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Foreword from the 
Leader of the Council

Improving the quality of life for residents and staff, alongside 
improving access to the opportunities that are available to all of our 
communities, is an important priority for the council as part of the 
Digital Strategy. Improving the availability of, and access to, digital 
services throughout the borough is a key outcome.

This will lead to a positive impact on people’s health and wellbeing, 
ability to search for and apply for jobs, tackle social isolation, help 
people save money, and reduce digital exclusion, as well as 
providing the opportunity for organisations and the economy to 
thrive.

The Digital Inclusion Commitment has been developed by the 
council and partners to deliver its ambition. It is crucial that this is a 
multi-organisation and multi-sector approach. Delivery of the 
commitment action plan will bring coordination and learning 
between partners to embed digital activities for the benefit of our 
residents and our Voluntary Community and Social Enterprise 
(VCSE) partners.

Councillor Shantanu Rajawat, Leader of the Council
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Our vision is for a digitally 
inclusive borough, where 

everyone has the confidence, 
skills and access to be able to 

interact online.
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Digital Inclusion Commitment

• We will design inclusive and accessible online council services with our communities in mind.

• We will work with partners to ensure high performing and affordable public broadband and wifi across the 
borough.

• We will strive to enable everyone to have access to a device, whether directly or via public-use locations.

• We will collaborate with partners and voluntary sector organisations to increase digital skills across the borough 
so that people have awareness of what is available and the confidence and trust to use it.

• We will ensure that everyone has the skills and awareness to be safe online.

• We will develop our use of assistive technologies to improve access and inclusion and to support the work of 
health and care providers.

• We will help businesses and organisations in the borough to ensure that people have the digital skills they need 
for work.

• We will ensure that our own council staff and members can act as digital leaders and support the communities 
we serve.
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Digital 
inclusion –
the key 
components 

• Being able to safely and confidently use technology such 
as mobile devices and the internet, and the tools they 
provide such as apps and collaborative tools.

Skills and confidence

• Ranging from having access to devices and reliable digital 
connectivity, to the use of assistive technology and the 
design and provision of services to meet all users’ needs.

Access and accessibility

• Having affordable access to the internet, equipment and 
digital services.

Affordability
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Reasons for 
digital 
exclusion

We know from national studies that digital exclusion is 
higher:

• where there is income deprivation.

• in those who are not working.

• in households whose chief income earners are semi-skilled 
and unskilled manual workers, casual and lowest grade workers, 
unemployed and state pensioners.

• where there is low literacy or English language proficiency.

• in those with a limiting condition.

• in those living alone.

• in older people, especially in the 65-74 and 75+ age groups.

• in places where connectivity doesn't meet national or emerging 
standards.

• in people who lack the motivation, skills, confidence and trust 
to get online.

• where more than one of these factors is present.

We will benchmark where Hounslow is against these indicators and 
prioritise our efforts to have the greatest positive impact on digital 
inclusivity.
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Using data to target 
our activities 
We can use national and local data to 
evidence where there is most likely to be 
digital exclusion.

This is an example of income deprivation, 
one of the key indicators of digital 
exclusion.

The same source data shows wide 
differences across the borough, including 
that 18 of our 142 neighbourhoods are in 
the 20% most income deprived areas of the 
country, whilst 3 neighbourhoods are in the 
least 20% income-deprived.

It also shows that Hounslow ranks 19th out 
of 33 London Boroughs for income 
deprivation. Source: Office for National Statistics, 2019

Exploring local income deprivation (ons.gov.uk)

https://www.ons.gov.uk/visualisations/dvc1371/
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Combined data sources

The Digital Exclusion Risk Index 
(DERI) combines data about 
demography, deprivation and 
broadband access.

Whilst Hounslow as a whole is in 
the middle zone of digital exclusion 
compared to other councils in England, 
we can see the pink areas where there 
is a higher likelihood of digital 
exclusion: some parts of Bedfont, 
Brentford, Cranford, Feltham West, 
Hanworth, Heston West, 
Hounslow Park and Isleworth.

Source: Greater Manchester Combined 
Authority
link to DERI online tool

https://www.gmtableau.nhs.uk/t/GMCA/views/DigitalExclusionRiskIndexv1_5/DERIScoredashboard?%3Aiid=1&%3AisGuestRedirectFromVizportal=y&%3Aembed=y
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Our residents and businesses could experience the following if they are digitally excluded:

• not having access to services that are increasingly online, including council and health services.

