NODA

Presentation to Digital Inclusion Project
Board

Date: 261" September 2022 III
]

ﬂOdO

Insight for action



- III-

Digital Connectivity — Norfolk Coverage NOCQ O

Superfast (=24 Mbps):
Superfast (>=30 Mbps):

Gigabit (DOCSIS 3.1 or
FTTP):

Full Fibre (FTTP or FTTH):

Alt Net FTTP:
FTTP excluding Openreach, KCOM
and Virgin Media RFOG

Openreach FTTP:

'Fibre' partial/full at any speed:

(FTTC/VDSL/G.fast/Cable/FTTP)

96.49%

95.89%

47.05%

29.32%

3.18%

27.47%

99.25%

Below 2 Mbps down:

Below 10 Mbps down:
(Legal USQ)

Below 10 Mbps, 1.2 Mbps up:

Below 15 Mbps:
(High Speed Broadband)

Ultrafast (=100 Mbps):
Virgin Media Cable:
Openreach (=30 Mbps):

Openreach G.fast:

Source: ThinkBroadband, September 2022

0.47%

1.33%

1.70%

2.45%

48.47%

24.03%

94.81%

3.29%
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Compared with the rest of the
UK, Norfolk has a comparable
level of coverage for Superfast
Broadband.

The percentage of premises
where the internet speed is
below the Universal Service
Obligation (USO) is also

comparable.

However, certain types of
coverage in Norfolk are below
the standard for the rest of the
UK, chiefly Ultrafast broadband
and Gigabit capable
broadband.
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Digital Connectivity — Gigabit Capable Broadband ﬂodg
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% Gigabit Coverage

North Norfolk _
South Norfolk -
King's Lynn and West Norfolk |

Breckland
Norfolk
Broadland
Great Yarmouth
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England

Norwich
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Source: ThinkBroadband, September 2022

100

% of premises covered by gigabit
capable broadband was identified
as a key metric for Digital
Connectivity in the Levelling Up
White Paper. In this instance, % of
premises covered refers to both
residential and commercial

premises
17

Gigabit capable broadband
coverage in Norfolk currently falls
around 23.4% behind that of the
UK.

There are also noticeable

disparities in coverage within the
county, particularly between rural
vs urban areas e.g. North Norfolk
vs Norwich




Digital Connectivity — 4G
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Breckland

50

4G Coverage From At Least One Provider

Broadland Great Yarmouth King's Lynn & West North Norfolk
Norfolk

B Urban M Rural Total

Source: Ofcom, Connected Nations, Jan 2022

Norwich

South Norfolk

The Norfolk Office of Data & Analytics
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In the UK 100% of urban
premises receive 4G coverage
from at least one provider.
For Norfolk’s districts, the
proportion of urban premises
covered by 4G from at least
one provider is comparable.

In the UK, 96% of rural
premises receive 4G coverage
from at least one provider.

4 of 7 districts in Norfolk are
currently below this standard.




Digital Connectivity — Norfolk Performance & Usage

_ Average monthly fixed data usage
A (¢]:]

_ Average download speed (Mbit/s

94.1

Norwich

UK

Great Yarmouth
Broadland
Norfolk

South Norfolk

Breckland

King's Lynn & West Norfolk

North Norfolk

85

77.3

69.4

63.6

58.6

51.1

48

46.5

Great Yarmouth
UK
Norwich

Breckland

King's Lynn & West Norfolk
Norfolk

Broadland

South Norfolk

North Norfolk

Source: Ofcom, Connected Nations, May 2021
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445

421

406
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394
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The Norfolk Office of Data & Analytics
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A

Again, this may
highlight the
potential

disparities in
performance and
fixed data usage
within the county.
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Digital Connectivity — Norfolk ﬂOdC]
P e rfo r m an C e The Government have defined a

. . . decent connection as one that
Premises Below Universal | Premises Not Covered by can deliver 10 megabits per
Service Obligation Any Network second (Mbps) download speed

and 1 Mbps upload speed (along

Breckland 960 150 with other defined quality

Broadland 540 160 parameters)

Great Yarmouth 40 8

King’s Lynn & West Norfolk 490 60 /ﬁl

MEIREA IRl — 2000 The Norfolk districts with the

Norwich 2 0 highest number of premises
receiving internet below USO

South Norfolk 710 150 are Breckland and North
Norfolk.

Norfolk 3,700 730 ore

K 4 Similarly, North Norfolk had
u SEpt St the highest number of
*Please note that all figures have been rounded and therefore may not total. premises not covered by any

network.

e ll._ Source: Ofcom, Connected Nations, Jan 2022
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Recent and Lapsed Internet Users and Internet Non-Users, By Age Group

100.0
90.
80.
70.
60.

