’t have a connection because they 'did not need it' ;
· Skills: 32% indicated that this was due to a lack of skills;
· Access: high equipment costs and access costs are also a barrier to 12% and 11% of households respectively.
Government is committed to reducing the number of digitally excluded people, SMEs and charities.  

These four lots are for the procurement of digital inclusion research/analysis, the design of a digital inclusion course, product or intervention, the delivery of basic digital skills training and digital inclusion marketing and promotion. 

LOT 2 - Digital inclusion research and analysis 

This LOT is for the procurement of digital inclusion research/analysis. This includes some or all of the below:

· digital inclusion research designed to inform strategy/policy, based on user needs 
· evaluation research geared at assessing the implementation and impact of programmes/services 
· digital inclusion data collection - including qualitative, quantitative or customer insight
· data analysis - including analysing and synthesising digital inclusion data
· reporting and presenting findings to drive digital inclusion strategy/policy/ practice 
· creation of an actionable plan to increase digital inclusion for a particular user/community 


LOT 3 - Design of a digital inclusion course, product or intervention 

This LOT is for the procurement of the design of a digital inclusion training course, product or intervention for any channel. This includes some or all of the below:

· design of a digital inclusion course, intervention or product 
· design of a proposal to evaluate a course, product or intervention (see section on Measuring Digital Inclusion below)
· design of a training plan 


LOT 4 - Delivery of basic digital skills/digital inclusion training

This LOT is for the procurement of the delivery of digital inclusion training via any channel. This includes some or all of the below:

· delivery of basic digital skills training to meet broad or targeted user needs - this may focus on achievement of a particular outcome and/or may include a basic digital skills qualification)
· the monitoring and evaluation of training (see section on Measuring digital inclusion below)
· establishment and/or management of a training programme 
· establishment and/or management of one or more sites/network
· management of staff and/or volunteers who deliver training
· establishment of feedback arrangements with staff/volunteers and users to ensure interventions and products meet user needs. 
· user engagement, feedback and use of analytics to make improvements to training and related products
· creation and/or enhancement as well as maintenance of bespoke courses, products and interventions during the contract
· co-ordination and/or collaboration with a range of national and/or local partners
· meeting evaluation and reporting requirements





LOT 5 - Digital inclusion marketing and promotion

This LOT is for the procurement of the creation and the delivery of marketing, communications and campaigns related to digital inclusion. It includes some or all of the following:

· marketing of basic digital skills and/or training opportunities via existing or new mass and/or targeted campaigns
· use of mass and/or targeted communications
· public relations activities including case studies of people who have benefitted from being online

To note, Government departments and Arm’s Length Bodies (ALBs), Non-Departmental Public Bodies (NDPBs), non-market bodies that are majority controlled and/or financed by departments and certain public corporations are subject to Marketing and Communications spend controls if spending over £100,000


Measuring digital inclusion - the Digital Inclusion Outcomes framework
A Digital Inclusion Outcomes Framework has been developed as a template for benchmarking and tracking DI and evaluating activities locally. This will provide evidence of the impact of digital inclusion/skills on improved outcomes across key policy areas. It also demonstrates the case for investment. The framework and the evaluation toolkit will be trialled in a variety of pilot projects. We strongly recommend that procuring bodies use this framework to measure their digital inclusion activities. 





GROUP A - ASSISTED DIGITAL - REGIONS OF DELIVERY 

Please provide more detail about which geographical areas your organisation will be able to deliver in. This information will be used to issue call off competitions. 

Please note that: 
· suppliers will only be alerted to opportunities in the geographical areas which they state they can cover.  
· geographical areas will not be used for evaluation purposes and suppliers will not be penalised if they do not have capability to deliver across all geographical areas.

				Yes 			No	
	
England 						



			
Northern Ireland 					




Scotland 						




Wales 						




Suppliers are not required to deliver assisted digital or digital inclusion services in the whole region.  If there are specific areas your organisation can deliver in, please indicate which areas in the box below: -
	





GROUP B - DIGITAL INCLUSION - REGIONS OF DELIVERY

Please provide more detail about which geographical areas your organisation will be able to deliver in. This information will be used to issue call off competitions. 

Please note that: 
· suppliers will only be alerted to opportunities in the geographical areas which they state they can cover.  
· geographical areas will not be used for evaluation purposes and suppliers will not be penalised if they do not have capability to deliver across all geographical areas.

				Yes 			No	
	

England 						



		
Northern Ireland 					




Scotland 						




Wales 						



Suppliers are not required to deliver assisted digital or digital inclusion services in the whole region.  If there are specific areas your organisation can deliver in, please indicate which areas in the box below: -

	













SUPPLIER CAPABILITY LOTS 

 Suppliers may bid for one LOT, multiple LOTS, or all LOTS. 


GROUP A - Assisted digital services

Please indicate which LOTS your organisation wishes to bid for. 


LOT Capability 							Yes 		No	
	

LOT 1 - Support to use government digital services	
		



	
GROUP B - Digital Inclusion services

Please indicate what areas of expertise your organisation is capable of delivering. 


LOT 2 - Digital inclusion research and analysis		
		




		 
LOT 3 - Design of a digital inclusion course,	
	   product or intervention
		




LOT 4 - Delivery of digital inclusion/basic
   digital skills training
		                      			            





LOT 5 - Digital inclusion marketing and promotion		
			         				




CASE STUDY - Assisted digital support

LOT 1: Support to use government digital services 

Please provide a case study demonstrating your capability.  In no more than 2,000 words, please: 

· Set out your understanding of assisted digital within the Government Digital Strategy and how offline users will be supported. 

· Describe how you will help users complete government digital services, to meet the requirements specified in the description of LOT 1. 

· Describe how you will help users become more independent by building their digital skills as part of the support. 

· Describe how you will capture, record and manage users’ personal data. 

· Describe how you will measure and evaluate your support, to provide assurance of successful outcomes and to help government improve its digital services. 








CASE STUDY - Digital inclusion

Please provide a case study for each of the lots you are applying for demonstrating your capability.  In no more than 2,000 words per case study, please: 


LOT 2 - Digital Inclusion research and analysis 

· Demonstrate your understanding of digital inclusion and why research and analysis is important.
          
· Describe how you will design and deliver research and evaluation to inform or assess strategy/policy/delivery and demonstrate a track record in successful research and evaluation design and delivery.
           
· Outline how you will create a credible plan to increase digital inclusion and demonstrate a successful track record.                                           
           


LOT 3 Design of a digital inclusion course, product or intervention


· Describe how you will design a digital inclusion course intervention or product to meet user needs and demonstrate a successful track record in designing products around user needs. 
          
· Outline systems/plans for how you will measure the effectiveness of the intervention and demonstrate a successful track record in monitoring and evaluation design.                  
           
· Demonstrate how you will design a training plan for a particular target group and demonstrate a successful track record in designing a training plan           

LOT 4 - Delivery of digital inclusion/basic digital skills training 
.

· Describe how you will deliver basic digital skills training to meet user needs and demonstrate a successful track record in delivering training to meet user needs.                                                          
      
· Outline plans for monitoring and evaluation, including key performance indicators and demonstrate a successful track record in monitoring and evaluation.
          

· Describe the management mechanisms will you have in place to support effective training across one or more sites and show how you have effectively managed relevant training before.   
          

· Demonstrate how you will collaborate with other partners, and demonstrate a track record of relevant collaborative working.
            

LOT 5 - Digital inclusion marketing and promotion  

· Describe how you will promote the benefits of digital inclusion and demonstrate a track record in creating and delivering marketing campaigns, and communications.
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