
 

  

Social Research Number: 25/2022 
 
Publication Date: 31/03/2022 

 

Digital Communities Wales: Digital 

Confidence, Health and Well-being: Interim 

Process and Outcome Evaluation  

 

 

Mae’r ddogfen yma hefyd ar gael yn Gymraeg.  

This document is also available in Welsh. 

  © Crown Copyright     Digital ISBN 978-1-80391-869-3 

 

 



  

  

 

Digital Communities Wales: Digital Confidence, Health and Well-

being: Interim Process and Outcome Evaluation  

 

 

Authors: Nia Bryer and Heledd Bebb, OB3 Research 

 

 
 

 

 

 

 

Views expressed in this report are those of the researchers and not 

necessarily those of the Welsh Government 

 

 

For further information please contact: 

 

Social Justice Research  

Social Research and Information Division 

Knowledge and Analytical Services 

Welsh Government 

Cathays Park 

Cardiff  

 

Email: SocialJusticeResearch@gov.wales 

ISBN: 978-1-80391-869-3 

© Crown Copyright 2022 

  

mailto:SocialJusticeResearch@gov.wales
http://ob3research.co.uk/


  

1 
 

Contents 

 

Glossary  ................................................................................................................................. 2 

1. Introduction ............................................................................................................... 3 

2. Methodology ............................................................................................................. 5 

3. Recent strategic and policy developments ................................................................ 9 

4. Progress against evaluation recommendations ...................................................... 18 

5. Digital Inclusion Alliance Wales .............................................................................. 30 

6. Programme implementation .................................................................................... 36 

7. The experience of supported organisations ............................................................ 46 

8. Conclusions and recommendations ........................................................................ 63 

 

 

List of tables and figures  

 

Table 4.1:  Process and Theory of Change Evaluation Recommendations………………….18 

Figure 4.1 Revised DCW Theory of Change model .............................................................. 20 

Table 4.2: Key Performance Indicators and Programme Outcomes .................................... 25 

Figure 5.1: Adoption of the DCW Charter by surveyed DIAW members .............................. 31 

Figure 5.2: Difference survey respondents expect DIAW priorities to have upon digital 

exclusion in Wales .................................................................................................. 32 

Table 6.1: Programme performance over initial 20 months of activity .................................. 41 

Table 6.2: Programme performance against revised KPIs (April 2021 – June 2022) ........... 43 

  



  

2 
 

Glossary  

 

 

  

Acronym/Key 

word 

Definition 

ABUHB Aneurin Bevan University Health Board  

BCUHB Betsi Cadwaladr University Health Board  

CAVUHB Cardiff and Vale of Glamorgan University Health Board  

CIW Care Inspectorate Wales 

DCW 

Digital Communities Wales: Digital Confidence, Health and 

Well-being (2019-2022) 

DHCW Digital Health and Care Wales  

DIAW Digital Inclusion Alliance Wales 

DSPP Digital Services for the Public and Patients  

EYST Ethnic Minorities and Youth Support Team  

HEIW Health Education and Improvement Wales  

IMTP Integrated Medium-Term Plan 

KPIs Key Performance Indicators 

NHS National Health Service  

NWIS NHS Wales Informatics Service  

SHA Special Health Authority 

ToC Theory of Change 

VR Virtual Reality 

WLGA Welsh Local Government Association  
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1. Introduction 

1.1 OB3 Research was appointed by the Welsh Government to undertake an 

evaluation of the Digital Communities Wales (DCW): Digital Confidence, 

Health and Well-being programme. DCW: Digital Confidence, Health and 

Well-being is a three-year programme which aims to reduce digital 

exclusion and help improve basic digital skills levels across Wales.  

1.2 The aims of the evaluation are to: 

 review and summarise existing evidence around the relationship 

between digital inclusion and health 

 review the effectiveness and efficiency of the delivery of the 

programme 

 assess the extent to which the programme aims have been achieved 

and targets met 

 provide evidence of the outcomes of the programme for individuals and 

the services they access.   

1.3 The evaluation is being undertaken across three key stages. The first stage 

involved the preparation of a process evaluation and theory of change 

report during 20201. This interim process and outcome evaluation 

conducted during 2021 presents the findings of the second stage and a 

summative final evaluation will be conducted during 2022, although the 

timing of this third stage may change should the programme be extended to 

2025. 

1.4 This report draws upon the findings of desk-based research and fieldwork 

with Welsh Government officials, delivery staff, supported organisations 

and programme beneficiaries. It is intended to report on programme 

efficiency and progress as well as early outcomes. 

1.5 This report is presented in eight chapters as follows:  

 chapter one: this introduction to the report 

                                                            
1 Digital Communities Wales: Digital Confidence, Health and Well-being (process evaluation and 

theory of change summary) | GOV.WALES  

https://gov.wales/digital-communities-wales-digital-confidence-health-and-well-being-process-evaluation-and-theory-change-summary-html
https://gov.wales/digital-communities-wales-digital-confidence-health-and-well-being-process-evaluation-and-theory-change-summary-html
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 chapter two: presents the study methodology  

 chapter three: provides an update on the strategic and policy context 

for the DCW programme since the first stage evaluation report was 

prepared in 2020 

 chapter four: reflects on how DCW implemented the process evaluation 

and theory of change report recommendations  

 chapter five: considers the progress and achievements of the Digital 

Inclusion Alliance Wales (DIAW) 

 chapter six: considers programme implementation, including 

performance to date 

 chapter seven: considers the outcomes achieved by DCW and the 

difference made to supported organisations  

 chapter eight: presents our conclusions and recommendations for the 

Welsh Government to consider for the future.    
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2. Methodology 

2.1 This chapter sets out the method used for the interim process and outcome 

evaluation. It also provides the profile of interviewed organisations and 

beneficiaries who contributed to the fieldwork and presents key 

methodological considerations for this stage of the study.  

