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Essential Digital Skills data. Due to Covid-19 restrictions, in 2021 the

C O n t e n t S methodology was revised to aged18+ UK adults, and all data recalculated to

reflect this. Therefore data in this publication should be used with caution.
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on the website foramended data (lloydsbank.com/consumerdigitalindex)
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t Lloyds Banking Group, | am proud to
. lead the Retail Transformation division,

helping colleagues in our branch
network and telephony centres face into the

changing needs of customers and communities.

We consider a number of different factors when
designing products and services;

= How can we enable our customers to self
serve when they wish?

= How can we create seamless experiences
for customers?

= How can we support the most vulnerable
in society?

= How can we empower our communities with
the skills they need to thrive?
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Stephen Noakes
Retail Transformation Managing Director,
Lloyds Banking Group

Care to be taken with n

Essential Digital Skills data.
Refer to page 2 for details.

“It is through partnerships,
collective action and industry
support that we can make
areal difference and help
Britain prosper.”

With this in mind, the findings of the 2019 UK
Consumer Digital Index are incredibly powerful.
Our behavioural data sample of one million
nationally-representative customers outlines the
changing state of Digital Britain. Compared to
2018, there are 1.8 million more people who have
the highest digital capability. The 31.5 million
people who benefit from being ‘Digital First’ enjoy
time savings, financial savings, and are more likely
to have greater ambition to learn and grow.

As well as analysing what they are doing in their
day to day, we also seek to understand what they
are able to do. This year, 4,000 UK citizens were
also interviewed face-to-face to provide the first
ever view of the UK's Essential Digital Skills. In 2018,
Lloyds Bank were proud to work with government
departments and partners to design this new
UK-wide benchmark for the digital skills needed for
life and work, both today and tomorrow.

We are delighted that the Department for
Education is using this framework to underpin
anew adult digital skills entitlement, formally
recognising that digital skills are just as crucial
as numeracy and literacy.

This cannot come at a better time. With UK
productivity in mind, it is concerning to see that
53% of UK employees do not have the Essential
Digital Skills required for the workplaces of today
and tomorrow. 11.9 million (22%) people do

not have the skills for everyday life — the ability
to manage money online, engage in government
services and find a job online —and there are

4.1 million adults in the UK still yet to go online;
75% of which have indicated that ‘nothing’
could motivate them to change. 2018 data first
evidenced a motivational barrier, but this year's
datareveals that cybersecurity and fraud fears
are really the underlying concern.

Online safety and security concerns are prevalent
across the online population too; over one-third
of UK consumers do not have the skills they need
to keep themselves safe.

On the whole, the 2019 UK Consumer Digital Index
finds that while more people are doing more
online, a concerning proportion of the population
are lacking the skills they need to truly succeed.
We hope that you will find this report informative,
and importantly, a driver to take action on the
digital skills agenda. It is through partnership,
collective action and industry support that we can
make a real difference and help Britain prosper.
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e would like to thank Lloyds Banking
Group for another robust and insightful

report assessing the financial and digital
capacity of people in the UK.

For the first time, this report provides separate
assessments of the number of adults without the
digital skills required for life, and those without
the digital skills required for work.

The report continues to shine a light on the need
to tackle digital exclusion, with one in five people
lacking the Foundation skills to get online, and
one in four lacking at least one of the five Essential
Digital Skills.

It also provides us with valuable insight into the
digital skills which adults need to gain confidence
and experience; for example, in communicating and
collaborating online, being safe and legal online,
and using digital to improve personal effectiveness.

The findings will help the continued work in
government, industry and by other partners.

This work is brought together through national and
local Digital Skills Partnerships, which are working
towards the UK being a world-leading digital
economy that works for everyone.

Together, we are making substantial progress.

Our Future Digital Inclusion programme, funded
by the Department for Education and managed by
the Good Things Foundation has supported over
one million adults develop their digital skills, with a
focus on supporting key groups facing digital and
social exclusion set out in this report.

We are also taking steps to ensure that courses
adults study cover the full range of digital skills
needed today and in the future. We recently
published new national standards setting out the
digital skills adults need for life and work.

Department for
Digital, Culture

Media & Sport

Margot James MP
Minister for Digital
and the Creative Industries

Care to be taken with n

Essential Digital Skills data.
Refer to page 2 for details.

“We are delighted that Lloyds
Banking Group continue to play
aleading role on digital skills and
that we are partnering on this
vital agenda, so no one is left
behind as we build a Britain fit for
the future.”

The new standards have been subject to

extensive consultation and input from a wide
range of education, industry and digital inclusion
stakeholders. The new standards will form the
basis of new Essential Digital Skills qualifications
that adults with no or low digital skills will be able to
study free of charge.

We are setting up local Digital Skills Partnerships

in six trailblazer regions because we want to

grasp opportunities to increase digital capability
through regional partners. Three are already up
and running in Lancashire, Heart of the South West
and the West Midlands. Two more launched this
month in Cornwall & Isles of Scilly and Cheshire &
Warrington, and in June our sixth trailblazer will
launch in the South East, taking the total coverage
to more than ten million people.

In addition, we recently awarded £1.4 million
across two funds aimed at testing new approaches
to digital skills and inclusion: £1 million was
awarded in grants for initiatives which specifically
aim to help people take up digital roles,and a
further £400,000 to help older and disabled people
get life-changing digital skills.

We are delighted that Lloyds Banking Group
continue to play a leading role on digital skills
and that we are partnering on this vital agenda,
sono one is left behind as we build a Britain fit for
the future.
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Creating the UK Consumer Digital Index

Partners ensure this
data-rich report is fit

Of the one million sample, The

2,700 people are selected for insight is
a telephone interview. generated. for purpose.

The Lloyds Bank The report is quality assured

2 A Secor]d and separ;tg Responsible O by our Group Analytics data
o survey is also commissioned . o .
. ) Transformation 2 4 scientists to ensure all statistics
to fulfil our commitment -
e Inthe as the lead provider of team uses a blend are robust. Itis also assured
; e onsumer : interview, they the Essentigl Digital Skills of analytical contextually by external experts
Digital Index begins share their measure 4000gUKcitizens tools and skills to and internal thought leaders in
with the creation thoughts, o interpret the data analytics, security, marketing
foelings and are interviewed face-to-face nd draft th " and legal
of a sample of one ol to understand the digital anddraftthe report gal
mi"ion consumers. - d|g|tal skills they use daytoday
i 2,000 are also interviewed
Ves. to determine the skills they
This sample is generated from use at work.
an anonymised behavioural 6 The Index is published.
dataset of 30 million people o

across Lloyds Bank, Halifax

and Bank of Scotland The insight is published to stakeholders

across government, academia and
industry to facilitate insight-led change

customer bases. .
, Findings are data-matched.
A diverse dataset ensures

that the sample created is
representative of the UK.

J
oxo A VY 4
o HALIFAX
V' o N

BANK OF
SCOTLAND

LLOYDS BANK ?ﬂ\\

3.

Once the different The power of this study is the ability
research inputs have to understand what people do

been collected, the (one million behavioural dataset),
findings are matched think and feel (2,700 telephone

to the behavioural interviews), and what they are able
dataset. to do (4,000 face-to-face interviews).

in the UK. Lloyds Banking Group then
uses the insight to underpin initiatives
such as the Lloyds Bank Academy and
the network of 23,000 Digital Champions.
Lloyds Banking Group has made a
commitment to provide face-to-face
training to 1.8 million individuals, small
businesses and charities between 2018
and 2020.




Digital capability segmentation
As described on page 6, the data of one
million UK consumers is collated and
anonymised. Based on the consumers'
digital behaviours and usage, they are
placed into a five-step digital capability
segmentation. These segments are
cumulative, those in Segment 5 will also
have the behaviours of prior segments.

This year the segmentation has been
updated. Building on the previous Segments
1to 5, new behaviours are now included
which allow for an improved three-tier
segmentation that reflects people's evolving
digital capability. The additional behaviours
now underpinning the segmentation are:

= 1, Use of FinTech services
(financial service providers that leverage
new technology)

= 2. Preference shown for digital
transactions

On page 12 of this report, the changes to
Segments 1 to 5 are shown over time for
benchmarking. Digital capability analysis
throughout the rest of the report uses
the updated behavioural segmentations:
Digitally Disengaged, Digitally Competent
and Digital First.

Lloyds Bank Consumer Digital Index 2019
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Segmentation methodology
Figure 1. Digital capability behavioural Segments 1 to 5 and updated behavioural segmentation
Advanced
High
Established
Getting started As Segment 4. Plus: regularly
managing money online and
Passive As Segment 3. Plus: using multiple digital devices
managing money digitally
As Segment 2. Plus:
shopping and streaming
As Segment 1. Plus: basic video online
digital communication
No evidence of digital
behaviours
6 Digital First— Segment 3 / Segment 4 / Segment 5
+ preference for digital transactions and/or FinTech usage

Digitally Disengaged — Segment 1/ Segment 2 0 Digitally Competent — Segment 3 / Segment 4 / Segment 5

+ preference for branch transactions and/or, no banking transactions/or FinTech usage
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Essential Digital Skills methodology

The new Essential Digital Skills framework is a significant Working in collaboration, the framework was put out for

evolution from its predecessor ‘Basic Digital Skills'. public consultation and over 400 cross-sector organisations Figure 2. Visual overview of the Essential Digital Skills framework
Since 2016 Lloyds Bank had measured the Basic Digital Skills ~ Provided their inputs on the practical application and

of the UK in the annual Consumer Digital Index. Last year execution of the framework. Thanks to these cross-sector

Lloyds Bank and the Tech Partnership worked with the inputs the new Essential Digital Skills for work measure is

Department for Education and the Department for Digital, relevant to the significant majority of the UK workforce.

Culture, Media & Sport to comprehensively update the An overview of the finalised framework components*

framework to ensure it fully reflects the range of skills people is provided in figure 2. The next page highlights the key

need to safely benefit from, participate in and contribute to changes to the framework.

the digital world of today and the future.

Thanks to the organisations who contributed to the shaping of the framework:

- 2%
accenture BTQ\ 4

HM Revenue Department
& Customs for Work &
Pensions

e P sse LONDGN ™™ Miicrosoft

AUTHORITY

COMBINED He
AUTHORITY CORSHAM INSTITUTE Dlgltal

GMCA &5 G A SCVO NHS

*Department for Education, 2018, gov.uk/government/publications/essential-digital-skills-framework
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Please note: care should be taken when reviewing the 2019 n
Essential Digital Skills data. Due to Covid-19 restrictions, in 2021 the
methodology was revised to aged18+ UK adults, and all data recalculated to
reflect this. Therefore data in this publication should be used with caution.
Please refer to the 2021 Essential Digital Skills report or interactive data tables
on the website foramended data (/loydsbank.com/consumerdigitalindex)

Key changes to the new framework

The new Essential Digital Skills
framework now comprises of three tiers
and is progressive:
1. Foundation skills
People must be able to do all seven tasks
as a prerequisite

Figure 3. The three progressive tiers of the Essential Digital Skills framework

; - —
2. Essential Digital Skills for life O Foundation ' Life m Vork
Individuals must have all Foundation skills
to be eligible and be able to do at least What are the fundamentals required What are the digital skills that What are the digital skills that
one task from all five of the skills to get online? a UK citizen now needs? a UK citizen needs for work?
3. Essential Digital Skills for work v |canturnonadevice v |canuploadaphoto v |use digital collaboration tools at work
Individuals must be able to do at least . o
) . . . v lcanuseanapp v | can use word processing applications v |setupand manage an account on a
one task in each of the life skills, be in . :
: professional network e.g. internally/
employment, and be able to do at least v |canuseamouse v I canmanage my finances and Linkedin
one task in each of the work skills transactions online

v | manage digital records and files

In total there are now 43 tasks (up from 11in
the previous Basic Digital Skills framework),

as well as a comprehensive section focused Seven tasks Twenty nine tasks Seventeen tasks
on ‘Being Safe and Legal Online’.
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Since 2018, there are 1.8 million more
people with the highest digital capability

Overall there are more people
online than ever but 37% of
the UK are still at risk of being

left behind

31.5 million (62%) are

Digital First (use multiple
devices, shop and stream
online, and prefer to manage
money digitally)

12.7 million (25%) are
Digitally Competent (digital
usage but prefer face to

face support)

6.1 million (12%) are Digitally
Disengaged (little or no digital
behaviours). This is down
from 7.6 million (15%) in 2018

By 2030, it is forecast that
4.5 million (8%) UK adults will
remain Digitally Disengaged

The proportion of Offline UK
citizens continues to decline
(8%in 2019 vs.9% in 2018)

There hasbeena11%
increase in the number of
over 60s going online since
2018; this group are going
online to shop

Compared to those with less
digital capability, being Digital
First creates both economic
and social value

= 75% are saving money online
including paying up to 6%
less a year for utilities

= 84% connect with family
and friends online

= They are 1.7 times more
likely to have improved
their job prospects

= 57% have improved their
employability through
being online

= They are nearly twice as likely
to have disposable income,
with an extra £800 to spend
per year (those with lower
incomes who are Digital First
are also more likely to have
more disposable income)

= 42% are managing their

physical and mental health
through being online

Lloyds Bank Consumer Digital Index 2019
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Key findings

E TheDigitally Disadvantaged

11.9 million people (22%) do not have
the Essential Digital Skills needed for day-to-day
life in the UK

A further 19% of the UK
can not do fundamental
Foundation skills such as:

= 16% of benefits claimants
are Digitally Disengaged
(down two percentage points

= Six million (11%) cannot
turn on a device

= 7.1 million (13%) cannot
open anapp

Cybersecurity concerns
underpin ‘motivational barrier

= 4.1 million adults (8%) in the
UK are offline. Three million
(75%) of them report having
no interest in being online,
driven by cybersecurity fears
and concerns

Socio-economic factors
influence digital behaviours

= Almost half of the Offline
(48%) are under 60 years
old, challenging the
assumption that the Offline
are mostly elderly

= Nearly half of Offline
people (47%) come from
alow income household

since 2018)

The North East of England
has consistently had the
highest proportion of its
population who are Digitally
Disengaged — external
research shows that this
region has more young
people not in education,
employment or training, all
factors which correlate to
digital capability

New - Spotlight on disability

= People with a disability
are 35% less likely to have
Essential Digital Skills for life,
but in the workplace they are
equally skilled

Only 11% of people with

a disability use assistive
technology (screen readers
etc.) when going online and
one-fifth (21%) say there

is no suitable technology
for their condition to help
them go online

54% of the population uses
the Internet to work, a 15%
increase since 2018 (47%)

= However, half of UK
employees (53%) do not
have the Essential Digital
Skills needed for work (e.g.
able to avoid suspicious
links and pop-ups, share
documents by attaching
to an email, use online
payments etc.)