% 50.
40.
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20.
10.
0.0

16-24 25-34 35-44 45-54 55-64 65-74 75+

o

o

o

o

o

Internet usage decreases with
age with around 85% of 65-74

o

o

o

year olds, and 54% of over 75
year olds reporting having
used the internet in the last 3
months

o

m Used in the last 3 months (%) m Used over 3 months ago (%) m Never Used (%)

. .ll._ Source: ONS Internet Users Survey 2020
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Internet Usage — Males (UK) ﬂOdC]
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Recent and Lapsed Internet Users and Internet Non-Users, UK Males

100.0
95.0 I I
L5 [ -
15
16
1.7
1.7
2.1
22
25

In Males across the UK,
internet usage has increased
each year since 2013. Overall,
the number of UK Males
reporting having used the

e internet in the last 3 months
has increased by around 7.3%
since 2013.

90.0

%

85.0

o0 913 92.2
89.6 '

873 88.2

0.0 85.9

Similarly, the proportion of UK
males reporting to have never
used the internet has

75.0 decreased by around 6.4%

2013 2014 2015 2016 2017 2018 2019 2020

since 2013.

Used in the last 3 months (%) Used over 3 months ago (%) m Never Used (%)

B ll._ Source: ONS Internet Users Survey 2020



Internet Usage — Females (UK)

100.0

95.0

90.0

%

85.0

80.0

75.0

2.6

81.2

2013

Recent and Lapsed Internet Users and Internet Non-Users, UK Females

I I 15
1.5
1.7
1.8
i1g
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23

87.7
86.5
84.8
83.1
2014 2015 2016 2017
Used in the last 3 months (%) Used over 3 months ago (%)

Source: ONS Internet Users Survey 2020

88.7

2018

 Never Used (%)

89.7

2019

91.2

2020

The Norfolk Office of Data & Analytics

alelele

Insight for action

In females across the UK,
internet usage has also
increased each year since
2013. Overall, the number of
UK females reporting having
used the internet in the last 3
months has increased by
around 10% since 2013.

Similarly, the proportion of UK
females reporting never having
used the internet has
decreased by around 9% since
2013.

It should be acknowledged
that internet usage among UK
women is marginally lower

than in men - as of 2020
internet usage was around 2%
lower in female respondents.
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Internet Usage — Disability (UK) ﬂOdO
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Recent and Lapsed Internet Users and Internet Non-Users,

100.0 -
90.0 -

3.5
80.0
N
60.0
% 50.0 The proportion of people with
95.7 . ops . .
a disability reporting having
400 81.4 used the internet in the last
three months is around 14.3%
300 lower compared to those
without a disability.
20.0
Similarly, the proportion of
10.0 . . o
respondents with a disability
0o reporting never having used
Equality Act Disabled Non Equality Act Disabled the internet is around 11.5%
Used in the last 3 months (%) Used over 3 months ago (%) m Never Used (%) greater than reSpondentS

without a disability.

Source: ONS Internet Users Survey 2020



Internet Usage — Ethnicity (UK)

% of people who have not used internet in the last 3 months/never used - Ethnicity

Mixed/multiple ethnic background - 0.7

Other ethnic group

g
~

Chinese

g
~

Other Asian background

Indian

| w
w
[N}

Black/African/Caribbean/Black British

P
o

0 2 4 6 8 10 12

B ll._ Source: ONS Internet Users Survey 2020
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The Norfolk Office of Data & Analytics
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-

The ethnic group with the
most significant proportion of
respondents to have not used
the internet in last 3 months or
to have never used the internet

was Bangladeshi.

Internet non-usage in this
group was around 3.4% higher
than in the next ranked group.




Internet Usage — Economic Activity (UK) ﬂOd(]

% of people who have not used internet in the last 3 months/never used - Economic Activity
Student I 0.3

Government employment & training programmes I 0.4
Employed . 0.9
Unemployed - 1.4
Self-employed - 2.0
Unpaid family worker _ 6.5

0.0 5.0 10.0 15.0 20.0 25.0 30.0 35.0

B ll._ Source: ONS Internet Users Survey 2020
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Retirees also reported higher
internet non-usage than any
other group.

The proportion of retired
respondents who reported to
have not used the internet in
the last 3 months/never used
the internet was 19.4% greater
than the next ranked group.