Method 

2.2 The evaluation activities were undertaken between July and November 

2021 and included:   

 attending a stage two inception meeting with Welsh Government 

officials and refining the stage two work programme  

 undertaking a desk-based review of recent policy and strategic 

documents, DCW programme documentation and monitoring data  

 drafting discussion guides for interviewing contributors (set out at 

Annex A) and interviewing: 

o three Welsh Government officials involved in the delivery of the 

programme 

o six DCW delivery team members: four from the Wales Co-operative 

Centre and one each from both sub-contracted providers Swansea 

University and the Good Things Foundation 

o a total of 38 individuals involved with 10 case study organisations 

who have collaborated with DCW. These included: 

 nine DCW advisors 

 23 representatives from across 10 organisations  

 six beneficiaries to include participating staff, members, 

volunteers, and service users 

o one representative from a care home  

 developing a bilingual web survey (set out at Annex A) and arranging 

for the programme to distribute the survey link to members of DIAW. 
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The survey was distributed to all members (77 individuals). 27 

responses were received, representing a response rate of 35 per cent   

 synthesising the findings of the fieldwork and desk-review and 

preparing this stage two report. 

Profile of contributing organisations 

2.3 The 10 case study organisations2 were selected to offer a cross-section of 

organisations who have engaged with the programme: 

 four of the organisations had contributed to the stage one evaluation 

fieldwork and their inclusion offered an opportunity to explore how their 

involvement with the programme had evolved over time 

 they were geographically dispersed across Wales: four were pan-

Wales organisations, one was located in north Wales, two were in 

south west Wales and three were in south east Wales 

 a broad range of organisations were interviewed including four health 

organisations (three health boards and one hospice), two local 

authorities, three third sector organisations and one private sector 

organisation. 

2.4 One care home setting was included in the fieldwork and was based in 

south west Wales. 

Methodological considerations 

2.5 The following issues need to be considered in relation to the methodology 

adopted for this stage of the work programme: 

 it was agreed that for this stage of the evaluation, a smaller number of 

case study organisations than planned would be included but that in 

each case, interviews would be undertaken with a wider range of 

contributors in order to allow for both strategic and operational level 

discussions to take place. This was considered particularly important 

for health-based organisations given the issue raised within the process 

                                                            
2 These case studies were selected from a database of 1,455 entries supplied by DCW to the 
research team in July 2021. In many cases multiple entries for the same organisation were included in 
the database. 
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and theory of change evaluation report about the challenges faced by 

the programme to work with these organisations in a strategic manner 

 a random sampling approach was adopted to select all but one of the 

new case study organisations for this phase of fieldwork. One case 

study organisation was purposively selected to reflect DCW’s 

increasing focus on delivering Welsh language training provision. In 

three cases, substitute organisations were suggested by DCW on the 

basis that the sample selected had not been actively engaged with the 

programme over the previous year  

 it was agreed that the sample of case study organisations would not 

include any schools on the basis that they would not have had contact 

with DCW over the previous year 

 whilst it was also agreed that the case study sample would allow for the 

inclusion of participants who are considered ‘newly digitally excluded’ 

due to COVID-19, it proved difficult to identify such individuals during 

the recruitment. Nonetheless, a small number of participant 

experiences were captured during the fieldwork and have been 

reported upon   

 it was agreed that our original intention to distribute a web based 

survey to DCW participants would duplicate recent programme efforts 

to gather direct feedback via pre and post questionnaires to participants 

attending training events. Research resources were therefore 

reallocated to the use of a web survey for DIAW members  

 it proved very challenging to identify and recruit programme 

beneficiaries to participate in the evaluation, not least because 

programme delivery has been virtual (and therefore any opportunities 

to observe training provision and meet beneficiaries on a face-to-face 

basis were not available to the research team) but also because the 

research team were reliant upon organisations to identify, secure the 

consent of beneficiaries to share their details with us and/or arrange 

either virtual interviews/focus groups or phone interviews on our behalf. 

As a result, the sample of beneficiaries who contributed to the study 
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was very small (six) and caution must be taken when interpreting the 

findings. As such, feedback from beneficiaries is considered as 

evidence within broader case studies rather than as stand-alone 

evidence.    
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3. Recent strategic and policy developments  

3.1 This chapter provides an update on the strategic and policy context for the 

DCW programme since the process evaluation and theory of change report 

was prepared in 2020. It considers relevant recent national policies as well 

as individual health board plans and strategies relating to digital inclusion. 

Digital inclusion trends 

3.2 Data from the latest National Survey for Wales3 (covering the three month 

period between April to June 2021) shows that 92 per cent of households in 

Wales had internet access which represents a marginal increase on the 91 

per cent of households who reported having internet access during 

2020/21. The survey also found that 93 per cent of individuals had 

personally used the internet at home, work or elsewhere during the three 

month period between April to June 2021. This proportion was the same 

during 2020/21 although represents an increase from 90 per cent during 

2019/20.  

3.3 The Lloyds Bank UK Consumer Digital Index for 2021 also provides 

recent data on digital use across Wales although the small sample size 

does limit the robustness of data. The survey findings found that there had 

been a significant increase in the proportion using the internet across the 

UK, up from 92 per cent in 2020 to 95 per cent by 2021 and that the 

proportion of households without internet access had decreased from 

seven to four per cent during that time4. Across Wales, the proportion using 

the internet had also increased over the same timeframe but was reported 

as being lower than National Survey for Wales data, from 85 to 88 per cent, 

and the proportion using the internet across Wales continued to be lower 

than any other UK region.   

3.4 In terms of those offline across the UK, the proportion of people not having 

used the internet over the previous three month period had dropped from 7 

to 5 per cent. Across Wales, whilst this had similarly dropped from 15 to 12 

                                                            
3 National Survey for Wales: results viewer | GOV.WALES 
4 210513-lloyds-consumer-digital-index-2021-report.pdf (lloydsbank.com)  

https://gov.wales/national-survey-wales-results-viewer
https://www.lloydsbank.com/assets/media/pdfs/banking_with_us/whats-happening/210513-lloyds-consumer-digital-index-2021-report.pdf
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per cent, Wales continued to lag behind all other regions and nations5. 

People who are more likely to be offline continue to be those from older 

groups although one in ten of those offline are under 50 years old, 

suggesting that there are broader factors than age at play. They are also 

likely to be those from lower household income (e.g. across the UK 55 per 

cent of those offline earn under £20,000) and benefit claimants.   