One-third of the workforce
lacks cybersecurity skills

61% of people earning more
than £25,000 have essential
workplace skills, significantly
higher than those earning

less than £11,499 where only

one-quarter have these skills

Employees from the

Manufacturing, Construction,

Utilities and Retail sectors
are the least digitally skilled

West Midlands has the least
digitally skilled workforce

L]

Care to be taken with n

Essential Digital Skills data.
Refer to page 2 for details.

More than half of UK employees (53%)
do not have the digital skills needed for work

Unemployed people are 64%
more likely to lack Essential
Digital Skills for life than the

UK average (36% vs. 22%)

Only one-third (34%)

of employees say their
workplace gives them digital
skills support

= Working people are not
taking the safety and security
skills they are using day to
day into their workplaces.
80% of people can do this
life skill but only 66% apply
this at work
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The following chapter utilises behavioural and survey data to measure
digital usage, engagement and attitudes in the UK. Digital behaviours
are analysed to understand digital activities and consumer trends:
the complementary skills survey helps to understand the tasks people
arole has been using the Internet for almost 20 years and
are able to dO. recently found that she can also use it to keep in touch
with her daughter who moved to Florida, making
it cheaper and easier.

Carole Moate

55, Norfolk

Carole's digital skills have grown organically and have been born out
of a desire to keep up with the changing world. Upon being diagnosed

DEBBIE FORSTER MBE SAYS... DID YOU KNOW... with Coeliac disease, she has used a range of digital tools to learn
“ ; 0 0 about and manage her condition.
This report indicates the
. p By 2 O 3 O “When | was first diagnosed the doctor rang me up and told me
beg/nnlngs Ofpl’ogl’ess I've got Coeliac disease, | thought ‘what the hell is Coeliac disease?".

H | | f r h 4 m | | | | n As soon as | got off the phone | went straight to my desk, and googled
and OUt/IneS 'Dathways t 510 eCaSt t at . 5 O Coeliac disease; | spelt it wrong, the American way, but | still got what
to success.” (80/0) UK adults will remain I needed. | found out | was entitled to a dietitian and gluten-free

v e : duce on prescription. | also found out about Coeliac UK through
Digitally Disen i
CEO, Tech Talent Charter g ta yuise gaged being online.
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UK digital capability continues to rise

Since 2016, Lloyds Bank has benchmarked UK digital
capability using a behavioural dataset of more than
one million people.

This is segmented into five groups which range

from the lowest level of digital capability, Segment 1,
to the highest level Segment 5 (see page 7 for

the methodology).

Figure 4 shows that compared to 2018 there are

now 1.8 million (3%) more adults in Segment 5,

now equivalent to over 27.9 million people (55%).
Since 2018 there has also been a three percentage
point reduction in Segment 1; there are now 5.1 million
people (10%) in this segment.

Looking at longitudinal movements within the
five segments (see Appendix 1):

= Each year 16% move from Segment 1 to Segment 3

= Oncein Segment 3, few people (7%) then progress
to Segment 4 (managing money online)

= Around 9% move from Segment 4 to 5 (as they start
using multiple digital devices)

= Just under one-third in Segment 5 drop back down
to Segment 4

B 1.8milion

Compared to 2018, there are 1.8
million more people in Segment 5

Lloyds Bank Consumer Digital Index 2019
Digital Britain

Benchmarking digital capability

Figure 4. Year-on-year movements in the proportion of people in digital capability Segments 1 to 5, 2016 to 2019

Key . Segment 5-regularly managing money online and using multiple digital devices
. Segment4—managing money digitally
. Segment 3 —shopping and streaming video online
. Segment 2 —basic digital communication 52%
. Segment 1-no evidence of digital behaviours

42%
40%

24%

3%

N=1,001,840

= 2% 2%
—i i
2016 2017 2018
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This is the fourth year in which
Lloyds Bank has benchmarked the
digital capability of consumers in
the UK.

Incorporating new digital behaviours
(see page 7 for the methodology) has
allowed for a more comprehensive
yet simplified view of digital capability
inthe UK.

Nearly two-thirds of UK adults
are embracing digital in their
everyday lives

This year 31.5 million (62%) adults in
the UK are Digital First with the highest
levels of digital capability (figure 5).
12.7 million (25%) people are Digitally
Competent as they are using digital
day to day but are yet to fully embrace
the digital world. Lastly 6.1 million
(12%) people are Digitally Disengaged
showing little or no signs of digital
behaviour and are likely to be offline.

3%

Lloyds Bank Consumer Digital Index 2019
Digital Britain 2]

Forecasting digital capability

Forecasting digital capability
until 2030

For the first time, and using industry
standard predictive modelling
techniques, Lloyds Bank data
scientists were able to forecast what
digital capability would look like over
the next ten years (see Appendix 2).

Figure 5 shows the results which
forecast that if no further interventions
occur, the population with the highest
level of digital capability — the Digital
First —will increase to 69% over the
course of the next decade. Both the
Digitally Competent and the Digitally
Disengaged groups will decline.
However in 2030 there will still be 8%
of the adult population (a predicted
4.5 million people) who show little or
no signs of digital behaviour, only

a four percentage point decrease.

By 2030, it is forecast that 4.5 million (8%) of UK adults
will remain Digitally Disengaged with little or no

digital behaviours

N=1,001,840

Figure 5. Forecast movements in the proportion of people in the updated digital capability segments,
2019102030

Key [ DigitalFirst
. Digitally Competent
Digitally Disengaged

68% 68% 69% 69%

s 66%  66% o7
e 64%  64%
62% :

25% 25% 25% 24% 24% 24% 24%
& &

23% 23% 23% 23% 0
- = 22%

12% 12% 12% 11% 11%

10% 10% 10% 9% 9% 9% -
0

2019 2020 2021 2022 2023 2024 2025 2026 2027 2028 2029 2030
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Online activities

Each year, the Consumer Digital
Index examines the extent to which
UK Internet users are undertaking
specific activities online.

Figure 6. For which of the following do you use the Internet? 2019

Key Percentage difference, 2019 vs. 2016

New optionin 2019
Email is still one of the key reasons . 2019 NEW: Online gaming has NEW:
that UK citizens log on —92% of One-third (34%) increased by 19% Nearly one-quarter (23%)
those online use it as a key channel are applying for —external research are going online for physical/
for communication jobs online shows that 2018 mental health purposes,
: : was the biggest year e.g. mindfulness apps, step
j for the UK games count tracking, wearable
market in terms of technology. This rises to 29%
92% consumer spend* for those with a disability
86% (see Appendix 3)
N/A ;
75% 75% §
i
60% ’ i
7% 56% 55% i
| |
40% N/A N/A
34% 33% 32% 1
23% 23%
N/A N/A
ﬁ 8%
= £ 22 [ > = ik} ® 4 =] = ] m a g v
Email Buying Social Using Posting/ Learning Streaming/  Accessing Rating Applying Solely Online Selling Managing Accessing Online
products/ Media online sharing downloading local products/ for jobs content games products my physical universal dating
services messaging photos or media council services for work orservices ormental credit
services videos information health

*UK Interactive Entertainment, 2018, ukie.org.uk/research#Market
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As evidenced in the previous UK Consumer
Digital Index reports, a key correlating factor
to overall digital capability is age. This year's
findings are no different:

= 2% of 18-24 year olds are offline

87% of 18-24 year olds are Digital First
33% of 70-79 year olds are offline
26% of 70-79 year olds are Digital First

As shown in figure 7, applying for jobs digitally and
taking on learning opportunities are both activities
which vary according to age; 60% of 18-24 year
olds use the Internet to find a job compared to only
24% of those aged 50-59.

However, managing physical and mental health as
well as online shopping are consistent across age
groups. This suggests that there may need to be
an intervention in order to drive older generations
into using the Internet to find jobs and for learning.
This may be done through driving demand, or
improving accessibility and customer experience in
these areas.

For three-quarters of the UK online population,
social media is a key channel to keep in touch
with others. Research conducted at Michigan
State University on the benefits of technology on
older adults evidences that higher technology
use is associated with greater wellbeing, fewer
depressive symptoms, and reduced loneliness®.
With more than two million over 65s suffering
from loneliness, growing digital adoption of this
activity could help.**

Lloyds Bank Consumer Digital Index 2019

Digital Britain: Online activities 2]
Figure 7. Proportion of people who use the Internet for the listed purposes. Split by age, 2019 N=2/490
Key E Keeping contact via social media n Buying products/services = Learning
Accessing local councilinformation E Applying for jobs n Managing my physical or mental health
26% 39% 60% 67% 87% 93%
18:24 v =] El
26% 54% 62% 63% 88% 91%
2529 v =10
29% 47% 63% 66% 84%  89%
v BE o
27% 34% 58% 59% 78% 87%
4049 v o [=] El
19%  24% 51% 54% 66% 83%
v =o]
10%  15% 46% 52% 59% 83%
v ~ o
7% 18% 32% 39% 41% 82%

o] 5 O

*William J Chopik, 2016, ‘The benefits of social technology use among older adults are mediated by reduced loneliness’, Cyberpsychology Behavior and Social Networking, vol. 19, no. 9, pp. 551-556.
**NHS, 2019, nhs.uk/conditions/stress-anxiety-depression/loneliness-in-older-people/
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The 2016 UK Consumer Digital Index established
that the average UK citizen could save £744

by being online. This illustrated how those with
greater digital capability extract more benefits from
going online —the ‘Digital Dividend'.

Using the 2019 behavioural data, analysis
reveals that 31.5 million (62%) UK adults are
Digital First, 7% of whom are using FinTech
services (see page 7 for the full
segmentation methodology).

One particular area where there is a significant
difference is in utilities spend. The transactional
data finds that Digital First consumers can save
up to 6% on their annual gas, water and

electricity bills (see Appendix 4).

This year the data shows that the Digital First
population receives much greater benefits from the
Internet than the Digitally Disengaged population.

Compared to the Digitally
a Disengaged, the Digital First
are 73% more likely to agree
that going online helps them
improve their work and

employability prospects

Lloyds Bank Consumer Digital Index 2019

Digital Britain

The ‘Digital Dividend’

Figure 8. Here are some things people sometimes say about going online. Do you agree with the following? (Response ‘Yes')

Split by digital capability segmentation, 2019

o

% difference
between

2019 Digitally Digital 0
2016 2018 UK average Disengaged First

It helps me improve my work _ _ 0 . o 0

prospects/employability 2% 3% o /3%
It helps me save money 70% 69% 71% 49% 75% 53%
Ithelps me manage and improve _ _ Y 0 0 0

my physical/mental health 39% 28% 42% S0%
Igtel'ltaasjgglped me find and _ _ 46% 33% 49% 48%
Ir;r;ﬁclées it easier to organise 63% 76% 77% 56% 82% 46%
gfqﬁfzg””f;euer'ﬂ’?yore like part - 48% 46% 35% 48% 37%
It helps me feel less alone - 42% 38% 29% 39% 34%
&;E'ﬁfgg;g:g?;;ﬁ;tter 74% 82% 80% 63% 84% 33%
:
It helps me save time, so | can 63% 72% 67% 59% 69% 17%

enjoy myself more

16

53% recognise
that being online
can improve their
job prospects

71% of the UK save
money by being online

The Digital First are
34% less likely to feel
alone because of their
digital usage
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Online money management

Data on the previous page has shown that

71% of UK consumers are saving money online.
People in the Digital First group are the most
likely to say this (75%) and this is due to their
online money management techniques and
shopping preferences.

25.8 million people (82%) choose
smartphones to manage their money

The Digital First have a clear preference for
managing their money on a smartphone; more
than eight in ten use their mobile and seven in ten
use an app (figure 9).

A far smaller proportion of the Digitally Competent
group is managing their money online and they
have different preferences for doing so. Only two
in ten use a desktop computer and the same
proportion is using a smartphone.

This difference in preference is in part driven by
age with the Digital First group being younger than
the group with less capability (figure 10). Younger
Digital First consumers opt for smartphones to
manage their money, whereas older people are
more likely to choose desktops and tablets (see

Appendix 5).

€9 The Digital First are:

Almost three times more
likely than the Digitally
Competent to have started
saving, regardless of their
income (8% vs. 3%) (see

Appendix 6)

Paying up to 6% less for

the Digitally Disengaged

*Lloyds Bank UK Consumer Digital Index, 2017, lloydsbank.com/assets/media/pdfs/lloyds-bank-consumer-digital-index-2017.pdf

**Through internet browser or app

Figure 9. Proportion of people who manage their
money through different online channels.
Split by digital capability segmentation, 2019

Key I Digital First
. Digitally Competent

58%

h

their utilities compared with

N=1,001,840

27%

82%
69%
16%
26%
19%
14% 5%
8%
Desktop Smartphone**  App Tablet** 18-25 26-35 36-45 46-55

Multi-device users are more likely to
benefit from the ‘jam-jar’ effect

The 2017 Index explored digital jam-jar’ behaviour,
defined as someone moving money online from
one bank account or savings account to another

at least three times in one month* Findings in that
reportillustrated how those ‘jam-jarring’ were less
likely to use their overdrafts and that women and
young people were the most likely to do this.

Compared to the Digitally
Competent, the Digital First are
nearly twice as likely to have
disposable income, with an extra
£800 to spend per year (see
Appendix 7)
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Figure 10. The age distribution of those who are Digital First and Digitally Competent, 2019

Key . Digital First
. Digitally Competent

N=1,001,840

18%

2% 0% 0%
1%

56-65 66-75 76-85 86-95 Over 95

This year the behavioural data shows that
‘jam-jarring’ occurs mainly for the Digital First,
especially those using a smartphone and another
device (tablet or desktop). Therefore thereis a
potential opportunity to change the overdraft
related behaviours of the 12.7 million people who
are Digitally Disengaged if they were to ‘jam-jar'.


http://lloydsbank.com/assets/media/pdfs/lloyds-bank-consumer-digital-index-2017.pdf

Chapter Two

The Digitally‘ =

Disadvantaged

Data from this report reveals that 4.1 million UK adults are offline.
The following pages identify who these people are, what is stopping
them from going online and what can be done to engage them.
With this understanding, programmes can ensure that everyone
can advance and prosper equally.