• not having access to online learning and education.

• not developing sufficient digital skills for work, or for better-paid work.

• having limited access to job opportunities.

• not taking advantage of social and support aspects of being online (increased loneliness and isolation).

• increasing health and financial inequalities.

• for businesses, not being able to transact or communicate online with customers or other businesses.

• for businesses, not being able to attract a workforce with sufficient digital skills.

We owe it to our communities to ensure a high level of digital inclusion and to continue to support 
those who may struggle to get online.

What is the impact of digital exclusion?



Digital Inclusion Commitment

▪ Skills, knowledge, motivation, trust, confidence – we will 
collaborate with partners to develop a range of activities 
for people to build their online skills and confidence by:
▪ launching a Digital Champions programme of volunteers who 

can help residents get online.
▪ increasing the volume of digital skills courses available 

through Adult Education.
▪ ensure that the right support is available for safe surfing, 

cyber security and mental health online.

▪ Digital leaders – we will ensure that our staff and 
councillors have the digital skills and equipment to 
support our communities through:
▪ leveraging our Digital Ambassadors programme to improve 

the digital skills of our staff.
▪ an internal Digital Inclusion project to ensure all our staff can 

interact digitally at work.

▪ Digitally optimised services – we will make sure that our 
online services are designed with our communities in 
mind so that they are easy to use and find, use plain 
English, meet accessibility standards, and can be used on 
any device.

• Connectivity – we will improve connectivity across the 
borough, including low-cost and free options through:
• provision of 300 free fibre connections available for eligible 

residents.
• the rollout of wayleave and fibre solutions to improve the 

percentage of the borough covered by superfast broadband.

• Devices – we will continue to refurbish and distribute 
laptops to residents, and we will provide computers in our 
libraries.

• Commercial and partners – we will seek funding and 
grants for digital inclusion activities and leverage the 
social value aspects of tendering and commissioning to 
support greater digital adoption by:
• working with the London Office of Technology & Innovation 

on pan-London activities.
• working with technology partners to make funding and 

training available to our residents.

What are we doing to improve digital inclusion?
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Ongoing: continue to work with partners, improve Wi-Fi connectivity across borough, leverage data to make evidence-based decisions

Transforming the Community Experience programme of 
work reviewing ways of working

January 2023
• Internal Digital Inclusion 

Project training 
(Environment, Culture & 

Customer Services)

December 2022
• Internal Digital Inclusion 

Project Discovery (ECCS)

November 2022
• Digital Festival to promote 

and support digital skills 
(internal & external)
• Restart device 

refurbishment programme
• Integrated Care Partnership 

pilot volunteer recruitment

October 2022
• Pilot Digital Champions at 

Feltham Library
• Launch pilot of Internal 

Digital Inclusion Project 
(Housing)

• Start roll-out of free fibre 
connections for residents

September 2022
• Introduce Digital 
Champions programme 

at the “Cost of Living 
Marketplace”

August 2022
• Launch Digital 

Ambassadors 
programme 

(internal)

Aug 
2022

Sept 
2022

Oct 
2022

Nov 
2022

Dec 
2022

Jan 
2023

Timeline: August 2022 – January 2023
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Ongoing: continue to work with partners, improve Wi-Fi connectivity across borough, leverage data to make evidence-based decisions

Transforming the Community Experience programme continues 
to review and improve services

April 2023
• Internal Digital Inclusion 

Project training 
(Children’s and Adults’ 

Services)

March 2023
• Internal Digital Inclusion 

Project training analysis 
(Children’s and Adults’ 

Services)

February 2023
• Internal Digital 

Inclusion Project 
discovery (Children’s 
and Adults’ Services)

Feb 
2023

Mar 
2023

Apr 
2023

May 
2023

Jun 
2023

Jul 
2023

Timeline: February 2023 – July 2023



Digital Inclusion 
Group

The Digital Inclusion Group brings together stakeholders 
from across both the council and partner organisations who 
have a part to play in helping our borough achieve greater 

digital inclusivity.

It meets monthly to devise, plan, execute and report upon 
progress of activities contributing towards the Digital 

Inclusion Commitment.

It plays a vital role in engaging with our communities and 
staff and creating a collaborative approach that is greater 

than the sum of its parts.

Progress on our commitment will be reported up to cabinet 
annually along with our other digital strategy papers.
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