3.5 Whilst the report found that 20 per cent of people had experienced an 

improvement to their digital skills during the COVID-19 pandemic lockdown, 

it also reported that those living in Wales (together with males, 60-69 year 

olds and those retired and living on state pension) were most likely to 

acknowledge that their digital skills needed improving.  

Recent policy developments  

3.6 The process and theory of change report considered the policy context at 

the time of establishing DCW and considered key Welsh Government 

digital inclusion strategies, such as Delivering a Digital Wales (2010) and 

Delivering Digital Inclusion (2016), and relevant health and social care 

plans e.g. A Healthier Wales. It also considered the findings from the 

evaluations of three previous digital inclusion initiatives: 

Communites@One, Communities 2.0 and Digital Communities Wales 

(2015-2019). It found that Welsh Government policy and legislation at the 

time of designing the current DCW programme was supportive of continued 

public intervention to address digital exclusion amongst key groups and 

there was a clear need for intervention to focus on the health and social 

care sector. It also found that previous recommendations of predecessor 

programmes had been used to inform the design and objectives for the 

current programme.  

3.7 Since the publication of the process and theory of change report, the Welsh 

Government has published further relevant policies and strategies as 

outlined below.  

                                                            
5 Excluding Northern Ireland which was not measured by the same survey 
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Digital Inclusion Forward Look  

3.8 The Welsh Government’s Digital Inclusion Forward Look: towards a 

digitally confident Wales6 (December 2020) sets out the Welsh 

Government’s short-term plans to support more people to use digital 

technology over the coming 12-month period and builds upon ‘Delivering 

Digital Inclusion: A Strategic Framework for Wales’ (2016). It states that a 

more comprehensive framework would be developed over the course of 

2021 given that the COVID-19 pandemic hindered its development during 

2020 and resulted in ‘widening inequalities caused by digital exclusion’7.  

3.9 The document recognises that in addition to increasing the proportion of 

people who use the internet, ‘individuals need the skills to be able to do a 

range of activities such as communicate effectively, find and evaluate what 

they are looking for and safely share personal information in a digital 

context’8. The plan also recognises the importance of addressing issues 

associated with ‘data poverty’, such as costs of broadband or data, or 

limited connectivity due to poor reception, which have become more 

prominent since the onset of the pandemic.  

3.10 The plan reinforces the importance of focusing upon the four priority groups 

supported by DCW (older people, disabled people, those living in social 

housing and the economically inactive and unemployed) given that these 

remain the most digitally excluded groups in Wales although it also 

highlights the importance of supporting those who are ‘newly digitally 

excluded’9 as a result of the pandemic.  

3.11 The plan sets out the following six priority areas of work: 

 engaging with communities and organisations to develop digital 

inclusion and basic digital skills policy interventions 

 undertaking further research to identify how interventions within health 

and care can be implemented to equip staff with the required skills and 

                                                            
6 Digital Inclusion Forward Look: towards a digitally confident Wales | GOV.WALES  

7 Ibid. p.4 

8 Ibid. p.2 

9 Ibid. p.6 

https://gov.wales/digital-inclusion-forward-look-towards-digitally-confident-wales#content
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knowledge so that patients and residents can benefit from digital 

technology 

 understanding the implications of digitation exclusion for Black, Asian, 

and Minority Ethnic communities  

 understanding the implications of data poverty across the digital 

exclusion agenda  

 ensuring that digital confidence is embedded and aligned with the 

Money and Pensions Service Strategy 

 considering how support for the social housing sector can be 

developed and delivered to ensure residents can engage with digital 

services. 

3.12 Forward Look recognises the role that the Digital Communities Wales: 

Digital Confidence, Health and Well-being (DCW) programme continues to 

play, particularly in helping to deliver the second priority set out above. It 

sets out a need for digital inclusion and skills to become ‘embedded into the 

training for health and care staff’ and for there to be ‘buy-in at senior levels 

across Wales’ within the sector10.  

Digital Strategy for Wales  

3.13 A longer term plan, Digital Strategy for Wales (March 2021)11, was 

developed by Welsh Government during 2021 and Mission 2 of this 

strategy supersedes Forward Look.  It set out a national vision for a joint 

approach to improve the lives of people in Wales through collaboration, 

innovation, and better public services. Digital Strategy for Wales outlines a 

series of priority areas under six missions to accelerate the benefits of 

digital innovation for people, public services, and the business community. 

These are:  

                                                            
10 P.10 

11 Digital strategy for Wales [HTML] | GOV.WALES  

https://gov.wales/digital-strategy-wales-html#section-66651
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 Mission 1: digital services. Deliver and modernise services so that they 

are designed around user needs and are simple, secure, and 

convenient 

 Mission 2: digital inclusion. Equip people with the motivation, access, 

skills, and confidence to engage with an increasingly digital world, 

based on their needs 

 Mission 3: digital skills. Create a workforce that has the digital skills, 

capability, and confidence to excel in the workplace and in everyday life 

 Mission 4: digital economy. Drive economic prosperity and resilience by 

embracing and exploiting digital innovation 

 Mission 5: digital connectivity. Services are supported by fast and 

reliable infrastructure 

 Mission 6: data and collaboration. Services are improved by working 

together, with data and knowledge being used and shared.  

3.14 The second mission is of particular relevance to DCW, and it would be 

expected that the programme could help contribute to some of the key 

outcomes set out for this mission, including: 

 fewer people will be digitally excluded  

 people will feel more supported and confident in developing and using 

basic digital skills  

 people will know where to get help to engage digitally  

 organisations will design their services appropriately because they 

recognise a lack of digital confidence can be a barrier for people to 

engage digitally 

 public services can be accessed and used by everyone, either digitally 

or through other channels 

 people feel supported by organisations across sectors in Wales. 
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Programme for Government  

3.15 The Welsh Government Programme for Government (2021-2026)12 sets out 

a series of ambitions, including an ambition to ‘build a stronger, greener 

economy’ to ‘make maximum progress towards decarbonisation.’ These 

ambitions are supported by some 100 specific areas of activity, of which 

one is a commitment to deliver the Digital Strategy for Wales and upgrade 

digital and communications infrastructure.  