JAMES TAYLOR SAYS...

“This report demonstrates the work that
needs to be done to make sure all disabled
people are provided with the right skills.

By working in partnership we can develop
impactful policy so no-one is left behind.”

Head of Policy, Public Affairs and Campaigns, Scope
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Please note: Caretobe
taken with Essential Digital Skills
data. Refer to page 2 for details.

Alan Little

72, Business Owner, Manchester

lan left school to work in a raincoat factory with the aim
A of becoming a tailor. He was able to build his knowledge and
move onto becoming a designer where he spotted a gap

for work-wear in the clothing market. Aged 32, he decided to start his
own clothing business.

“| felt | was being left behind and needed to get online to move my
business forward.”

Prior to attending the Lloyds Bank Academy, Alan relied on his sons
to manage the digital side of his business. Part of the training Alan
undertook improved his understanding of online security; allowing
him to feel more confident using the Internet and encouraging
him to continue his digital education.



Digital Foundation skills are measured
as part of the Essential Digital Skills
framework and are a prerequisite level of
skill people must have before becoming
eligible for Essential Digital Skills for life
and work (see Chapters 3 and 4).

One-fifth of the population do not
have foundational digital skills

The results show that 81% of those aged
15+ can do all seven of the Foundation
tasks and therefore are eligible for
Essential Digital Skills for life. Nearly one-
fifth (19%) therefore cannot do all seven
Foundation tasks and cannot be assessed
in the Essential Digital Skills for life or
work measure.

Nearly one in ten (8%) have zero
digital skills

Furthermore, 8% of those aged 15+ are
unable to complete any of the Foundation
tasks at all. This is equivalent to 4.3 million
people and aligns to 8% of people who are
offline (see page 21).

The appendix includes the

(see Appendix 8)

Digital Foundation skills

Lloyds Bank Consumer Digital Index 2019
The Digitally Disadvantaged

L]

Care to be taken with n

Essential Digital Skills data.
Refer to page 2 for details.

demographic profile of the 8%
of people aged 15+ that cannot
do any of the Foundation tasks

Figure 11. Proportion of people aged 15+ that can and cannot do the Foundation tasks (prerequisite to Essential Digital Skills), 2019

Key . % that can do this

. % that cannot do this

| can use the available skills on a device (e.g. mouse, keyboard, touchscreen etc.)

| can open an internet browser to find and use websites

| can turn on a device and login to any accounts/profiles | have

| can update and change my password when prompted to do so

| can connect a device to a Wi-Fi network

| can find and open different applications/programmes on a device

| can use the different menu settings on a device to make it easier to use

O 9y

4.9 million people cannot use
amouse or touchscreen

(e.g. change the font size to make it easier to read)

91%

90%

89%

87%

87%

87%

86%

Bl 11+
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Six million people
cannot turn on a device

9%

10%

11%

13%

13%

13%

14%

E 13

7.1 million people cannot
openanapp
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Care to be taken with n

Essential Digital Skills data.
Refer to page 2 for details.

Populations with zero digital skills across the UK

The North West and the East of England have the largest
proportions of those with zero digital skills. Wales has the
lowest proportion of people that can do none of the seven
Foundation tasks e.g. connecting a device to Wi-Fi. However

Split by age, 2019

One-third (35%) of people with a disability are
unable to make devices easier to use

The Foundation task people struggle the most with is 16%
accessibility —being able to change device settings to make it

easier to use, 14% cannot do this. For people with a disability, Z%

this rises to 35%. Overall, 56% of people with a disability can 120/0

do all seven Foundation skills, this compares to 81% of the 10/0

overall population. 0 younger

key Il s+ 3544

as illustrated on page 37, they have a higher proportion of . 55.64 . 25.34
people lacking the Essential Digital Skills for life and work. Mo W

Figure 12. Proportion of people aged 15+ that
can do none of the seven Foundation tasks.

74%

older

0 Foundation skills

Figure 14. Proportion of each gender/ethnicity that can do none of the seven Foundation tasks,

2019

roma % ARRAAARARAR

s 7 ARAAAAAA

Black, Asian or Minority Ethnic 8% E E E E E E E E
i > ARRAA

*Parliament, 2018, researchbriefings.files.parliament.uk/documents/SN06705/SN06705.pdf

N = 2,145 (Male)
N =2,042 (Female)
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Figure 13. Proportion of people aged 15+ that can do none of
the seven Foundation tasks. Split by region and nation, 2019

The North East has
consistently had the highest
proportion of its population
who are Digitally Disengaged
—potentially due to a larger
proportion of young people
not in education, employment

Scotland
0 or training, all factors which
8% C -
correlate to digital capability
North East
5%
North West
13% i . .
a Yorkshire & Humberside
0,
East Midlands 9 /0
7%
West Midlands East England
11% 13%
Wales
6% London
9%
South West
60/ South East
0
11%

Northern Ireland not included due to limited survey sample


http://researchbriefings.files.parliament.uk/documents/SN06705/SN06705.pdf

)

OFFLINE

4.1 million UK adults
(8%) have not used the
Internet within the past
three months

Lloyds Bank findings show that 92% of
UK adults are now online, three percentage
points higher than in 2016, (figure 15).

Figure 15. Proportion of people who
have used the Internet in the past three

months, 2016 to 2019

92%

91% 91%

89%

2016 2017 2018 2019

Lloyds Bank Consumer Digital Index 2019
The Digitally Disadvantaged

The ‘Offline’ profile

80%

80% are aged 50+
(see Appendix 9)

36%

Three-quarters (76%) are:
retired pensioners (36%),
unskilled manual workers (16%),

unemployed/long-term sick (15%),

and skilled manual workers (9%)
(see Appendix 12)

21

® O
No significant difference

between genders
(see Appendix 10)

/1%

71% have no more than a

secondary school education
(see Appendix 13

[a g ]

Nearly one in two (47%) are
from low-income households
(medium 16%, high 9%,
prefer not to say 28%)
(see Appendix 14)

White people are 50% more
likely to be offline compared to
Black, Asian or minority ethnic

(BAME) people (see Appendix 11)

v
32%

One-third (32%)
have a disability
(see Appendix 15)
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Barriers to moving online

Figure 16. Reasons why people have not used the Internet in the past three months, 2019

Key Percentage difference 2019 vs. 2017 New optionin 2019
75% N/A +123%
2 N/A

‘ 600/0

0,
® © 0 ¢ ¢ - = um
‘ 38% rolh +136%
122%
' . 28% 26% +143% A
20% 0
@ o 17% 16% .
@ o o 0 ¢ : :
L 4 L 0 8
Nointerest I'mworried Privacy/ I'mworried Spend Too Benefits are No time Too expensive Poor | want to Poor | don't have Ihave a

about my security about the way money on complicated unclear connectivity/ butldon't connectivity/ accessto disability that
identity concerns organisations  other things slow know where no mobile broadbandin  preventsme
being taken use my data broadband I would coverage my area fromusing

speeds gethelp the Internet

Those aged 60+ are going online to

take advantage of online shopping

This year, there has been a 11% increase in over
60s who have moved online (see Appendix 16).
Particular growth has come from the 64-65s —
those nearing retirement age. The behavioural
data suggests that a motive behind this increase is

an appetite for online shopping (see Appendix 17).
Two significant barriers prevent more
people going online; motivation and
security concerns

Of the offline population (figure 16):

= Three-quarters (75%) lack the motivation to
investigate what benefits the Internet can offer

= More than half say that online safety concerns
prevent them from using the Internet

55% of people are worried about the way
organisations use their data. The General

Data Protection Regulation (GDPR) came into
effectin 2018. While this regulation brought
significant change in the way that organisations
handle customer data, the data shows that
alarge proportion of those online still do not
fully understand how their data is used.

22

Recent research published by Ofcom shows that
after explaining to people how advertisers use
their data to personalise content, the proportion of
people who think this is acceptable drops by nearly
half to 36%*. Assuming that the Offline have even
less exposure to information around online data
regulation, they are less likely to feel comfortable.

810,000 people don't go online
because they can't access an adequate
internet connection

One-fifth of the Offline —an estimated 810,000
adults — say they have not used the Internet due
to alack of adequate connectivity.

As the UK Government progresses with its
commitment to raise the minimum standard of
connectivity across the UK by 2025**, and when
this is fulfilled, it is expected that this barrier

will reduce. Compared to 2017, all barriers have
increased substantially which shows current efforts
to break them down are not enough and more
needs to continue to be done.

*Ofcom, 2019, ofcom.org.uk/__data/assets/
pdf_file/0023/141683/ico-adtech-research.pdf

**DCMS, 2018, gov.uk/government/news/
forging-a-full-fibre-broadband-and-5g-future-for-all--2


https://www.ofcom.org.uk/__data/assets/pdf_file/0023/141683/ico-adtech-research.pdf
https://www.gov.uk/government/news/forging-a-full-fibre-broadband-and-5g-future-for-all--2
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Figure 17. Of those who are offline due to ‘no interest’ in being online,

these are the top five other barriers they also stated, 2019

75%

I'm worried about having my identity taken 610/0
I'm worried about my privacy and security 610/0

I'm worried about the way organisations use my data 6 00/0

I'd rather spend my money on other things 550/0

I think the Internet is too complicated to use 510/0

No interest

Cybersecurity concerns underpin
motivational barriers to being online

The data has illustrated that the main barrier
preventing people from going online is motivation
(figure16: ‘nointerest’). Of the 75% of the Offline
who gave this answer, 89% stated more than just
‘nointerest’. Figure 17 shows the top five other
barriers given by this group. The top three are
cybersecurity related; identity theft, privacy, and
concern over the way their data may be used.

This suggests that while a lack of interest may
be the perceived barrier, underpinning this is
a strong set of concerns revolving primarily
around cybersecurity.

After cybersecurity related barriers, 55% say there
are other things they would rather spend money
onand 51% say they are also offline because
they lack the knowledge and capability to use

the Internet, were they online.

Figure 18. Top five things that would encourage people to go online, 2019

(excluding ‘nothing’)

50%
Rl e —— 39%
to understand
IS Ol e —— 39%
security awareness
Cheaper cost of Internet  ————————————— 32%
Cheaper cost of device I 31%
O —— 30%

to help (e.g. friends and family)

2.2 million people say that there are
things that need to happen before they
will go online

Figure 18 shows the top five means for getting
people online. While nearly half (47%) of the

4.1 million Offline adults said that ‘nothing’ would
get them to go online (see Appendix 18), this

still leaves 2.2 million (53%) for whom there are
tangible actions that can be taken to encourage
them to get online.

The top three actions that must be taken to
encourage 2.2 million people to go online are:

= |ncreased simplification of online services
to encourage 39% of people to get online

= |ncreased provision of online security awareness
to encourage 39% to getonline

= Cheaper cost of connectivity and devices
to encourage nearly one-third to get online

810,000 say assistive technology could
get them online

One-fifth of the Offline say that being able to use
assistive technology such as Amazon Alexa or
Google Assistant may encourage them to use
the Internet. This shows that the Offline are

not alienated by these technologies and there

is a place for them to enable the transition from
offline to online.
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Demographic spotlight: disability and ethnicity

Figure 19.If it is appropriate to your condition,
do you use assistive technology to help you go
online? 2019

Key . Yes

. Prefer not to say

. Not appropriate for my condition

.No

11%

21%

group being offline compared to 7% for the rest
of the population (see Appendix 19).

People who are offline and have a
disability are significantly less likely to
understand the benefits of the Internet

Those who are offline and with a disability are 56%
more likely to be encouraged to go online if they
understood the benefits of going online (39% vs.
25% rest of UK) (see Appendix 20). Research by
Scope evidences the benefits associated to digital;
78% of disabled people said that access to digital
technology has been helpful and 92% also said it
helps them live independently***,

shows that the use of assistive technology can
help those with a disability secure employment
and pursue careers. However this would also
need to be paired with social change and
organisational change to reduce stigma and allow
for flexible working arrangements to integrate
assistive technology.

Older people from a Black, Asian or
minority ethnic background are more
likely to be Digitally Disengaged

Younger people have high digital capability
regardless of their ethnic background. Figure 20
shows that 88% of white people and 87% of Black,
Asian and minority ethnic people under the age
of 40 are Digital First. When looking at the older
ethnic minority group, they are 10% less likely to
be Digital First and more likely to be Competent or
Disengaged than the older white people. This data
suggests that this group of older ethnic minority
people may be left behind and would benefit from
targeted support.

Figure 20. Proportion of people with different levels of digital capability. Split by ethnicity and age, 2019

2% . . .
One-fifth of people with a disability say
assistive technology is not appropriate Key [ pigitaiFirst [l Digitally Competent Digitally Disengaged '
for their condition 88% 12%
66% technology when going online and 21% of people
with a disability say that there is no suitable 63% 29% 8%
People with a disability are more than physical disability are the most likely to agree
twice as likely to be offline as those (see Appendix 21). This suggests that either their .
without one disability does not impact their use of the Internet, Black, Asian 87% 11% 2%
The 2018 Index revealed that those with a thaF theyare able to ge.t online using settings and ethnicity <40 -
. R . . devices that meets their needs, or that they are
registered disability’ were four times more likely otentially unaware of the range of accessibilit _ , ) ,
to be offline than the rest of the UK (25% vs. 6%)*,  Porc e Ural [he rang y Black, Asian >/ SR L
. - . functions built into devices that can make or minorit
This year, the definition and understanding of : ; inonty
accessing the Internet easier. ethnicity 40+

disability in the analysis has evolved**. In 2019,
the data shows that people with a disability are
2.4 times more likely to be offline, with 17% of this

Only 11% are using assistive technology to go
online. A study by the European Parliament™**

*Lloyds Bank UK Consumer Digital Index, 2018, lloydsbank.com/assets/media/pdfs/banking_with_us/
whats-happening/LB-Consumer-Digital-Index-2018-Report.pdf

**For the definition of disability used please see the glossary in the appendix

***Scope UK, 2018, scope.org.uk/campaigns/independent-confident-connected

****European Parliament, 2018, europarl.europa.eu/RegData/etudes/IDAN/2018/603218/EPRS_IDA(2018)603218_EN.pdf
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https://www.lloydsbank.com/assets/media/pdfs/banking_with_us/whats-happening/LB-Consumer-Digital-Index-2018-Report.pdf
http://scope.org.uk/campaigns/independent-confident-connected
http://europarl.europa.eu/RegData/etudes/IDAN/2018/603218/EPRS_IDA(2018)603218_EN.pdf
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Benefit claimants and digital capability

16% of UK benefits claimants
are Digitally Disengaged Figure 21. Behavioural segmentation applied to benefit claimants and those

. : i on Universal Credit, 2019
Regionally, there are differences in the

proportion of benefits claimants* with

low or no digital capability (figure 22). 30%
These trends reflect the overall

regional trends for digital capability

(see Appendix 22), illustrating that

Scotland and the North East have 16%

the lowest levels of capability; where

around one-fifth of benefits claimants

are virtually offline. Benefit claimants N =240,407

Digital First

Over 1.6 million people in the UK are

now on Universal Credit™. Findings

from Lloyds Bank data (figure 21)

show that a greater proportion of

these customers exhibit highly

digital behaviours and fall into the 7%
Digital First group compared with the

national average. Further analysis Universal Credit
indicates that this is likely due to there
being a greater proportion of young
people currently in receipt of Universal
Credit, as the roll-out to the entirety

of the UK has yet to be completed.