Insights from Lloyds Index ﬂOd(]

Insight for action

« 2.6 million people in the UK are still offline
 |tis now only 5% of the UK population who have not used the internet in the
last 3 months
« The older the individual, the more likely they are to be digitally excluded
- But, 10% of those offline are under the age of 50
* 55% of those offline earn less than £20,000 p/a

Source: Lloyds Consumer Index, 2021




Insights from Lloyds Index NOdO
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Figure 10. For which of the following do you use the Internet? 2021, 2020 and 2016 g5
-

E9% 39%
Key Ba%
7%
2016 n=2404
2020 n=24%0 . o
2021 n-24s3 __59%
ﬁ} S0Mme response options are new
this year e g. online hanking L 43% 43%43%
e 35% 3T 3%
B 5% — 2
Lo 14%
Managing  Other Accessing Managing Seling  Applying Managing  Online Rating Solely Learning Accessing Posting/  Streaming/ Social Using Buying Online Email
phiysical Universal mental products/ forjobs physical games products/ content local sharing  downloading Media online products/  banking/
ormental Credit health  services health services  forwork council photos ar media messaging services money
health information videos senvices management

e ll._ Source: Lloyds Consumer Index, 2021



The Norfolk Office of Data & Analytics

Insights from Lloyds Index NOdO
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Figure 21. You have said that you have not used the Internet in the last three months. Please choose from the following options to say why you have not, 2021, 2020 and 2016

Key 63
2016 n=303

B 00 n-200
47% 47%

B0 n-14s

51% 51%

315
23 22%
17% . 17% 17% i 18%
1 14% o 15
| hawve an I don't Poor Poor | don't | want to but Othar I don't It's too I'mworried Thelnternet I'dratherspend  |think the I'm worried I'mworried

impairment  haveaccess connectivity connectivity  haveenough  1don’t know understand expensive  about the way doesn't mymoneyon Internetistoo  about having about my
that prevents tobroadband due to no inmy area time where [would the benefits organisations  interest me otherthings complicated — myidentity privacy and
mefromusing inmyarea mobilelnternet duetoslow gethelp use my data touse taken sacurity

the Internet Coverage broadband

speeds

Az the offline population decreases eachyear, the response data becomes mare volatile and hence there are large year-on-year differences im figure 21

Concerns over privacy and internet security ranked highest among

respondents as reasons for not using the internet in the last three months
(~51%). This was closely followed by a lack of skills (~50%).

A lack of connectivity ranked relatively low by comparison (~17%)

e ll._ Source: Lloyds Consumer Index, 2021
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Insights from Lloyds Index NOdO

Insight for action

The Lloyds index categorises respondents into “Behavioural

Segments” based on their “Digital Engagement Index Score”. Benefit recipients were identified
as a particularly polarising group
with a higher proportion than the

Figure 5. Behavioural segmentation applied to benefit claimants, including those on Universal Credit, n.atl?,na_l .average as havmg very
2021 high” digital engagement (23% vs

(o)
key [veryricn EHen Eliow I veryLow 19%)

At the same time, a greater
proportion of benefit recipients
were classified as having “very
low" digital engagement — 34% vs
29% nationally

Benefit claimants UK average

Highlights benefit claimants as a
cohort that could be potentially more

vulnerable to digital exclusion
compared to the general population.

e ll._ Source: Lloyds Consumer Index, 2021
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Insights from Lloyds Index NOdO
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|'t was noted ‘that Wh||e there haS been an Figure 12. Which, if any, of the following technologies do you use? 2021 and 2020 n=2703
increase in the use of some assistive N -
technology such as voice assistants and B 200

biometric recognition tools, these were M 20z »

more likely to be used by the “High” and
“Very High” digital engagement groups.

4%

= . b

This may highlight issues surrounding

-~

access to assistive technology for O + .- "f;;,':f )

those with impairments who are less

.. Screen readers Technology to Vioice assistants Face, fingerprint
dlgltally engaged. such as Jaws, help with dexterity/ such as Alexa, Siri or other biometric
Dragon, Texthelp maobile impairments orGoogle Assistant recognition toals

or ClaroRead

e ll._ Source: Lloyds Consumer Index, 2021



- lll-

Insights from The Vulnerability dCi
Dashboard

Experian Digital Mosaic segments the population into 11 groups based on their online
engagement and online behaviours. Groups J and K are considered to be digitally excluded

groups.
Group J: Beyond Broadband Group K: Tentative Elders
Remote Locations Landline and Postal Channels

) 23.34% Only

S o0 . Intermittent Mobile Signal Ancestry and Hobby Sit

S 20% ntermittent Mobile Signa ncestry and Hobby Sites

z . Coverage

= 14.71%

% 11.31% 11.15% N Lowest Internet Speeds Infrequent Internet Use

E’ 10% Visit Online Review Sites Unlikely to Own Modern

E 9.41% Devices

= 2 54%

& 0.72% 0.64% [.44% Likely To Use a PC Unlikely to Use Social

0% e Networks
| = E C A
au: D|g|tal Emup Traditional Contact Channels Low Internet Competency

II._ Source: Experian Mosaic Digital
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Dashboard

Green = Low number of
households

Orange = Medium number of
households

Red = High number of households

A

Rural and Coastal areas appear to have
a higher concentration of households
belonging to Mosaic groups J and K.