Health related digital strategies 

3.16 The All-Wales Review of National Health Service (NHS) Integrated Medium 

Term Plans (IMTP) for 2019-22 considered 15 IMTPs or Annual Plans 

produced by NHS bodies13. Whilst there is a focus on digital delivery, there 

is no reference to digital inclusion within this all-Wales review. 

3.17 Our review of IMTPs produced by health boards (or Annual Plans where 

they have been unable to produce IMTPs) which were mostly produced 

prior to the pandemic suggests that very little, if any, focus is afforded to 

digital inclusion issues. Several of these plans identify digital healthcare 

and technology as a priority and set out plans for improving access to 

digital technology, supported self-management and telehealth, transforming 

services, and developing digitally mobile workforces. 

3.18 Our research found three examples of recent health board digital strategies 

produced by Betsi Cadwaladr University Health Board (BCUHB) (Our 

Digital Future)14, Aneurin Bevan University Health Board (ABUHB) (Digital 

Strategy)15 and Cardiff and Vale of Glamorgan University Health Board 

(CAVUHB) (Delivering Digital)16: 

 BCUHB’s ‘Our Digital Future’ strategy sets out the aim of 

transforming patient experience, safety, and outcomes through 

digital ways of working. Digital inclusion is set out as one of six key 

                                                            
12 Welsh Government - Programme for Government 

13 nhs-wales-national-integrated-medium-term-plan-2019-22.pdf (gov.wales) 

14 Digital Strategy - Betsi Cadwaladr University Health Board (nhs.wales) 

15 PowerPoint Presentation (nhs.wales) 

16 Delivering Digital Building a learning health and care system A Five Year Strategy (nhs.wales) 

https://gov.wales/sites/default/files/publications/2021-06/programme-for-government-2021-to-2026.pdf
https://gov.wales/sites/default/files/publications/2019-09/nhs-wales-national-integrated-medium-term-plan-2019-22.pdf
https://bcuhb.nhs.wales/about-us/governance-and-assurance/digital-strategy/
https://abuhb.nhs.wales/files/key-documents/digital-strategy/
https://cavuhb.nhs.wales/files/publications/cardiff-and-vale-uhb-digital-strategy/
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enablers within the strategy and it recognises that digital exclusion is 

a common concern. The strategy states that the health board will 

leave ‘no-one behind’ and ‘will support people to be able to use our 

services non-digitally, for example through face-to-face 

appointments’. The strategy identifies DCW as a ‘key partner’ to 

allow the organisation to improve digital inclusion for patients and 

staff: 

‘We want to continue to work with them and engage with them early 

when we have patient facing or staff service changes. They are the 

experts in developing volunteers and digital champions and can 

advise us on best practice. They are also a key partner in relation to 

our plans to support our staff in developing their digital skills’17 

 ABUHB’s ‘Digital Strategy: Transformation through digital’ sets out 

the aim of enabling ‘people in our area to manage their health and 

care needs independently wherever possible, and our staff to deliver 

holistic care and high quality services, through the most innovative 

digital solutions available’. The strategy recognises the need to 

improve staff digital skills and create a digital culture across the 

health board but does not specifically deal with digital inclusion 

issues amongst users or reference DCW explicitly 

 CAVUHB ‘Delivering Digital’ sets out an intention to adopt the 

recommendations made in the ‘Digital Inclusion in Health and Care 

in Wales’ report. It also sets out an intention to adopt the Digital 

Inclusion Charter and ‘learn from existing initiatives like Digital 

Communities Wales so we can ensure vulnerable people are not 

excluded from the benefits of digital’. Whilst DCW is referenced, the 

strategy does not specify how it intends to engage with the 

programme in the future.  

 

  

                                                            
17 Ibid. p.40 
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Implications for Digital Communities Wales  

3.19 DCW is well placed to respond to, and help deliver, the increasing policy 

emphasis upon digital inclusion and the greater prominence afforded to 

improving digital resilience within recent Welsh Government policy 

documents.  

3.20 It is understood that the Welsh Government is currently refreshing its digital 

strategy for health and social care, to replace ‘Informed Health and Care’18, 

and feedback gathered over the course of the fieldwork suggests that it will 

be important for DCW to consider how it can help contribute towards 

objectives set out in this new strategy. It is envisaged that DCW could play 

a key role to support health boards to implement digital inclusion policies 

which the Welsh Government expect health boards to outline within future 

Integrated Mid-Term Plans (IMTPs).  

3.21 Feedback gleaned from the fieldwork also suggests that DCW could play 

an important role to support the following health and social care 

developments: 

 Digital Health and Care Wales (DHCW)19 was established in April 

2021 as a new special health authority (SHA) to replace the NHS 

Wales Informatics Service (NWIS), with the objective of developing 

the next generation of digital and data services required to transform 

health and care across Wales. It sets out a number of priorities 

including enabling frontline staff to access information about their 

patients wherever they want to work through the development of a 

Welsh clinical portal and helping people manage their own health by 

giving people access to their own digital health records through a 

digital services for patients and public programme. A review of its 

website suggests that very little focus has been afforded by the 

organisation to digital inclusion issues despite its active plans to 

transform the way people can access their health information 

                                                            
18 A Digital Health and Social Care Informed Heath and Care; A Digital Health and Social Care 

Strategy for Wales (gov.wales) 
19 Home - Digital Health and Care Wales (nhs.wales) 

https://gov.wales/sites/default/files/publications/2019-03/informed-health-and-care-a-digital-health-and-social-care-strategy-for-wales.pdf
https://gov.wales/sites/default/files/publications/2019-03/informed-health-and-care-a-digital-health-and-social-care-strategy-for-wales.pdf
https://dhcw.nhs.wales/
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 the post and office of a Chief Digital Officer for Health and Care 

(OCDO) has been created and is being hosted by Health Education 

and Improvement Wales (HEIW) on behalf of the Welsh 

Government. It is expected to be fully functional from April 2022 

onwards and is intended to support digital transformation across 

health and care in Wales 

 Digital Services for the Public and Patients (DSPP), which will 

replace MyHealthOnline, is the development of a one-stop app to 

allow Welsh people to access better healthcare, to monitor their 

health conditions more easily and to take greater control of their 

health and wellbeing. The option of using the app for e-prescribing is 

also being explored at present. It was suggested that DCW could 

play a role to ensure that any new services are designed in an 

inclusive manner and made accessible to end users, including those 

with little or no digital skills. 
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4. Progress against evaluation recommendations 

4.1 This chapter outlines how DCW has progressed with the recommendations 

offered within the process and theory of change evaluation report.  