Key . Digital First
. Digitally Competent
Digitally Disengaged

62%

25%

12%

¢

UK average N=1,001,840

*For the fulllist of benefits included in the analysis, see the glossary in the appendix

**Department for Work and Pensions, 2019, assets.publishing.service.gov.uk/government/uploads/system/uploads/
attachment_data/file/779542/universal-credit-statistics-to-10-january-2019.pdf
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Figure 22. Proportion of benefit claimants who are Digitally Disengaged.

Split by region, 2019

Scotland

18%

North West

West Midlands

16%

Wales

17%

South West

16%

Northern Ireland notincluded due to limited survey sample

North East

18%

Yorkshire & Humberside

16%

East Midlands

16%

East England

14%

London

14%

South East

14%


http://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/779542/universal-credit-statistics-to-10-january-2019.pdf
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Please note: care should be taken
when reviewing the 2019 Essential Digital
Skills data. See page 2 for full explanation.

Lloyds Bank is proud to publish the first assessment of UK

Essential Digital Skills based on the new framework. This section
indicates the extent to which the UK population has the skills needed
to prosper in everyday life.

Rhys Davies

20, Stoke-on-Trent

n the past Rhys has struggled with his financial and
mental wellbeing compounded by the pressures of study.
However, in recent times Rhys’ improved digital skills have

helped him to better manage his wellbeing.
“A couple of years ago | had no knowledge of online banking.

RTHON ANNE MILTON MP SAYS... Now, on my app, | can regularly check my balance to see what's
“ i DID YOU KNOW... coming inand going out. I'm ten times better off with my finances
NeXt‘y'ear aqU/tS Wlth no Qr now. I'm not panicking or worrying about my financial situation.
low dlglta/ Skills will b@n@f/t 11 9 m I | | | O rl Another thing | do is listen to music constantly, as I'm working
from new Essentl'a/ Dlglta/ Sk///S ’ I'llactually put the radio on my phone just as something in the
o , background to keep my head going. I'll use an app or streaming
qua//flcatlons free OfChal’ge." people do not have the services that create playlists for me to listen to. Technology helps
Esse ntia| D|g|ta| Sk| lIs th ey me a lot when concentrating on work, it reduces stress and anxiety.”
Minister for Apprenticeships and Skills, ir
Department for Education ﬂeed for ||fe In the UK
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22% of the UK are without
Essential Digital Skills for life

The 2018 Index measured the previous
Basic Digital Skills framework and
reported that 11.3 million (21%) people
were missing these skills*. This year,

with the new challenges and increased
demands of the new Essential Digital Skills
framework, there are now more people
who fall below the UK's standard level of
digital skills: 11.9 million people.

This new measure illustrates people's
abilities to undertake 29 essential tasks,
categorized into five skills (see figures 24
and 25).

These five skills have a relatively equal
weighting of attainment, with 80% of the
UK being able to transact, communicate,
handle and manage information, and
stay safe online. 79% are able to use the
Internet to problem solve.

Lloyds Bank Consumer Digital Index 2019

In terms of demographics, the Essential
Digital Skills survey data mirrors the
findings of the behavioural segmentation;
age is a key determiner of an individuals'
level of digital skills.

Young people are most likely
to be skilled due to access
and education

94% of 15-24s have Essential Digital Skills
for life, the highest of any age group
(figure 23). Looking at the demographics
within this group, this is unlikely to be
driven by education orincome as the data
shows this group is less educated and
have lower incomes as they may be yet to
make these decisions about their future

(see Appendix 23).

The Essential Digital Skills data does show,
however, that a factor may be due to
having grown up in a digital world as they
are the most likely to be in possession of
smartphones (94%) and have access to
the Internet (100%); providing them the
means to go online wherever they are and
the opportunity to interact withitin new
and different ways (see Appendix 24).

*Lloyds Bank, Consumer Digital Index, 2018, lloydsbank.com/assets/media/pdfs/banking_with_us/
whats-happening/LB-Consumer-Digital-Index-2018-Report.pdf

**Please see the appendix for sample sizes

Essential Digital Skills for life

L]

Care to be taken with n

Essential Digital Skills data.

Overview

Refer to page 2 for details.
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Figure 23. Proportion of different demographics that have Essential Digital Skills for life, 2019 N=
Key Lowest % of people with Essential Digital Skills Highest % of people with Essential Digital Skills
35% 91%
= Education 0 M 100
| university formal degree |
45% 94%
=l Age 0 100
53% 82%
u Disability 0 H 100
yes
57% 89%
E Household income 0 100
49% 87%
&) Marital status 0 100
widowed/divorced/separated ‘
75%80%
E Gender 0 m 100
64% 90%
B working status 0 H 100


http://lloydsbank.com/assets/media/pdfs/banking_with_us/whats-happening/LB-Consumer-Digital-Index-2018-Report.pdf

Data on this page shows all
results, some of which is not
included in figure 23.

Lloyds Bank Consumer Digital Index 2019
Essential Digital Skills for Life N

Care to be taken with n

Essential Digital Skills data.
Refer to page 2 for details.

Demographic results

Figurei. Proportion within education attained with
Essential Digital Skills for life, 2019

Figureii. Proportion within age group with Essential
Digital Skills for life, 2019

Figureiii. Proportion within gender with Essential
Digital Skills for life, 2019

94% 93%

0,
91% 490,
86% 85%
80%
75% 75%
72%
45%
36% |
65+

No formal GCSE/ A-levelor  Degree/ 15-24 25-34 35-44 45-54 55-64 Female Male
lificati -level ival M
qualification ch‘ée// equivalent f,;tgr/ [N=644] [N=643] [N=578] [N=538] [N=665][N=1132]

NVQ12

N=523 | [N=1113] [N=830] [N=1334

[N=2042] [N=2145]

27a



Lloyds Bank Consumer Digital Index 2019
Essential Digital Skills for Life

L]

Care to be taken with n

Essential Digital Skills data.
Refer to page 2 for details.

Data on this page shows all
results, some of which is not
included in figure 23.

82%

53%

Yes No
[ N=538] [N=3583]

Figure iv. Proportion within with/without impairment
with Essential Digital Skills for life, 2019

Figure v. Proportion within household income with
Essential Digital Skills for life, 2019

89%

72%

57%

Upto £11,500- £25,000
£11,499 £24,999 plus

[N=462] [N=663] [N=1636]
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Figure vi. Proportion within marital status with
Essential Digital Skills for life, 2019

87%

81%

49%

Widowed/  Married/ Single
Divorced/  Livingas
Separated

[N=635] [N=2348] [N=1196]
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Figure 24 shows the 29 tasks within the Essential Digital Skills

for life framework. The 29 tasks outlined on the following two Figure 24. Proportion of people who can do the Essential Digital Skills and tasks for life, 2019
pages are indicative of the skills that everyone in the UK needs
in order to survive and thrive online. As per the Basic Digital Problem Solving Being Safe and Legal Online

Skills measure, individuals need only be able to undertake one ﬂ
L R R L . 79% 80%
skillin each category in order to indicate ability.

On average, around seven out of ten people can undertake

0 ) | can use the Internet to find information that helps | am careful with what | share online as | know that online activity
most tasks. 45% of people in the UK can do ?”29 tatsks, me solve problems e.g, Use search engines produces a permanent record that can be accessed by others
indicating a strong and rounded Essential Digital skillset A= 78%
L . o > ] 78%
which is enabling them to thrive in everyday life | line tutorial bchat, FAQs and ¢ J ‘ h (
. canuse online tutorials, web chat, sandtrorumsto | can respond to requests for authentication (e.g. reactivate
(see Appendix 25). solve problems an account when I've forgotten my password)
71% 1 77%
“ T ) ) '
In this d/g/ta/ age, techno/ogy and | can use online tutorials, web chat, FAQs and forums to I make sure not to share or use other people's data
, , ] improve my digital skills or intellectual property without their consent
Innovation continue to move at pace 69% 1 — 76%
0
meaning that all OfUS needto Improve | can keep the information | use to access my online accounts secure,
iaf [ [ Tell T T o by using different and secure passwords for websites and accounts
our digital skills. The Essential Digital The findings indicate an ability to use search yusing P e
0 I — 0

Skills framework underpins this agenda engines to answer key questions, but using

| can recognise and avoid suspicious links in emails, websites, social media

by providing measurement through more interactive methods of sourcing messages and pop Ups, and know that clicking on these links is a risk
data. We must work together to br/dge information and Improving d|g|tal skills L 76%
the skills gap and ensure that we are all presents challenges | can assess the risks and threats involved in carrying out
, , . activities online and act accordingly (e.g. use security software)
equpped fOI’ the future. This is at the | 74%
heart ofmy Shap/ng Tomorrow's C/ty | can set privacy settings on my social media and
Today programme and will ensure that otheraccounts
. ” | 74Y%
the UK remains globally competitive and o . _ )
, 1 | can identify secure websites by looking for the padlock
acts as market leader in technology. and ‘https' in the address bar
. This is the first time that online safety and - 74%
Peter Estlin . . . )
Lord M fLond security has been measured in this way I can update my computer security systems when
ord MayorotLondon necessary to prevent viruses and other risks
| 72%
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Figure 25. Proportion of people who can do the Essential Digital Skills and tasks for life, 2019

Communicating

| can communicate with others digitally
(e.g. email, WhatsApp or Messenger)

| can set up an email account

| can attach documents to an email and share

| can create documents using word processing applications
(e.g.aCVoraletteretc.)

| can speak to others through video tools
(e.g FaceTime or Skype)

| can post content on social media platforms
(e.g. messages, photographs, video etc.)

cannot communicate digitally

One-fifth (20%) of people in the UK

78%

78%

77%

75%

72%

71%

Transacting

| can buy goods or services through an online account
(e.g. Amazon account, eBay, John Lewis etc.)

| can buy goods/services online
(e.g. through credit/debit card, PayPal, WorldPay)

| can access and use public services online, including filling in forms
(e.g. Vehicle tax, voting registration, booking doctor appointments)

| can upload documents and photographs when this
is required to complete an online transaction

| can manage my money and transactions online securely,
via websites or apps (e.g. bank account)

currently use public services online

29

One-quarter (25%) of UK citizens cannot

77%

77%

75%

75%

73%

Handling Information and Content

| can use search engines to find information

| can recognise what information or content may,
or may not, be trustworthy on websites/apps

| can organise my information using files and folders

| can use the Internet to stream or download
entertainment content (e.g. films, music, games or books)

| can use bookmarks to save and retrieve websites
and information

| can store information online and access content from
a different device (e.g. using the Cloud)

One-quarter (25%) of the population
cannot assess the trustworthiness of
digital content

80%

79%

75%

73%

73%

72%

68%



Cybersecurity skills are correlated

For the first time, a new piece of analysis
was conducted to establish which tasks
are most likely to be done together.

There are five clear correlations, one

of eachis outlined in figure 26 (see
Appendix 26). As there is a high proportion
of ‘Being Safe and Legal Online’ in this
group, but very few in the other four, it
indicates that cybersecurity skills are
correlated. This may be due to training
provision focusing on all facets of the
cybersecurity skillset, or may indicate
that the tasks are more likely to be part of
similar learner/online journeys.

This piece of analysis is targeted at
training providers and curriculum
designers, who could consider embedding
cybersecurity and online safety content
across all training to ensure that the
skillset is further embedded.

Lloyds Bank Consumer Digital Index 2019
Essential Digital Skills for life: Skill and task level results 2]

Half of over 65s are unlikely to
have any cybersecurity skills

As indicated in the behavioural dataset,
11% of the over 60s population have
moved online in the last year.

The Essential Digital Skills measure
indicates that despite an increase in older
people going online, this group may not
have the ability to keep themselves safe
and secure when doing so.

Figure 24 shows that 80% of the UK
population are able to be safe and legal
online, however this drops to 48% for
over 65s.

This could be due to a lack of support from
friends and family as the data found that
this group was the most likely to be living
alone (see Appendix 27). Findings from
previous years have shown that older
people stand a lot to gain from going
online; one in three over 60 year olds now
uses digital to manage and improve their
health and also to feel less alone.*

Care to be taken with n

Essential Digital Skills data.
Refer to page 2 for details.

Figure 26. Group identified through factor analysis, people able to do one of the listed tasks are likely
to be able to do them all.

| can keep the
information | use to
access online accounts
_— secure, by using different

Key . Being Safe and Legal Online
. Handling Information and Content
Transacting

| canrespond passwords for websites | can identify
sl andaccounts secure websites by
authentication looking for the padlock
/ and ‘https’in the
lam address bar
careful with
what | share online \

as | know that online

activity produces a tl;::j(sssz;z
permanent record that . )
threats involved in

can be accessed / carrying out activities

by others T . online and act
| ‘ accordingly
| can upload /
documents and I can
photographs when recognise and

this is required, to
complete an online
transaction

avoid suspicious links
in emails, websites, social
media messages and

AN | can pop ups, and know that

recognise what I make clicking on these

f : sure not to e ; i ;

information or links is a risk
share or use other

content may, or may
not, be trustworthy ~ —
on websites/apps

people's data or
intellectual property
without their
consent

*Lloyds Bank Consumer Digital Index, 2018, lloydsbank.com/assets/media/pdfs/banking_with_us/whats-happening/LB-Consumer-Digital-Index-2018-Report.pdf
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Chapter Four

Essen

Please note: care should be taken n |

when reviewing the 2019 Essential Digital
Skills data. See page 2 for full explanation.
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Within 20 years, 90% of all jobs will require digital skills to some
degree*. However before the UK is ready to take on advanced

digital challenges, it must first ensure it is able to do the essentials.
This chapter explores the results for the Essential Digital Skills for work.