Insight for action

“Beyond Broadband” (J) and “Tentative Elders” (K)

Wells-next-
the-Sea

Hungtanton

Fakenham

North Walsham

sutton

Stalham

King's Lynn Reepiaig

Dereham
Nisbeth

Swaffham
Brgndon Parva

Downham
Market

Wymondham

Attleborough

Lowestoft

Lakenheath Thetford

Ely

bigs, Norfolk

Mildanhall (5 gy o O
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Dashboard

“Beyond Broadband” “Tentative Elders”

Hungtantoni Hungfanton

Fakenham Fakenham

utton Sutton

King's Lynn King's Lynn

Swaffham Swaffham

Watton




Digital Exclusion Personas — LOTI

« The London Office of Technology and Innovation (LOTI) have
developed their own “Persona Bank” of digitally excluded
individuals

« These 24 archetypes are designed to help understand the
needs, experiences and barriers of people experiencing digital
exclusion

» Developed from national, regional and local data to capture
and identify the demographics, attitudes and behaviours of
digitally excluded people

« Persona archetypes were then refined by Strategy &

Intelligence and Policy teams and verified by internal service
representatives

User group:
65+'s with additional
needs

Persona:
Isolated

loti

User group:
Low-income family

Persona:

Mum of 2 children
(under 5) with no
laptop

Loti

Natasha

A

children {

Mum of two

inder 5) with

The Norfolk Office of Data

No

Bio

& Analytics \

Insight for action

Paari is 75 and lives alone following the death of her
husband who died last year. She was his full time
carer up until he died. She is isolated as she has no
family in England and her son who lives in
Switzerland has been unable to see her due to

Covid-19.

Needs & Goals

- Basic digital skills
training with an easy to
read instruction manual
on how to use it

- Access to information
online about community
events such as walks and
trips she could join

- The opportunity to learn
a language in addition to
English and German

Bio

Frustrations

- She finds it difficult to
remember how to use
digital devices and needs
regular training and clear
instructions on how to
perform basic tasks such as
email and WhatsApp

- She does not own a laptop
nor does she have
broadband

Natasha has 2 children, a boy and a girl who are 4 and 5 years
old and is separated from the children’s father. She is not
employed at the moment as her son aged 4 is not in full
time education and she is waiting to apply for jobs until he
starts school. She is studying to be a Teaching Assistant at
the moment and will be starting the training this month
She has been served with an eviction notice and will be
evicted at the end of the month so she is desperate to find a
new property. She has an eating disorder and is depressed ~
both of these have been exacerbated by COVID and her
housing situation. Her benefits have been capped and she
spends 90% of her income on rent.

Needs & Goals

- A laptop so that her children
can access lessons online, do
homework and play
educational games

- Digital skills and confidence
as well as self confidence in
order to be better able to
access employment

Frustrations

- She does not have a laptop at
home so her children were not able
to access the online lessons
provided by the school

- She lacks confidence generally
and doing tasks beyond the basics
eg. searching for jobs, internet
shopping, social media

- She can not afford broadband at
the moment

- She is moving house so she would
not install broadband at the
moment even if she could afford it

“l was taught how to use a
computer, but after looking
after my husband 24 hours a

day | just forgot about it and
how to use it"

Digital Inclusivity
Access

E——
Connectivity
—_—
Digital skills
e
Auitude
e
Digital skills to be
learned

Foundation ®
Life ®
Work o

Behavioural Stage

1.Pre-contemplation

®

2 Contemplation
3. Preparation

4. Action

5 Relapse

6 Maintenace

“With looking for jobs I'm old
school, | wouldn't apply for a

job online, | wouldn't feel
confident, if | had face-face
training then | would but
not by myself *

Digital Inclusivity

Access
Connectivity
Digital skills

Attitude

Digital skills to be
learned

Foundation

Life

[ONONe}

Work

Behavioural Stage
1.pre-contemplation

2. Contemplation @
3 Preparation

4. Action

5 Relapse

6 Maintenace
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Questions?