Summary of recommendations 

4.2 The process and theory of change evaluation report offered seven 

recommendations for the Welsh Government and the DCW programme to 

consider. Table 4.1 summarises these recommendations and the progress 

made in each case, which are then considered in further detail.  

Table 4.1: Process and theory of change evaluation recommendations 

 Recommendations Progress 
made  

1 Consider the findings of this evaluation to inform 
the programme’s priorities over its remaining 
delivery period 

Actioned 

2 Explore the extent to which there has been a 
significant shift in the definition of digital exclusion 
as a result of COVID-19, and consider the bearing 
this may have upon programme implementation  

Underway   

3 Explore how strategic and high-level engagement 
with, and commitment from, health organisations 
can be achieved 

Underway  

4 Review whether the programme would benefit from 
making changes to its staffing structure in light of 
suggestions captured by this evaluation and to 
accommodate any sustained impact which COVID-
19 has upon programme delivery  

Actioned 
 

5 Review funded KPIs with a view to setting more 
realistic, achievable outputs and to adopt a small 
number of qualitative outcome KPIs  

Actioned 

6 Accelerate the implementation of the Digital 
Inclusion Alliance, and to secure greater clarity 
about its purpose and remit  

Actioned  

7 Consider what evidence DCW can gather to 
demonstrate that its asset management scheme for 
loaning devices, is leading to improved digital 
connectivity at care home provider settings.   

Actioned 
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Recommendation 1: to consider the findings of this evaluation to 

inform the programme’s priorities over its remaining delivery period  

DCW has effectively reviewed its Theory of Change logic model, 

building upon the model presented in the process and Theory of 

Change evaluation report to ensure that it accurately reflects its 

provision over its remaining delivery period   

4.3 It is encouraging to see that DCW reviewed the ToC model set out in the 

initial evaluation report and refined it so that it more accurately reflects 

programme priorities and provisions20. The revised logic model confirms the 

intended overall long-term outcome of the programme as being ‘every 

citizen in Wales has the basic digital skills, motivation, confidence and 

access to engage digitally (if they choose)’. It sets out three intended 

impacts for the programme which reflect new funded outcomes (set out at 

Table 4.1) agreed with Welsh Government. 

4.4 A key change in the ToC is that DCW’s programme of work has been 

grouped into six key areas of work. ‘Training’ and ‘device and connectivity 

management’ are two areas of work which have gained prominence. The 

ToC also gives specific reference to activities around the Welsh language 

and for Black, Asian and Minority Ethnic communities, with the intention to 

improve service design and engagement with these specific cohorts. 

  

                                                            
20 Drawing on previous experience of developing ToCs for other Wales Co-operative Centre 

provisions, the Programme Director, Programme Managers and Programme Monitoring Officer 
reviewed the ToC and jointly prepared a revised version.  Support was also secured from another 
experienced Wales Co-operative Centre Monitoring Officer. The revised ToC was presented to the 
Welsh Government for approval. All DCW team members were then briefed on the revised ToC and 
were given the opportunity to discuss the framework and raise any concerns before final sign off. The 
ToC has since been embedded into the programme’s framework, internal guidance documentation 
and delivery.      
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Figure 4.1 Revised DCW Theory of Change model 
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exclusion.

People lacking 

basic digital 

skills, 

motivation, 

confidence and 

access to 

engage 

digitally.

Digital 

exclusion 

within the 

following 

priority groups:

Older people

Housing sector

Economically 

inactive 

Health & social 

care workers

Ethnic minority 

communities

Disabled 

people

Every citizen in 

Wales has the  

basic digital 

sk ills, 

motivation, 

confidence  

and access to 

engage  

digitally (if they 

choose) .

The big problem
The problems 

DCW will focus 

on

Work areas
Activities 

(Inspire, Motivate, Enable, Influence)
Short and mid term outcomes Project impacts

Long term 

outcome

Dev ice and 

connectivity 

management 

Training:

DCW

LMW

Digital Unite

Barclays 

Volunteering

Digital Heroes

Digital Companions

Digital Champions 

Digital Inclusion 

Al liance Wales 

(DIAW)

Provision of Learn My Way courses 

Provision of Digital Unite courses (end users trained by 

champions)

Development of local partnerships 

PR / Comms / 

Website

Face to Face/Online Bespoke sessions / training for staff 

Organisations recognising and 

embedding digital inclusion in strategy

Engagement with public, private and third sector 

organisations

Device / Asset management

Recruitment of participants via social media, radio, TV, 

leaflets etc.

Pathfinder kit (longer term loan) 

Additionally funded devices:

Care Homes, Young Carers, CFW/CFW+ and First 

Housing

Online Bespoke sessions for organisations (stategic roll 

out) 

Improved confidence in passing on 

digital skills

Development of volunteering partnerships
Sustainable partnerships 

created/developed

Organisations actively engaging in 

digital inclusion initiatives for staff 

and clients.

Organisations see the value of digital technology for staff and 

residents/clients etc (e.g. invest in digital infrastructure)

Increased awareness of the work of DCW and DI

Increase in digital inclusion 

being recognised and 

embedded in organisational 

strategy and delivery 

Face to Face sessions with end beneficiaries

Influencing Policy DI policy influenced across sectors in Wales

Ethnic minority research and communications intern

Improved service design and improved engagement in 

ethnic minority communities and first language Welsh 

Years 1 -3 Years 3 - 6 +

Welsh language working group
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4.5 Feedback from programme staff suggests that further refinement of the 

ToC model has helped to clarify the purpose of the programme and its 

intended outcomes. It has also helped individual team members to 

understand how their work contributes to intended programme outcomes. 