Mary Wheeler

35, Essex

ary had her work life changed through a business
M acquisition and since becoming part of a bigger business,
she's up-skilled digitally to build her confidence.

“My skills were very limited, | felt like they needed to develop
because | was now part of this bigger corporate business, with a lot

MARGOT JAMES MP SAYS... DID YOU KNOW... more channels, social media, email marketing and the customer
e P . . o rne relationship management side. | just felt | had to develop and grow
Dlglta/ Skl//S n the Workp/ace 1 7 3 m I | | I O n with the business. | now feel so much more confident and feel like
° | can contribute more at work.”

are now a near-universal
requirement. This report working people (53%)
helps us to identify and in the UK do not have

address shortages.” the Essential Digital Skills
required for work

*Gov.uk, 2017 gov.uk/government/publications/uk-digital-strategy/
2-digital-skills-and-inclusion-giving-everyone-access-to-the-digital-skills-they-need

Minister for Digital and the Creative Industries,
Department for Digital, Culture, Media & Sport -
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For the first time, the UK Consumer Digital Index
2019 includes insight into the extent to which
UK citizens have the digital skills required to

be work-ready.

As per the broader Essential Digital Skills framework,
this has been developed with input from
representatives of businesses and charities of

all sizes, sectors and employee requirements

(see page 8 for more information).

For a person to obtain Essential Digital Skills for work,
they must:

= Be able to do all the Foundation tasks

= Have Essential Digital Skills for life (be able to do
at least one ‘life’ task within each of the five skills)

= Beinemployment

= Be able do at least one ‘work’ task within each
of the five skills

Itis important to note that these results do not
include working people who lack the opportunity to
use these skills. As such, it represents working people
who actively use these skills in a work environment.

Lloyds Bank Consumer Digital Index 2019

Essential Digital Skills for work

Overview

Over half of the workforce —
17.3 million people — do not have
Essential Digital Skills

Inthe 2018 Index, 10% of the workforce lacked

Basic Digital Skills*. The new framework indicates that
47% of working people have the necessary digital
skills for work. The new measure now includes a wider
range of work-specific tasks which is the reason why
the proportion of the workforce without Essential
Digital Skills has risen markedly and means that

53% don't have Essential Digital Skills.

Despite it being the most widely held work skill,
only two-thirds of the working population achieve
‘Being Safe and Legal Online’ in a work context.

L]

Care to be taken with n

Essential Digital Skills data.
Refer to page 2 for details.

Figure 27. Proportion of the UK workforce who has Essential Digital Skills for work, 2019

Being Safe and Legal Online

66%
Problem Solving

65%
Transacting
1 59%
Handling Information and Content

56%
Communicating
1 57%

Figure 28. Proportion of the UK workforce and the number of skills they are able to do

6% cannot do all
seven Foundation
tasks including
turning on and

logging into a device 22%

o 0

without all Foundation skills

5%
o

skill

53% of the UK working
population do not have

the digital skills needed
11% @

4% 5%
skills skills skills skills

*Lloyds Bank Consumer Digital Index, 2018, lloydsbank.com/assets/media/pdfs/banking_with_us/whats-happening/LB-Consumer-Digital-Index-2018-Report.pdf
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Essential Digital Skills data.
Refer to page 2 for details.

As per Essential Digital Skills for life, the level Social mobility — digital skills and

of workplace digital skill correlates with age. socio-economic factors link Figure 29. Proportion of the UK workforce who hold work skills. =
Those aged 25-54 are the most skilled. However o ) Split by gender, age and social grade
there i still the opportunity for a third of that Onthe whole, ABC1 individuals are almost twice as
group to develop their skillsets (figure 29). likely to be digitally work-ready as those in the C2DE
. social grade. The data also shows that the greater Handling Being Safe
Women are seven percentage points people'sincome, the more likely they are to have Information Problem and Legal
less likely to have digital skills at work Essential Digital Skills: 61% of those with a personal Communicating  and Content Solving Online
Figure 29 shows there is a digital skills gap income of more than £25,000 per year meet the
between the male and female workforces. as seven  digital standard, which is significantly higher than Males 58% 58% 66% 66%
percentage points fewer working have essential those earning between £11'500'£24j999 (39%)
digital workplace skills (50% males vs. 43% or up to £11,499 (25%) (see Appendix 31). Females 55% 54% 63% 65%
femalei (iff‘ Appendix 28) e”df(dzg )t Sti]condfry re??amhl Those with workplace digital skillsearn 777
suggeststnisis in part due to the nature of remale 15-24 46% 53% 56% 58%
representation in the workforce more broadly. on. average £12,500 rnore peryear ‘
There are fewer females Working in techno|ogy This supports the correlation first demonstrated in
and digital industries*, but also due to higher the 2018 Index***. The new Essential Digital Skills 2534 60% 59% 67% 67%
proportions of womenin part_time work. for work measure also finds that people who have
Research by the Parliament™ shows that women the Essential Digital Skills for work earn on average 35-44 60% 60% 68% 68%
are more likely to work part time than men which £37,995 per year (see A end./x 32). This is alm().St
may be a factor. In the UK today 41% of wornen £1.3,000 more than those lacking workplace digital 45-54 60% 60% 67% 69%
work part time compared with only 16% men™. skills, and is £8,000 more than the UK average
salary of £29,588****, 55.64 . . , .
The Essential Digital Skills data shows that 36% : 51% 46% 59% 62%
of part-time workers have essential workplace
skills compared with 50% of full-time workers, 65+ 44% 43% 60% 64%
Suggestmg Why females in the workforce may be *Tech Nation, 2018, 35z8e83m1ih83drye28009d1-wpengine.
i \ X netdna-ssl.com/wp-content/uploads/2018/05/

less likely to have these skills (see Appendix 29). Tech-Nation-Report-2018-WEB-180514.pdf ABC1 69% 68% 76% 78%

: : i **UK Parliament, 2019, researchbriefings.files.parliament.uk/
As exp(!ored op page 27, people WIth a.d.|sab|l|.ty documents/SNO6838/SN06838.pdf
are 35% less likely to have Essential Digital Skills C2DE 36% 37% 45% 46%

for life; 82% of those without a disability have the
Essential Digital Skills for life vs. 53% of those with.

Conversely, in the workplace, those with and
without disabilities are equally likely to have
the digital skills needed; 47% of each group

(see Appendix 30).

***Lloyds Bank Consumer Digital Index, 2018, lloydsbank.com/
assets/media/pdfs/banking_with_us/whats-happening/
LB-Consumer-Digital-Index-2018-Report.pdf

****Office of National Statistics, 2018,
ons.gov.uk/employmentandlabourmarket/
peopleinwork/earningsandworkinghours/bulletins/
annualsurveyofhoursandearnings/2018

tPlease see the appendix for sample sizes —_—
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If working people are able to undertake one work task
from each of the five skills in a working environment,
as well as having all five life skills, then they have the
Essential Digital Skills required for work.

This is the minimum criteria for benchmarking purposes,
however the ambition is for the UK workforce to be able
to do all tasks in order to thrive and drive productivity in
the workplace.

Communicating and information-handling
skills are the most lacked

There are nine and ten percentage point more workers
who are ‘Safe and Legal Online’ vs. Communicating and
Handling Information in the workplace (figures 30 and
31). However, the task that working people struggle with
the most is ‘l can manage digital records and financial
accounts (e.g. expenses, budgets) through digital
systems’ —a Transacting skill, which less than half can

do (49%).

Essential Digital Skills: the UK at work
vs. day to day

The difference in skills level between work and day-to-day
life indicates that people may not be transferring skills
gained at home into the workplace and vice-versa. Page
28 showed that 78% of people can use the Internet to find
information to help them solve problems in their day-to-
day lives, however only 62% apply this skill to their work.

Lloyds Bank data shows that digital skills
are saving the Digital First 5.6 hours per
work-week and increasing productivity
and performance

Lloyds Bank Consumer Digital Index 2019
Essential Digital Skills for work

Skill and task level results
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Essential Digital Skills data.
Refer to page 2 for details.

Figure 30. Proportion of the UK workforce who do tasks within a work environment, 2019

Problem Solving

ﬂ 65%

| can use the Internet to find information that helps me solve problems
62%

| can use appropriate software, including a spreadsheet, to manipulate
and analyse data
57%

| can use different digital tools to improve my own efficiency i.e. saving
time or working more productively
56%

Handling Information and Content

ﬂ 56% -3

| can access, synchronise and share information across different devices
(e.g manage a calendar or appointment system via phone or desktop)
] 57%

Nearly half (44%) of working people do not have the skills to use
digital tools to work more efficiently. They may be missing out on
contributing added productivity to employers in the UK

34

Communicating

U
~

S
=S

| can use digital collaboration tools to meet with, share and collaborate
with people (e.g. Skype/Google docs/Dropbox etc.)

| 52%
I can set up and manage an account on a professional online network/
community (e.g. LinkedlIn, Total Jobs, Indeed)
] 52%
Transacting

1 59%
| can access salary and expenses information digitally, including

password protected payslips

] 55%
| can manage digital records and financial accounts (e.g. expenses,

budgets) through digital systems

] 49%
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Figure 31. Proportion of the UK workforce who do tasks within a work environment, 2019

Being Safe and Legal Online Key . Important to employers

n 66%

I make sure not to share or use other people's data or intellectual
property without their consent

62%

| can respond to requests for authentication (e.g. reactivate an
account when I've forgotten my password)

61%

I am careful with what | share online as | know that online activity
produces a permanent record that can be accessed by others

60%

| can keep the information | use to access my online accounts secure,
by using different and secure passwords for websites and accounts

60%

| can recognise and avoid suspicious links in email, websites, social media
messages and pop ups and know that clicking on these links is a risk

60% -

I can identify secure websites by looking for the padlock and ‘https’in
the address bar

59%

| can assess the risks and threats involved in carrying out activities
online and act accordingly (e.g. use security software)

58%

| can update my computer security systems when necessary to
prevent viruses and other risks

52%
| can set privacy settings on work-related social media and other

[}

Q

[a)

o

c

3

=

0
ul
o
°
>

*Symantec, 2018, itproportal.com/news/uk-consumers-lost-billions-to-cyber-crime-in-2017/

Il 'mportant to employees

40% of the UK workforce
do not have the skills

to recognise and avoid
suspicious links

50% of the UK workforce
do not have the skills to
set privacy settings on
work-related accounts
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One-third of the workforce is risking
digital safety due to a lack of essential
online security skills

10.8 million (33%) working people do not have

the skills required to be fully ‘Safe and Legal Online’.
These employees could be putting themselves
and their employers at risk by engaging in online
activities in the workplace without the skills and
potentially the understanding of the dangers

that exist.

Comparing Life and Work results

Working people are not taking the safety
and security skills they are using day to day
into their workplaces. As demonstrated in
figures 24 and 31, the results for Being Safe
and Legal Online are consistently higher for
people in the personal lives.

The biggest gaps are for privacy setting
skills and updating security systems,

two activities which are vital to employee
and employer safety.

L]
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Essential Digital Skills data.
Refer to page 2 for details.

Within the listed tasks, a distinction can be made
between those that may risk more the safety

of the employee or the employer. Blue tasks in
figure 31 are particularly important for the safety
of people as employees. Tasks in red may be of
particularimportance to employers themselves.
However, the two are interconnected and not
mutually exclusive.

As highlighted on page 22, cybersecurity is
one of the greatest concerns people have
around going online. External research
shows that losses from cybercrime were
estimated at totalling £4.6 billion across the
UK and the average victim loses an average
of 14.8 hours™.


http://itproportal.com/news/uk-consumers-lost-billions-to-cyber-crime-in-2017/

An Essential Digital Skills gap is
evident between sectors

The UK's workforce in the Finance,
Insurance and Real Estate sectors are the
most likely to have Essential Digital Skills
for work (80%) (figure 32) yet onein five

The gaps are widespread across
all essential workplace skills
When looking at the 17 essential digital

workplace tasks split by sector the same
trend as seenin figure 32 is also visible,

regardless of the skill (see Appendix 33).

Lloyds Bank Consumer Digital Index 2019
Essential Digital Skills for work

Sector results
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Figure 32. Proportion of each sector with and without Essential Digital Skills for work, 2019

Key . With Essential Digital Skills for work

of these people still lacks the skills needed.

From these leading sectors to the

next best performing sector there is a
30 percentage point drop — only half of
the workforce in ‘Services' meet the UK's
new digital skill benchmark.

Further still, people working in
Transportation, Manufacturing and
Construction sectors are the least digitally
skilled. One-third of Manufacturing
workers meets the Essential Digital Skills
requirements for the workplace.

u The behavioural data shows:

Nearly two-thirds (63%) of working people* have not received any
digital skills training from their employers (see Appendix 34). This is:

Finance, Insurance and Real Estate 1 80%

Services 50%

Public administration ¥ 48%

Wholesale/Retail trade 1 38%

Transportation, Communications,

. R . 37%
Electric, Gas and Sanitary service

Manufacturing 36%

54% for managers (junior, intermediate and higher managerial)

*Working people defined as; casual, higher managerial, part time, intermediate managerial, self-employed, skilled and unskilled manual work, junior managerial

**Please see the appendix for sample sizes
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. Without Essential Digital Skills for work

71% for manual workers (skilled and unskilled)

20%

50%

52%

62%

63%

64%
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UK Essential Digital Skills

At a UK level the result for Essential Digital

Skills for life (78%) is 1.6 times higher than Figure 33. Proportion of total and working populations per region who have Foundation skills,
the Essential Digital Skills for work (47%). Essential Digital Skills for life or work, 2019
This gap may be driven by the fact that

nearly two-thirds of working people (63%) Inthe UK... Key
have not received any digital training from
their employers (see page 36).

Foundation skills
. Essential Digital Skills for life
. Essential Digital Skills for work
The gap between the results for life and work is

most noticeable in areas with high populations
of manual workers, notably the West Midlands

SCOTLAND

78% 52%

78% of people have

(80% vs. 29%) where there is a heavy reliance
upon the manufacturing sector*. Similarly

the North East and Wales see low scores for
workplace skills. This aligns to the results seen
for organisations in the 2018 UK Business and
Charity Digital Index**, and therefore indicating
these areas may experience future workforce

NORTHERN IRELAND

Essential Digital Skills for life
47% of working people have

Essential Digital Skills for work

North East

79% 35%

1. South East
2. West Midlands
3.South West & North East

challenges if not addressed. 75% 1%
Scotland and the South West continue to build
on positive trends in 2018 skill levels; London North West
holds the highest overall percentage (56%) 78% 44% Yorkshire & Humberside 1.London
of its WorkforFe with \{vorkplace skills, and the 78% 45% 2.South West
South East with the highest percentage (81%)
of its population with Essential Digital Skills . East Midlands 3. East England & Scotland
for life. ""“‘M""a;‘go/ 59 77% 41%
For a more detailed insight into national ‘ ’ East England
; il Diot ; WALES
and regional Essential Digital S‘kI"S results - - 74% 52%
please see the factsheets published 70% 41%
alongside the full report. ENGLAND London
78% 50% 78% 56%
*Nomis, 2018, nomisweb.co.uk/reports/Imp/ South East
gor/2013265925/report.aspx#tabwfjobs SO G l : - :
**Lloyds Bank 2018 Business and Charity Digital Index, 79% 53% 81% 51%

resources.lloydsbank.com/pdf/bdi-report-2018.pdf
***Please see the appendix for sample sizes
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tWork sample for Northern Ireland too small
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The following pages explore people's levels of digital ambition, where
they go for advice and how organisations can help them succeed.
The final page of this chapter (and the report) provides a summary of

what the UK must do next, based on the findings provided throughout.

ANDY WALES SAYS...

“If the UK's digital skills challenge
Is not tackled, it will hold back
productivity, and continue to leave

people behind. Employers need
to lead the way by investing
in collective solutions.”

Chief Digital Impact and Sustainability Officer, BT

DID YOU KNOW...

34%

Only one-third of the
workforce has received
digital training from
their employers
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Kushram Gotla

50, London

ushram, moved to the UK from India 35 years ago.
His family is spread all over the world with his sister in
Australia, his brother in Saudi Arabia and his mother
in India. He currently works in London and is exploring a career
change into the field of cybersecurity following his own experience
with cybercrime. He now has a desire to help people and
companies stay safe online.

“I had a call from a Swedish company which | thought was totally
legitimate and gave money to but it turned out to be unlicensed and
unregulated. | tried to get my money back from the company however
they wouldn't return the funds, so | had to go through my credit card
company. Data sharing and the information they get is quite criminal
and shouldn't be allowed and that's one of the main reasons | want to
getinto cybersecurity. The Internet has given me a lot of information
about how | can advance my skills and get a course that can help me
move careers without being blindsided.”



One in three internet users has not
improved their skills in the past year

Since 2018, nearly two-thirds (65%) of the

online population believe their digital skills have
improved, representing 33 million people (see
Appendix 35). This is progress compared to 60%
in the previous year. In 2019, 17.8 million (35%)
believe their skills are at the same level they were
one year ago. This page sheds light on this group
in order for the UK to better understand and
support them going forward.

Over 60s underestimate their ability

As shown in figure 34, 53% of those aged 60-69
say their digital skills have improved since 2018,
they are 35% less likely than the youngest age
group (18-24) to say this. This contrasts with the
behavioural data findings showing that those
aged over 60 have made the most progress with
their digital capability since last year.

@
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Progress since 2018

Unskilled manual workers are the least
confident in improving their skillsets

As outlined in the Essential Digital Skills for work
section, people in manual roles are lacking digital
skills needed for the workplace. Further research
shows that they are aware their digital skills

‘are not good enough’. They are more than twice
as likely as intermediate or higher managerial
workers to be in this group.

Digital capability correlates
to digital self-confidence,
77% of the Digital First group
believe their skills are good
compared to only 57% of the
Digitally Disengaged

(see Appendix 36)

u 27% of people who are online think their digital skills are not good enough,

16% of 18-24s, rising to 35%

of 60-69s (see Appendix 38) for Londoners (34%) and
those from Yorkshire and
Humberside (34%)
(see Appendix 39)

21% in Wales rising to 34%

other groups who are concerned include (see Appendix 37):

18% for people on high income
nearly doubling to 34% for
those on low incomes

(see Appendix 40)

Figure 34. Do you think your digital skills have improved in the last year? (‘Yes’) Split by age, 2019
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Figure 35. Those who believe their digital skills are not good enough.

Intermediate
managerial

14%
mis
I

Split by occupation, 2019

24% 0%
16% E E
ne Il
Higher Junior Skilled manual
managerial managerial worker

23%

Onein four people who feel their digital skills haven't improved is concerned
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about their lack of progress (see Appendix 41)

34%

i

Semi or unskilled
manual work

37%

Retired and living
on state pension




Since 2018, three times more people
now get help with their digital skills
at work

Compared to last year, UK citizens are turning
more to family (Up 26 percentage points),
and - crucially — employers (23 percentage
points) for support with their digital skills.

However, the greatest source of improvement
comes from self-motivation and proactive
learning. Nearly nine in ten now teach
themselves how to get the most out of being
online (up six percentage points since 2018).

The Digitally Disengaged are more
likely to want face-to-face support

When looking at this with a digital capability
lens the results vary significantly (see Appendix
42).91% of the Digital First are self taught and
are 42% (27 percentage points) more likely

to do this than the Digitally Disengaged. This
suggests that increased capability may lead to
increased confidence or vice-versa.

The Digitally Disengaged are more likely to turn
to family, friends and local support compared
to those who are more digitally capable.

This indicates they may prefer face-to-face
experiences with trusted people.

Lloyds Bank Consumer Digital Index 2019
Upskilling Digital Britain

Digital advice and training

Figure 36. Of those who are online, where do they learn how to use online services and develop their digital skills, 2017 to 2019

Informal
88%
819 82%
42%
32%
10% 11%
Self-taught Family Friends
Key [l 2017 [ 2018 [ 2019

Formal

Since 2018, these advice channels
have more than tripled in size:

Bank staff (19%): this indicates that
community banks play a key role

Friends (32%): this demonstrates the value
of role models

Work (34%): there is still a huge opportunity
for employers to increase this

34%
29%
19%
16%
0,
8% 6% 6% 7% 20 o %
0,
0% —
Online Work Bank staff School Local support
information
sources

4%
2% 2%
R

Evening
classes

N=2,490 (2018)] [N=2,481(2017)] [N=2464
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Two-thirds of the Digital First say their
skills have improved in the past year.

This is similar to the Digitally Competent
but 15 percentage points higher than the
least capable (Digitally Disengaged)

(see Appendix 43). This suggests that
people who are earlier on in their digital
journey may find it more difficult to
improve at first but as capability improves,
momentum increases.

The workplace is a key
motivation driver

Employers of the Digital First have played
akey role in their motivation to learn—
14% of them cite this as a driver (figure 37).
This group are mainly in management
positions in office environments (see
Appendix 44). Of the Digitally Disengaged,
one in five want to improve their
performance at work — higher than more
digitally capable workers. This could
therefore be a ‘hook’ to encourage

digital adoption.
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Motivations to improve

Figure 37. What was the trigger or motivation forimproving your digital skills? Figure 38. What was the trigger or motivation
Split by digital capability tier for improving your digital skills? (verbatim from
figure 37 ‘Other’)

Key [ Digital First ~

. Digitally Competent 0 D'g'tal First

Digitally Disengaged 56% ‘Ambition to progress’
[l uKaverage ‘As part of a hobby in photography’
49% ‘Becoming self-employed’
‘Learnt new programming skills using
43% online videos'

‘Learning to use Amazon Alexa’

° Digitally Competent

) ‘As things progressed, | progressed’
=
‘Alack of things to watch on TV’
22%

‘It's easier to go online than in store’

19%

‘My son moving to America’

16%

‘Having to manage my money online’

14%
11%
5% A .
8% Digitally Disengaged
5% 5%
3% ‘Curiosity’
‘To keep up with the moving world’
[ = N X ‘The nged to keep up with sgrvjces
Opportunity | was encouraged Wanting to No particular Other changing from paper to online
to get support todoit for work/ improve your reason ‘Printing documents, signing and filing’
from friends or by my employer performance . . . ,
family members and productivity Wanting to understand it more

at work

a1



We must inspire
and motivate the
general public,
and policymakers,
to prioritise
technology across
the breadth and
depth of the UK.
Digital is the great
democratiser of our time
and we need to be more
ambitious in our efforts to

not just join up provision,
but to stimulate demand.

Aligned to our key
findings, there are
three key areas of focus:

Lloyds Bank Consumer Digital Index 2019

"

Calls to action

B Face into fears

E Democratise Digital

L]

Care to be taken with n

Essential Digital Skills data.
Refer to page 2 for details.

Leverage the Levy

Digital Britain

While there are 1.8 million more people this year with the
highest level of digital capability, over 11.9 million people
lack Essential Digital Skills and 4.1 million people are offline.
For the first time, predictive data modelling forecasts that

if nothing is done, 4.5 million (8%) of the UK population

will still be offline in 2030. The 2019 report also reveals that
of the offline population who say ‘nothing’ could get them
online, 89% also cited other blockers, of which cybersecurity
and fraud concerns are the real leading barriers.

For those online, the new Essential Digital Skills measure
provides a new detailed view on the specific areas where
online safety and security can be improved. As one-fifth of
the UK population cannot keep themselves safe online in
the day to day, there is work to be done.

Larger organisations must not just ensure their use of
online customer data and digital is compliant, but also
communicate explicitly to customers that this is the case;
in 2019, 55% of people are worried about the use of their
online data. Technology such as biometric forms of ID
could help to make the online on-boarding and security
processes simpler, and also more accessible to people of
all backgrounds and ages.

Consistent messaging is imperative and all partners should
work together to deliver a public education campaign that
both motivates and inspires the public to boost their digital
skills, and helps them to understand how to stay safe.

The UK would benefit from a dedicated drive to increase
demand for digital skills in the UK, to better equip people to
face into their fears.

The Digitally Disadvantaged

With digital skills now categorised as essential, we
must ensure that everyone has the same chances to
gain adequate access to the extraordinary benefits of
the Internet. We must democratise digital to include
the 700,000 young children who do not have the skills
and devices they need to do their homework (UK
Consumer Digital Index 2018). People with impairments
are more than twice as likely to be offline, and 21%
say there is no suitable technology to help with their
disability. We must enable the UK to be a level playing
field to ensure the entire UK has an equitable and fair
opportunity to prosper.

Complementary to the Index insight, we recommend
industry and government work together to undertake
a full audit of skills provision across the whole country
in order to establish where free skills opportunities
are lacking.

An action plan for young people with ‘Digital Access

for All', and to work with innovators to unblock the lack
of access to people with a disability. A comprehensive
business case must be created to outline the economic,
social and community benefits of digital to the economy
to help drive pan-sector awareness and prioritisation of
the topic.
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Skills in the workforce

More than half of UK employees (53%) lack the
Essential Digital Skills needed for work, and two-thirds
of the UK workforce do not receive skills support from
their workplaces.

One particular opportunity for employers is leveraging
the Apprenticeship Levy. This will enable organisations
to attract and retain talent by offering workplace
Digital and Technology Apprenticeship qualifications
to all people from the age of 16 and above. This levy
can also be transferred to smaller organisations to help
close the digital skills gaps. It is crucial that the UK's
large employers drive societal change through their
corporate scale, reach and influence.



Londs{ Bank
Academy
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95%

of people learnt something
new through the Academy

2,538

people have been upskilled

through Lloyds Bank Academy

Lloyds Bank Academy tackles the increasing challenges

with productivity and social inclusion in the UK.

sillustrated on page 40, face-to-face channels are a key
part to growing digital skills. The Academy is a free initiative,

providing a bespoke online and face-to-face learning
programme for individuals, SMEs and Charities for all digital learning

needs; whether this be life skills or work skills. It aims to make training
provision accessible for all.

Lloyds Bank Academy was launched in Greater Manchester

in November 2018, offering an online platform available for
self-paced learning and free face-to-face workshops at various
Manchester locations.

*Lloyds Bank Academy user survey
**Online portal users dashboard

We have worked with partners to provide the best content for
learners. The initiative has provided the opportunity for Digital
Champions to further support communities. Following the successin
Manchester, the Academy plans to develop capabilities and enhance
confidence amongst individuals, businesses and charities in other UK
locations in 2019.

Find out more about Digital Champions:
www.lloydsbankinggroup.com/media/digital-insight/
digital-champions-framework/

@ For more information on the Lloyds Bank Academy,
visit lloydsbankacademy.co.uk

RYAN, FROM WYTHENSHAWE SAYS...

“The Academy showed me the
personal and professional uses
of digital, that | hadn't considered
before. It's helped me get the
apprenticeship | wanted.”

ANNE-MARIE, FROM DENTON SAYS...

“The Academy training has
helped our charity increase the
number of new visitors to our
website by 34%.”

NATALIE, FROM STOCKPORT SAYS...

“The Academy gave me the extra
confidence needed for a digital
working environment.”

WITH THANKS TO OUR PARTNERS:

Business &

IP Centre ,‘ 2
pcentre  Google Digital Garage
GMCAZEZ= () GoodThings

il
AUTHORTY Improving lives through digital

/] LOCAL DIGITAL SKILLS
PARTNERSHIP

2 n UPSKILL
skillsoft DIGITAL

Authorised Partner


http://www.lloydsbankinggroup.com/media/digital-insight/digital-champions-framework/
http://www.lloydsbankinggroup.com/media/digital-insight/digital-champions-framework/
https://www.lloydsbankacademy.co.uk/
https://www.lloydsbankacademy.co.uk/
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Introduction

To ensure published findings are statistically robust and
meaningful throughout the report, care has been taken to only
reference within the body of the report those changes that meet
statistical significance criteria.

Please note that within figures, graphs have been displayed
as they are, meaning that minimal differences might not be
statistically significant.