Recommendation 2: to explore the extent to which there has been a 

significant shift in the definition of digital exclusion as a result of 

COVID-19, and consider the bearing this may have upon programme 

implementation 

Work is underway. The DIAW has set out an agenda which recognises 

that the pandemic has exposed and exacerbated digital divides and 

DCW is undertaking direct action to target and support specific 

groups, such as Welsh speakers and Black, Asian and Minority Ethnic 

communities.  

4.6 The work being undertaken by the DIAW (and discussed further at Chapter 

5) is helping to explore the extent to which the COVID-19 pandemic has 

exposed deep digital divides across Wales and exacerbated existing 

inequalities. In setting out its agenda, the DIAW recognises that data 

poverty has become a more visible issue during the pandemic and calls for 

further research on the impact and scale of data poverty across Wales. It 

also recognises the need to better understand the digital skills of the Welsh 

workforce and ensure that intervention reaches both unemployed people 

and those in work who need to upskill or retrain. Furthermore the DIAW 

recognises that the pandemic has created new barriers for pupils from poor 

background due to the need for them to engage with education digitally. 

The DIAW advocates for the setting of a new minimum digital living 

standard which should reflect the devices, data, skills, capabilities, and 

support required in order for individuals to be digitally included in Wales 

and the Welsh Government  is in the process of commissioning research to 

scope a minimum digital living standard for Wales.  

4.7 In terms of delivery, DCW has continued to focus its provision on the four 

priority groups identified as requiring greatest intervention as these 

continue to be the most digitally excluded as evidenced via the National 
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Survey of Wales. However, DCW has started to explore the specific needs 

of other groups over the last year, particularly the needs of Welsh speakers 

and Black, Asian and Minority Ethnic communities.   

Black, Asian and Minority Ethnic communities 

4.8 DCW commissioned Social Change UK to undertake research for internal 

purposes on the digital inclusion needs of ethnic minority communities.  

4.9 The report recommended that DCW recruit a team member to specifically 

focus on the needs of this audience and to identify a small number of 

partner organisations who could help the programme increase its reach into 

ethnic minority communities. This work is currently underway, with a new 

team member appointed and expected to commence in their role in early 

2022. 

Welsh speakers  

4.10 DCW established a Welsh language working group with the objective of 

developing bespoke Welsh language training provision. The programme 

recognised that it needed to offer tailored and culturally appropriate content 

to this audience and so developed specific training content targeted at 

Welsh language community groups. The training programme has been 

piloted to one pan-Wales membership group and was better attended than 

previous training provision which had simply been translated. The offer is 

now being rolled out to other Welsh language groups and DCW is working 

strategically with a range of Welsh language organisations to identify and 

deliver more culturally appropriate content which is more familiar and 

relatable to their members/clients.  

4.11 Feedback from programme staff suggested that DCW had previously 

struggled to recruit participants to Welsh medium training provision and the 

development of a culturally-tailored training package (e.g. which has 

included tailored content such as searching for Welsh language artists on 

Spotify rather than translating sessions from English to Welsh) has been 

popular, with between 40 and 60 attendees attending each virtual training 

session held to date. 
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Recommendation 3: to explore how strategic and high-level 

engagement with, and commitment from, health organisations can be 

achieved 

The evidence from the fieldwork suggests that DCW has started to 

secure higher-level engagement from a very small number of health 

organisations and is finding that collaboration with sector-wide and 

membership organisations is an effective way of achieving this 

engagement 

4.12 Chapter 6 of this report explores in more detail the extent to which DCW 

has secured strategic-level commitment from health boards, as well as 

local authorities, and the enablers required to achieve this. Chapter 6 also 

reports upon the approach taken by the programme to work with sector 

bodies and umbrella organisations to provide digital training to their 

workforce. 

Recommendation 4: to review whether the programme would benefit 

from making changes to its staffing structure in light of suggestions 

captured by this evaluation and to accommodate any sustained 

impact which COVID-19 has upon programme delivery 

The programme has made appropriate changes to its staffing 

structures which will allow it to better accommodate the sustained 

impact of the pandemic upon programme delivery 

4.13 The programme has addressed the recommendation to review its staffing 

structure to better align with the new Theory of Change. Some fundamental 

changes have been made and feedback suggests that these have helped 

to reinforce a one-team approach across Wales.  

4.14 A key change has been the restructuring of programme management. 

Previously three regional area-based programme managers reported to a 

programme director. This model has been replaced with two regional area-

based programme managers (for south-east Wales and rest of Wales) and 

the introduction of a new role for a training manager, who all report to the 

programme director. The training manager is also supported by a new post 

of training officer. A mobile device administrator role has also been 
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introduced to monitor trends in devices, data and applications usage for 

equipment loaned through care homes and Communities for Work Plus21. 

The programme decided against our report’s suggestion to appoint a 

dedicated member of the communications team to work on DCW on the 

basis that this would have restricted the programme from using the broad 

skills of the whole marketing team. Rather, the DCW team have adopted 

greater direct responsibility to promote the programme, particularly via 

social media and case study preparation, and steps have been taken to 

improve collaborative working with the communications team. 

4.15 In addition, new post-holders have been appointed to the roles of 

programme director, the south-east Wales programme manager and 

training manager over the last year. New staff meeting structures have 

been set in place which have helped to introduce greater consistency 

across programme provision e.g. advisors now meet on a national level to 

share practice whereas previously they attended regional level team 

meetings.  

4.16 Feedback from both Welsh Government and programme delivery staff 

suggests that staff restructuring changes have been appropriate and 

positive. They have helped to improve consistency and created a ‘one 

programme’ ethos amongst team members. The programme benefits from 

stronger leadership and has become more focused and coherent as a 

result.  

4.17 Contributors thought that there was clear logic in creating a dedicated 

training management function within the team, given the growth in training 

provision across the programme. The change has resulted in the 

programme offering a more consistent package of training pan-Wales  

4.18 Given that many of these changes are fairly recent, contributors were 

aware that postholders still required time to ‘bed down’ and that 

                                                            
21 Communities for Work Plus is a Welsh government funded programme which provides specialist 

employment advisory support and intensive mentoring to people who are either in or at risk of poverty 
who are not eligible for other European Social Fund programmes such as Communities for Work and 
PaCE, but who still have complex barriers to employment and training opportunities.  
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communication channels between regionally-based advisors and trainers 

needed to remain open and collaborative. 