UK population calculations

Population figures are taken from the most recently published
estimates provided by the Office for National Statistics. For the
Essential Digital Skills data, percentages are applied to a population
base aged 15+ (54,232,656). For the rest of the data used in the
report, percentages are applied to a population base aged 18+
(52,078,525), after having removed the population of people in

the UK without a bank account. The figure of those without a bank
account is taken from research published by the Financial Conduct
Authority (1,300,000). Sources can be found below:

ons.gov.uk/peoplepopulationandcommunity/populationandmigration/

populationestimates/datasets/populationestimatesforukengland
andwalesscotlandandnorthernireland

fca.org.uk/publication/research/financial-lives-consumers-across-uk.
pdf
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E
Glossary

‘Benefit claimants’ classification (page 25)
The benefits category is made up of:
1. Disability

2.Housing

3.Income

4. Job Seekers

5. Other

6. Tax Credit

7. Universal Credit

‘Other’ includes the below:

1. Social Fund

2. Widows Benefit

3. Bereavement Payment

4. Education Maintenance Allowance
5. Cold Weather Payment

6. Training Payment

7. Industrial Injury's Benefit
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Essential Digital Skills factor analysis (page 30)

Factor analysis simplifies the data by grouping the questions into key
themes or factors based on the similarity of responses given to them.
Attributes that are highly correlated are likely to be influenced by the
same underlying theme.

Disability classification

The following question was asked to the respondents in the survey to
establish disability status:

‘Do you have an impairment, health condition or learning difficulty
that has a substantial or long term impact on your ability to carry out
day to day activities?'


https://www.ons.gov.uk/peoplepopulationandcommunity/populationandmigration/populationestimates/datasets/populationestimatesforukenglandandwalesscotlandandnorthernireland
https://www.ons.gov.uk/peoplepopulationandcommunity/populationandmigration/populationestimates/datasets/populationestimatesforukenglandandwalesscotlandandnorthernireland
https://www.ons.gov.uk/peoplepopulationandcommunity/populationandmigration/populationestimates/datasets/populationestimatesforukenglandandwalesscotlandandnorthernireland
http://fca.org.uk/publication/research/financial-lives-consumers-across-uk.pdf
http://fca.org.uk/publication/research/financial-lives-consumers-across-uk.pdf
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Essential Digital Skills methodology

Sample

4,190 participants aged 15+ years in Great Britain and Northern
Ireland. Data is weighted.

Fieldwork dates
11th-28th January 2019

Fieldwork methodology

The Ipsos MORI face-to-face Omnibus (also known as CAPIBUS),

was used as the methodology for the Essential Digital Skills study.
CAPIBUS is a nationally and regionally representative sample of adults
aged 15+ in Great Britain.

CAPIBUS uses face-to-face interviewing to ensure no online bias and
is conducted in-home rather than on the doorstep, which engages
respondents and fundamentally improves the quality of responses.

The sample design incorporates a range of variables to ensure
arobust, representative and consistent sample is achieved on a
weekly basis.

Lloyds Bank Consumer Digital Index 2019

Please note: care should be taken when reviewing the 2019
Essential Digital Skills data. Due to Covid-19 restrictions, in 2021 the
methodology was revised to aged18+ UK adults, and all data recalculated to
reflect this. Therefore data in this publication should be used with caution.

Please refer to the 2021 Essential Digital Skills report or interactive data tables
on the website foramended data (/loydsbank.com/consumerdigitalindex)

CAPIBUS uses a unique and rigorous sampling method —a form

of random location sampling, using a control method applied to

field region and sub-region over a robust number of sample points
(typically 170-180) to ensure a good geographical spread. Interviewer
quotas are set for gender, age, working status and tenure to ensure
the sample is nationally representative — the CACI ACORN geo-
demographic system is used in the selection process.

The use of ACORN ensures all types of areas are fully represented
and the selection of respondents is largely taken out of the hands of
the interviewers, helping to eliminate any possible bias in the sample
caused by interviewing people all with the same background.

CAPIBUS uses a ‘rim weighting’ system which weights to the latest
set of census data or mid-year estimates and NRS defined profiles
for age, social grade, region and working status —within gender and
additional profiles on tenure and ethnicity. Only a limited amount of
corrective weighting is therefore needed to adjust the final results
on our Omnibus survey, so that they are in line with the national
demographic profile.
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Essential Digital Skills calculation

Foundation Level: There are seven Foundation tasks and an
individual must be able to undertake all seven tasks to qualify having
Foundation Level. If they cannot do all seven tasks they do not
progress onto ‘Life Skills'.

Life Skills: There are five Life Skill categories. All who have Foundation
Level, must have at least one life skill to progress onto ‘Work Skills'. To
have the Life Skill, they need to be able to undertake at least one task
in the given Life Skill category.

Essential Digital Skills for life (EDS): Have Foundation Level and can
do all five Life Skill categories.

Work Skills: There are five Work Skill categories. As a pre-requisite,

all need to have Foundation Level and have the corresponding

Life Skill category. To have the Work Skill, they need to be able to
undertake at least one task in the given Work Skill category. This score
is only reported amongst the working population.

Essential Digital Skills for work (Work EDS): Are employed, have
Foundation Level, have Life Essential Digital Skills and all five Work
Skills categories.


https://www.lloydsbank.com/banking-with-us/whats-happening/consumer-digital-index.html
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lII
Essential Digital Skills survey sample sizes

Page 27 Page 33 Page 37
No formal qualifications 523 Male 2,145 Total for Foundation and life Working population
University degree 1,334 Female 2,042 East Midlands 303 East Midlands 177
152464 1524 7777777777777777777777777777777777777777777777777777777777 6 44 East England 449 East England 215
65+ 1,132 25-34 643 London 493 London 299
Hasdlsablllty 777777777777777777777777777777777777777777777777 538 35-44 578 North East 165 North East 93
No disability 3,583 45-54 538 North West 452 North West 178
HHllessthan 11,499 462 5564 655  Scotland 368 Scotland 165
More than £25,000 1,636 65+ 1,132 South East 499 South East 267
Single  119% Al 2498  SouthWest 399 SouthWest 181
Widowed, Divorced, Separated 635 C2DE 1,692 Wales 220 Wales 103
Male2,145 West Midlands 385 West Midlands 147
Female 2,042 M Yorkshire & Humberside 306 Yorkshire & Humberside 133
Workingfulltime 1,550 Financeetc. 157 Northernlreland 151 Northernreland 78
Not working 2,154 Services 904
Public Administration 88
Wholesale/Retail Trade 167
Transport etc. 447
Manufacturing 140
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Appendix

Appendix 1. Figure shows the year on year longitudinal movements for the proportions of people in

digital capability Segments 1 to 5, 2018 to 2019 (click to return to page 12)

2019

N=1,001,840

2018
Segment 1 Segment 2 Segment 3 Segment 4 Segment5
Segment 1 82% - 17% 1% 0%
Segment 2 2% 66% 25% 5% 2%
Segment 3 16% 4% 77% 2% 1%
Segment 4 2% 1% 7% 61% 29%
Segment 5 0% 0% 2% 9% 88%
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Appendix 2. (click to return to page 13)

The future digital capability position has been forecasted,

by taking the current digital capability position and applying
predicted demographical changes (people deceasing and
people turning 18). This was done using a Monte Carlo
predictive modelling technique, in R programming language.
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Appendix 3. For which of the following do you use the Internet? Split by disability, 2019 (click to return to page 14)

Key . Disability
. UKaverage

92%
86% 959, 86%
75% 75%
71%
67%
60%
55%
50%

Email Buying Keeping Use online Posting/
products/  contactvia messaging sharing
services  socialmedia servicese.g. photosor
WhatsApp/ videos

Skype

55% AL 26%
50% 49%
42%
40%
37%
32%

Accessing Learning  Streaming/ Rate Online
local council downloading products/ games
information media services
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34%
29%
26%
23%
Managing  Applying
my physical/  forjobs

mental health

22% 23%

Selling
products or
services

33%

20%

Solely

content
forwork

12%
9%

Accessing
universal
credit

9% go,

Online
dating

6% 59,

Other
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Appendix 4. Figure shows the average utilities spend per month.
Split by digital capability segmentation, 2019 (click to return to page 16)

Digital capability segment Average utilities spend per month £

€ Digital First 22140
° Digitally Competent 220.89
Digitally Disengaged 236.32

Appendix

Appendix 5. Figure shows the digital channels used by consumers to manage their money. Split by age, 2019
(click to return to page 17)

Key . Desktop

18-25

M~

32%

26-35

50

Il Vobile (including mobile app)

Il rablet

36-45

46-55

56-65

3%
3%

66-75

76-85

1%
1%
0%

86-95

0%
0%
0%
0%

Over 95
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Appendix 6. Figure shows the proportion of people who have started saving up their money.

Split by digital capability segmentation, 2019 (click to return to page 17)

8%

Digital
First

3%

2%

Digitally Digitally
Competent Disengaged
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Appendix 7. Figure shows the average annual disposable income.
Split by digital capability segmentation, 2019 (click to return to page 17)

Digital capability segment Yearly disposable income

€ Digital First £1,776

Q Digitally Competent £972
Digitally Disengaged £352

N=1,001,840
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Appendix
Care to be taken with n
Essential Digital Skills data.
Refer to page 2 for details.
Appendix 8. Figure shows the demographic profile of the 8% of people aged 15+ that cannot do any of the Foundation tasks, 2019 (click to return to page 19)
74%
f I male
emae Gender
[y 0 16%
13% 13% 1% 1% o
9% 9% 8% .
/% 6%
0 5% 5% 7%
H B m B .
[ | 1% 1% 2%
East North South West London  Yorkshire&  Scotland East South Wales North Northern — — L
England West East Midlands Humberside Midlands West East Ireland 15-24 25-34 35-44  45-54  55-64 65+
Nation/region Age

52



Lloyds Bank Consumer Digital Index 2019

Appendix

Appendix 9. Figure shows the distribution of people who are Offline. Split by age, 2019

(click to return to page 21)

3%

18-24

2%

25-29

4%

30-39

10%

40-49

Age

29%

50-59

41%

60-69

10%

70-79

53

Appendix 10. Figure shows the distribution of people who are Offline.

Split by gender, 2019 (click to return to page 21)

Key . Female

. Male

51%

49%

Gender
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Appendix 11. Figure shows the Appendix 12. Figure shows the distribution of people who are Offline. Split by occupation, 2019 (click to return to page 21)
proportion of people who are
Offline. Split by ethnicity, 2019

(click to return to page 21)

36%
0,
16% 15%
9% 9%
0,
- 5% 5%
> > 2% 2%
. . g g 1% 1% 1% 00
- - | | | 0
White Black, Asian Retired Semior Unemployed Skilled Housewife/  Supervisory Full-time Other Prefer Self-employed  Casual In Intermediate Higher
& Minority and living unskilled ornot manual homemaker  orclerical carerorother notto worker part-time managerial/  managerial/
Ethnic onstate manual work working worker /junior/ household say —notin work professional/ professional/
. pension dueto managerial member permanent administrative administrative
Ethnicity long-term professionals employment
sickness
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Appendix

Appendix 13. Figure shows the distribution of people who are Offline. Split by education, 2019

(click to return to page 21)

71%
14%
8%
Secondary No University
school,high  formal degree or

school,6th  education equivalent
form/college professional
qualification

3%

Don't
know

3%
[
Higher
university
degree,
doctorate,
MBA, NVQ
level

1%

—
Prefer
notto

answer

N =225

1%

I
Primary
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Appendix 14. Figure shows the distribution of people who are Offline.
Split by income, 2019 (click to return to page 21)

47%
28%
16%
9%
High Medium Low Prefer not
tosay

N =225



Lloyds Bank Consumer Digital Index 2019

Appendix
Appendix 15. Figure shows the distribution of people who are Offline. Split by disability, 2019 Appendix 16. Figure shows the proportion of people who are online. Split by age, 2019
(click to return to page 21) (click to return to page 22)
Key Il Nodisability Key [ 2018
Il Disability M09 99% ogy 99% o8y 93% 98%
949, 99%
899% 20%
82%
74%
67%
68%
58%
32%
. . 18-24 25-29 30-39 40-49 50-59 60-69 70-79
Disability
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Appendix 17. Figure shows the year on year movement in each digital capability segment. Split by age, 2019 (click to return to page 22)

Key . Segment 1

. Segment 2
4% 4% 4%
. Segment 3
. Segment4
. Segment5 3% 3% 3%
2% 2% 2%
1%
,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,, 0% 0%
0% 0% I 0% [l 0% IO%I 0% 0% 0% 0%
1% -1% -1% 1% 1% -1% 1% 1% 1% 1%
2%
-3%
-4%
-6%
18-24 25-29 30-39 40-49 50-59 60-69 70+
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Appendix
Appendix 18. Could any of the following encourage you to use the Internet? 2019 (click to return to page 23) N =225
47%
39% 39%
0,
— = 30% 30%
; ; 29%
23%
G 22%
| | |
Nothing If websites  Trustandsecurity Cheaper Cheaper Getting support Improved Understanding Formal training Wi-Fior The ability to use
or apps were measures costof Internet  costofdevice fromsomeoneto mobileInternet  the benefits or training broadbandin new assistive
easiertouse or help (e.g. friends coverage courses area technology e.g.
understand and family) (paid or free) Amazon Alexa,
Google Assistant,
_ Siri
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Appendix 19. Have you used the Internet in the

last 3 months? Split by disability, 2019

(click to return to page 24)
Key [ No disability

93% I Disabiiity

83%

17%

7%

Yes No

Appendix 20. Could any of the following encourage you to use the Internet? Split by disability, 2019 (click to return to page 24)

A% 46%

41%
39%

Nothing

If websites
orapps were
easierto use or
understand

41%

39%

2i

9%
35%

32%
29%
17%

3
25%

Trustand Cheapercost Understanding Cheaper cost Wi-Fior
security of Internet the benefits of device broadbandin
measures area

59

31%
29% mam’

Improved
mobile
coverage

Key [ No disability

Il Disability

30% 30%

25%

Getting Formaltraining  The ability
support from ortraining to use new
someone to courses assistive
help (paidorfree)  technology
(e.g.friends e.g.Amazon
and family) Alexa, Google

Assistant, Siri
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Appendix 21. Figure shows of those who answered there is no assistive technology appropriate to their condition, the type of disability they have, 2019 (click to return to page 24)

34%
20%
17%
14%
6%
3%
. 2% 2% 1%
| - =
Aphysical Alongstanding Other Amental Deafor Prefer not Asocial/ A specific Blind or
impairmentor illness or health health have ahearing tosay communication  learning difficulty have avisual
mobility issues condition difficulty impairment impairment impairment
uncorrected by
glasses
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Appendix 22. Figure shows the distribution of digital capability. Split by region, 2019 (click to return to page 25)

Key [ Digital First
. Digitally Competent
Digitally Disengaged

66% 65%
62% 61% 61% 60% 61% 61%
58% 57%
) 29%
27% 26% 26%
23%
0,
o 14% 13% 13% 13% 13% 13% 13%
11% 11%
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East West West Midlands Midlands Humberside East England
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Care to be taken with n

Essential Digital Skills data.
Refer to page 2 for details.

Appendix 23. Figure shows the proportions of the sample in each age group.
Split by education and income, 2019 (click to return to page 27)

Appendix 24. Figure shows the proportions of the sample in each age group.

Split by device and Internet access, 2019 (click to return to page 27)

15-24 25-34 35-44 45-54 55-64 65+ 15-24 25-34 35-44 45-54 55-64 65+
No formal qualifications 4% 7% 7% 7% 14% 27% Smartphone in household 94% 94% 94% 94% 82% 57%
GCSE/O-Level/NVQ12 26% 25% 24% 31% 30% 25% Tabletin household 56% 61% 69% 73% 70% 50%
A-Level or equivalent 44% 19% 17% 16% 15% 11% Laptop/PCinhousehold 84% 80% 87% 88% 80% 67%
Degree or higher Lk e o 0% 2 6% Internet access 100% 99% 99% 96% 90% 71%
Personalincome less than £11,499 41% 19% 17% 16% 20% 24%
Personalincome £11,500-£24,499 20% 24% 23% 21% 25% 23%
Personal income more than £25,000 6% 34% 36% 38% 28% 17%
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Appendix 25. Figure shows the number of tasks people can do for
Essential Digital Skills for life, 2019 (click to return to page 28)

19%
0%
Without Cando
Foundation no
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2%
Cando Cando Cando
11-15 16-20 21-28
tasks tasks tasks

190

45%

Cando
all 29
tasks

63

Care to be taken with
Essential Digital Skills data.
Refer to page 2 for details.

Appendix 26. Figure shows factoring analysis groups where people are able to do one of the listed
tasks then they are likely to be able to do them all, 2019 (click to return to page 30)

N=4,190

Problem Solving

| can use online tutorials, web chat, FAQs and forums to solve problems

Handling Information and Content

| canuse search engines to find the information I'm looking for

~
a
2 BeingSafe and Legal Online | can update my computer security systems when necessary to prevent viruses and other risks
o
O
Handling Information and Content I canorganise myinformation and content using files and folders
Transacting | can use credit/debit cards or other forms of online payment to buy goods/services online
. | canuse online tutorials, web chat, FAQs and forums to improve my skills in using
Problem SOIVmg the internet and digital Apps/products/services
- Transacting | can manage my money and transactions online securely, via websites or Apps
=3 .
8 Transactmg | can setup anaccount online that enables me to buy goods or services
G :
Transactmg | canaccessand use public services online, including filling in forms
Handling Information and Content I can use bookmarks to save and retrieve websites and information
Commu nicating | can share documents with others by attaching them to an email
Commu nicating | can communicate with others digitally using email or other messaging Apps
g_ Handling Information and Content I canuse store information and access this content from a different device
3
& Communicating I can use word processing to create documents
Problem Solving I can use the Internet to find information that helps me solve problems
Communicating I can set up an email account
Communicating I can post content on social media platforms
'3 Being Safe and Legal Online | can set privacy settings on social media and other accounts
2
o
& Communicating I can communicate with others using video tools

Handling Information and Content

I canuse the Internet to stream or download content




Lloyds Bank Consumer Digital Index 2019

Appendix
Care to be taken with n
Essential Digital Skills data.
Refer to page 2 for details.
Appendix 27. Figure shows the proportion of people in each age group. N=4,150 Appendix 28. Figure shows the proportion of people who have full Essential Digital Skills for work.
Split by working and living status, 2019 (click to return to page 30) Split by gender, 2019 (click to return to page 33)
-N =2,036
15-24 25-34 35-44 45-54 55-64 65+ Total Male Female
Work full-time 27% 62% 66% 67% 41% 5% f;r”vsgff”t'a' Digital Skills 47% 50% 43%
Work part-time 13% 15% 17% 14% 18% 4%
Not working 60% 23% 17% 19% 41% 91%
Married/Living as 15% 61% 74% 70% 68% 53%
Single 84% 37% 21% 19% 14% 7%
Widowed/Separated 1% 2% 5% 11% 18% 39%
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Care to be taken with n

Essential Digital Skills data.
Refer to page 2 for details.

Appendix 29. Figure shows the proportion of people who can do full Essential Digital Skills for workand ~ Appendix 30. Figure shows the proportion of people who can do full Essential Digital Skills for work and
each corresponding skill. Split by working status, 2019 (click to return to page 33) each corresponding skill. Split by disability, 2019 (click to return to page 33)

Total Work full-time Work part-time Total Has disability No disability
f;r”vf;fsntial Digital Skills 47% 50% 36% 1Ic:(l)JrIIV\IIE;?:ntiaI Digital Skills 47% 47% 47%
Communicating 57% 59% 47% Communicating 57% 52% 57%
Transacting 59% 62% 50% Transacting 59% 58% 59%
Problem Solving 65% 67% 56% Problem Solving 65% 64% 65%
Being Safe and Legal Online 66% 68% 58% Being Safe and Legal Online 66% 63% 66%
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Care to be taken with n

Essential Digital Skills data.
Refer to page 2 for details.

Appendix 31. Figure shows the proportion of people who can do full Essential Digital Skills forworkand ~ Appendix 32. Figure shows the average income for those on the cusp of achieving full Essential Digital

each corresponding skill. Split by income, 2019 (click to return to page 33)

Total

Personalincome

Skills for work and those who have full Essential Digital Skill for work, 2019 (click to return to page 33)

Personalincome Personalincome N =951

under £11,499 £11,500 - £24,999 over £25,000 £37,995
fFuII Essential Digital Skills 47% 25% 39% 61%
or work
Communicating 57% 37% 49% 71%
N =919
;':322’:\%;:‘1‘;°'ma“°“ 56% 37% 50% 70% £25,450
Transacting 59% 36% 52% 74%
Problem Solving 65% 47% 60% 78%
Being Safe and Legal Online 66% 48% 61% 79%

Average Average
income—  income-—
0-4 full
Essential ~ Essential
Digital Skills Digital Skills
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Essential Digital Skills data.
Refer to page 2 for details.

Appendix 33. Figure shows the proportion of people who can do each task for Essential Digital Skills for work. Split by working sector, 2019 (click to return to page 36)

Transportation, Wholesale Finance/
Communication, Electric, Trade/ Insurance and Public
Total Manufacturing  Gas and Sanitary Services Retail Trade Real Estate Services Administration
I make sure not to share or use other people's data or intellectual property 0, 0 0 0 0 0 0
[ ake sure nottosna 62% 50% 51% 49% 90% 69% 62%
I can respond to requests for authentication 61% 52% 51% 50% 89% 67% 66%
Iam careful with what | share online as | know that online activity produces 0, 0, 0, 0, 0, 0, 0,
apermanent record that can be accessed by others 60% 46% 49% 51% 90% 66% 60%
| cankeep the information | use to access online accounts secure, by using 0, 0, 0, 0, 0, 0, 0,
different and secure passwords for websites and accounts 60% 47% 50% 50% 88% 67% 58%
. . | canrecognise and avoid suspicious links in emails, websites, social media 0, 0, 0, 0, 0, 0, 0,
Being Safe and Legal Online messages and pop ups and know that clicking on these linksis arisk 60% 50% 49% 48% 90% 66% 62%
| canidentify secure websites by looking for the padlock and ‘https’ 0, 0 0 0 0 0, 0,
e secy 59% 49% 48% 50% 86% 64% 63%
| canassess the risks and threats involved in carrying out activities online 0, 0, 0, 0, 0, 0 0
andact accordingly 58% 49% 48% 47% 89% 65% 56%
| can update my computer security systems when necessary to prevent 0, 0, 0, 0, 0 0 0
vituses and other risks 52% 44% 46% 40% 83% 56% 51%
I can set privacy settings on social media and other accounts 50% 37% 43% 42% 82% 54% 51%
| canuse digital collaboration tools to meet with, share and collaborate 0 0 0 0, 0 0 0
o with colleagues 52% 40% 39% 42% 82% 58% 52%
Communicating | . p " cossional
cansetup and manage an account on a professional 0 0 0 0 0 0 0
online network/community 52% 40% 41% 44% 78% 57% 54%
Handling Information and Content I canaccess, synchronise and share information across different devices 57% 47% 47% 49% 86% 61% 59%
| can use the Internet to find information that helps me solve problems 62% 52% 53% 53% 91% 69% 62%
q | can use appropriate software, including a spreadsheet, to manipulate 0 0, 0 0 0 0 0,
Problem Solving andanalyse data 57% 49% 45% 47% 88% 62% 63%
I can use different digital tools to improve my own productivity 56% 46% 46% 48% 85% 61% 56%
| canaccess salary and expenses information digitally, 0 0, 0 0, 0, 0, 0,
i including password protected payslips 55% 44% 46% 44% 84% 60% 53%
Transacting . ; -
| can manage digital records and financial accounts through 49% 39% 43% 37% 81% 52% 52%

digital systems used for work
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Appendix 34. Figure shows the proportion of people who haven't received any digital skills training through work. Split by occupation, 2019 (click to return to page 36)

N=2,490
89%
o 2% 81%
75% 74%
69% 69%
. . 68% 67% 67% 66%
59% 58%
53%
| 47%
Housewife/ Student Unemployed  Full-time Casual Semior  Self-employed Skilled Other Don't Prefer Inpart-time  Intermediate Retired Supervisory/ Higher
homemaker ornot carer worker unskilled manual know notto say work managerial/  andliving orclerical/  managerial/
working due orother —notin manual worker professional/  onstate junior professional/
tolong-term  household  permanent worker administrative
sickness member  employment

pension managerial administrative
professional
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Appendix 35. Do you think your digital skills have improved in the Appendix 36. Figure shows the proportions of people who believe their digital skills are good enough, and those who
lastyear? 2018 and 2019 (click to return to page 39) are concerned about their digital skills. Split by digital capability segmentation, 2019 (click to return to page 39)

Key . No Key . Concerned digital skills not good enough
. Yes . Believe their skills are good enough
23%
35%
77%
65%
2018 2019 Digital Digitally Digitally

First Competent Disengaged
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Appendix 37. Here are some things people
sometimes say about going online. Do you agree
with the following? 2019

(click to return to page 39)
N =2,490

74%

27%

Concerned Concerned
using digital skills
personal aren'tgood
detailson  enough
sites/tools
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Appendix

Appendix 38. Figure shows the proportion of people who are concerned their digital skills aren’t good enough. Split by age, 2019

(click to return to page 39)

25%

16% 17%

18-24 25-29 30-39

70

35%

30%
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Appendix 39. Figure shows the proportion of people who are concerned their digital skills aren’t good enough. Split by region, 2019 Appendix 40. Figure shows the proportion of
(click to return to page 39) people who are concerned their digital skills
aren’t good enough. Split by income, 2019
click to return to page 39
: paoedd
34% 34% 34%
0,
30% 29%
28%
0, 0, 0,
26% 26% 26% 5%
24%
23%
21%
18%
London  Yorkshire & North South East North South West East Scotland Wales High Medium Low
Humberside ~ West West England East East Midlands  Midlands
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Appendix 41. Figure shows people who Appendix 42. How have you learnt to use online services and develop your digital skills? Split by digital capability segmentation, 2019

think their digital skills aren’t good (click to return to page 40)
enough. Split by whether they think

their digital skills have improved in the Key [ Digital First

past year, 2019 (click to return to page 39) Il Digitally Competent

Digitally Disengaged
91%

64%

51%
48%
40%
N=1,591 35% A
33% -
31%.) 300/
29% N 868 29% -
23%
20% 20%18"/
0 0,
1% a i,
13% 12%
10%
8% . 7%
T .
Think their Don'tthink Self-taught Family Through work Friends Online Bank staff School Local Evening Other
information support classes

digital  their digital
skillshave  skills have
improved  improved

sources
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Appendix 43. Do you think your digital skills have improved in the last year?
Split by digital capability segmentation, 2019 (click to return to page 41)

N = 2,459

Key . No
. Yes

51%

49%

Digital Digitally Digitally
First Competent Disengaged

73



Lloyds Bank Consumer Digital Index 2019

Appendix

(click to return to page 41)

Appendix 44. Figure shows the distribution of people who have improved their digital skills because they were encouraged to do so by their employer. Split by occupation, 2019
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Join the conversation:

K

The full report and other content can
be found online:
lloydsbank.com/consumerdigitalindex

Please refer to our website for national and
regional data and helpful links and resources

Please getintouch at:
DigitalSkillsinclusion@lloydsbanking.com

For more information on the
Lloyds Bank Academy please visit:
lloydsbankacademy.co.uk

Join the conversation: #Digitalindex19

Find out more

Please contact us if you would like this
information in an alternative format

such as Braille, large print or audio CD.

Great care has been taken to ensure that the information used here
cannot be inany way traced to a specific individual. This report

has used aggregated data across social and demographic groups

to highlight the trends and insights that will help consumers,
charities and UK Government to understand more about our nation's
digital and financial inclusion landscape.

Lloyds Banking Group includes companies using brands including
Lloyds Bank, Halifax and Bank of Scotland and their associated
companies. More information on the Lloyds Banking Group can be
found at lloydsbankinggroup.com

LLOYDS BANK

Important information

Whilst Lloyds Bank has exercised reasonable care in

preparing this document, and any views or information expressed or
presented are based on sources it believes to be accurate and reliable,
no representation or warranty, expressed or implied, is made as to
the accuracy, reliability or completeness of the information contained
herein. This material has been prepared for information purposes
only and Lloyds Bank, its directors, officers and employees are not
responsible for any consequences arising from any reliance upon
such information.

Lloyds Bank plc Registered Office: 25 Gresham Street,
London EC2V 7HN. Registered in England and Wales no. 2065.
Telephone: 0207 626 1500.

Issue date: May 2019
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