Recommendation 5: to review funded KPIs with a view to setting more 

realistic, achievable outputs and to adopt a small number of 

qualitative outcome KPIs  

KPIs have been reviewed and more appropriate and achievable 

outputs and outcomes are now in place which better reflect 

programme objectives  

4.19 The Welsh Government and DCW reviewed the original set of nine 

indicators and agreed to adopt four KPIs which reflect programme outputs 

and three programme level outcomes. The new outputs and outcomes are 

set out at Table 4.2 

Table 4.2: Key Performance Indicators and Programme Outcomes  

No. 
 

Key Performance Indicators 

1 People supported to become digitally confident 
(motivation, basic digital skills and confidence) 

2 Volunteers providing support to citizens 
 

3 Support to ensure digital inclusion is recognised and 
embedded within organisational strategy and delivery. 
a.) 2 Private Sector  
b.) 10 Local Authorities 
c.) 3 Health Boards (IMTP) 
d.) 20 Third and Public Sector  

4 Health and care, public, private and third sector staff 
supported to become digitally confident 

 

No. 
 

Programme Outcomes 

1 People having sufficient basic digital skills and confidence 
to be able to engage digitally (and with digital services) in 
their everyday and working lives 

2 Increased levels of people using technology to manage 
their health (physical & mental) and wellbeing 
independently  

3 Increase in digital inclusion being embedded in 
organisational strategy and delivery  
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4.20 The new KPIs and outcomes have been adopted from 1 April 2021 

onwards. Feedback from Welsh Government officials and programme 

delivery staff suggests that the new targets are more appropriate for DCW. 

The reduction in number seems to have helped as programme staff are 

clearer on what is expected of them and it is easier for programme 

managers to discuss how the work of each member contributes towards the 

expected KPIs and outcomes. Feedback also suggests that delivery staff 

spend less time on gathering data which results in more efficient use of 

time. 

4.21 A set of new monitoring tools have been introduced by the programme to 

allow for the capturing and reporting of programme outcomes. These tools 

are intended to capture direct feedback from participants and organisations 

who engage with the programme and include: 

 a standard Digital Skills Audit for organisations who engage with the 

programme. The introduction of this audit, which is aligned to the UK 

Government’s Essential Digital Skills Framework, will allow the 

programme to gather baseline data for staff and volunteer digital skills 

and confidence. At the time of drafting, 10 organisations and libraries 

across two local authorities were administering the audit amongst staff 

to capture baseline information about digital skills and confidence  

 a training registration form which is issued to all training attendees prior 

or at the outset of a training session 

 a post training evaluation form which is issued to all training attendees 

after completing a training session 

 an individual survey which is issued to all training attendees three 

months after they have attended a training session. These are sent out 

in batches on a monthly basis and intended to capture longer-term 

changes 

 an organisational survey which is issued to a lead person at the 

organisation to capture the impact of intervention with an organisation.  
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4.22 Data gathered using the Baseline Skills Audit by one organisation, First 

Choice Housing Association (FCHA), was made available by DCW to the 

evaluation team. The data provides a robust baseline position for the digital 

skills of tenants with learning difficulties, given that 57 per cent of the 

housing association’s tenants who received the survey (112 of 197) 

completed it. The data suggests that just under two-thirds of those 

surveyed (71 respondents or 63 per cent) had used a digital device in the 

12 months prior to completing the survey but that many were reliant upon 

others for support to do so (e.g., whilst 30 people could switch on a device 

themselves, a further 41 reported that they were only able to do so with 

support). 

Recommendation 6: to accelerate the implementation of Digital 

Inclusion Alliance Wales, and to secure greater clarity about its 

purpose and remit 

DCW has made good progress to implement Digital Inclusion Alliance 

Wales and there is greater clarity about its purpose and remit 

4.23 Digital Inclusion Alliance Wales (DIAW) is a multi-sector group of 

organisations from across the public, private, third, academic and policy 

sectors in Wales which aims to coordinate and promote digital inclusion 

activity across Wales under one banner. The group is committed to taking 

joint action to significantly shift the digital inclusion agenda in Wales.  

4.24 It was officially launched in October 2020 and in March 2021, it published 

Inclusion to Resilience22, which set out its five priority areas:  

 Priority 1 Embedding digital inclusion across all sectors 

 Priority 2 Mainstreaming digital inclusion in health and social care 

 Priority 3 Addressing data poverty as a key issue 

 Priority 4 Prioritising digital skills in the post-Covid economy 

                                                            
22 DIAW-Inclusion-to-Resilience-0221-1.pdf (gov.wales)  

https://www.digitalcommunities.gov.wales/wp-content/uploads/2021/04/DIAW-Inclusion-to-Resilience-0221-1.pdf


  

28 
 

 Priority 5 Setting a new minimum digital living standard and adopting 

co-production approaches 

4.25 The DIAW was restructured during the summer of 2021, partly to 

accommodate the large number of members attending. It now comprises a 

large network which is open to all organisations working on digital inclusion 

in Wales and a smaller steering group. Organisations can join the network 

provided they adopt its terms of reference as well as the DCW Inclusion 

Charter. Membership of the steering group was determined via an 

application process and eight representatives were appointed to the group.  

4.26 At the time of drafting, one meeting of the full ‘new’ network been held in 

September 2021 and was well attended. Network and steering group 

meetings are expected to be held on a quarterly basis.  

4.27 Further consideration is given to the feedback gathered over the course of 

the evaluation about the progress made by, and the achievements of the 

DIAW, at Chapter 5 of this report.   

Recommendation 7: to consider what evidence DCW can gather to 

demonstrate that its asset management scheme for loaning devices, 

is leading to improved digital connectivity at care home provider 

settings.   

DCW is gathering evidence on the use being made of loaned devices, 

for both care homes and Communities for Work Plus, which is being 

used to inform programme priorities and provision   

Care homes 

4.28 DCW procured and delivered a total of 1,066 tablets to 583 care homes 

across Wales. The latest quarterly report (July to September 2021) shows 

that 623 of these devices were active whilst 443 were inactive during that 

period. In all, 200 devices have never been activated and the programme 

has been arranging either for these devices to be returned and 

redistributed, or for care homes to be supported to use them. In terms of 

usage at the time of drafting, DCW reported that the daily average use of 
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devices stood at 354, suggesting that a third of all distributed devices are 

now in regular use.    

4.29 The fact that just under a fifth of devices distributed to care homes have 

never been used raises a question about the value gained from making 

equipment available without additional support. The data suggests that 

there are fundamental barriers in place across some care homes which 

have hindered their use. Contributors to this evaluation suggested that a 

mix of barriers are in place including those relating to skills, connectivity, 

time restrictions and lack of need. 

4.30 DCW recognises the need to address the issue and explore ways of 

supporting greater use of the devices made available to care homes within 

the confinement of pandemic restrictions within which the programme 

operates. Provision to date has included access to resources such as the 

Good Practice Guide to Digital for Care Homes and live webinar support. 

The programme needs to prioritise these activities to ensure that devices 

are better utilised over the remaining delivery period.  

Communities for Work Plus  

4.31 DCW made available a total of 550 Chromebook devices to local authorities 

who deliver the Communities for Work Plus programme to loan to 

participants. By September 2021, 313 of the 550 devices had been 

distributed by local authorities to participants: 56 devices had been 

distributed once and 257 devices distributed to more than one participant. 

The quarterly report prepared in June 2021 suggests that use of the loaned 

devices was fairly low over the April to June quarter with only a third at the 

time had been used (i.e. were active during the Apr-June 2021 quarter 

based on data taken from Google administrator). The daily average use for 

this period was 90 devices and the highest single day use was 129. By 

September 2021, all 313 distributed devices had been active during the 

three month period although levels of daily use had only marginally 

increased: 109 devices were used on average on a daily basis and the 

highest single day use was 154.  
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5. Digital Inclusion Alliance Wales 

5.1 This chapter considers the progress made and achievements of the DIAW, 

drawing upon the findings of the web survey with members and views of 

Welsh Government and programme delivery staff. It first sets out the profile 

of the 27 respondents who completed the web survey.  

Profile of survey respondents   

5.2 The profile of the 27 DIAW survey respondents was as follows: 

 half (14) of those who completed the survey were from third sector 

organisations, a quarter (7) were from public sector organisations, 

four were from the private sector and the remaining four were from 

other sectors including academia, housing associations and trade 

unions 

 the majority (22) were a member of the DIAW network, and a small 

number (3) were a member of the steering group. Two respondents 

did not know whether they were members of the network or steering 

group 

 some three-quarters of those who responded were frequent 

attendees of the network. A quarter had only attended some or none 

of the network meetings and these were the least cited about the 

work of the DIAW. 

5.3 The survey was available bilingually but all respondents completed the 

survey in English.  

Motivation for joining the DIAW 

5.4 Common motivations for joining the DIAW were cited by surveyed 

members and included: 

 to keep abreast of digital inclusion policy and developments  

 to share knowledge, ideas and good practice and learn from others  

 to develop a better understanding of the digital inclusion issues and 

solutions for digitally excluded clients or members 
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 an opportunity to participate in a network which advocated digital 

inclusion development across Wales. 

5.5 The key elements which respondents found useful about being a member 

of the DIAW were: 

 gaining access to examples of digital inclusion best practice (23) 

 developing or maintaining contacts across Wales (22) 

 engaging in debates about digital inclusion issues (20). 

Digital Inclusion Charter 

5.6 Organisations are required to adopt the DCW Digital Inclusion Charter in 

order to join the DIAW. Adopting the Charter requires organisations to 

formally commit to six key pledges to demonstrate their commitment to 

helping digitally excluded people. Whilst the pledges are not particularly 

onerous, organisations typically need formal approval from their Board or 

senior management to sign up.  

5.7 Figure 5.1 shows that three-fifths of surveyed DIAW members had already 

adopted the DCW Digital Inclusion Charter. Most of the remaining surveyed 

members were working on it (8 respondents) whilst two had not yet started 

work on it.  

 

Figure 5.1: Adoption of the DCW Charter by surveyed DIAW members  

 

Source: OB3 web survey (27 respondents)  
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5.8 Six of the survey respondents who had already adopted the Charter 

thought that it had made none or very little difference to their organisation 

to date, mostly because they considered its adoption across their 

organisation to be ‘early days’. Survey respondents who attached greater 

value to the Charter recognised its worth as a good framework for their 

organisation, as a tool to inform their strategies and as a method of keeping 

their organisation accountable. 

DIAW priority areas  

5.9 Survey respondents were asked about the five priority areas identified by 

the DIAW to ensure that everyone in Wales can access and benefit from 

digital technology. Figure 5.2 shows that most survey respondents thought 

that that these priorities would have a positive impact upon digital exclusion 

in Wales, particularly in terms of embedding and mainstreaming digital 

inclusion across health, social care and other sectors. 

Figure 5.2: Difference survey respondents expect DIAW priorities to 

have upon digital exclusion in Wales  

 

Source: OB3 web survey (27 respondents)  

 

5.10 Survey respondents expected their own organisation to contribute to these 

priority areas in many ways including: 

 supporting the development of staff skills and confidence 
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 delivering digital inclusion initiatives with the aim of supporting 

customers, members, and clients to develop digital skills and 

confidence 

 providing access to digital facilities, devices and data to customers, 

members, and clients in an effort to address data poverty issues 

 ensuring that customers and clients can engage with digitally 

delivered services made available by organisations.  

Progress and achievements  

5.11 Compared to the position in 2020 when the theory of change and process 

evaluation was conducted, contributors had greater clarity about the 

purpose and remit of the DIAW. The publication of the DIAW’s agenda was 

thought to have helped with this, for instance one contributor commented: 

‘the launch of the agenda and some clear priorities has been critical’. 

5.12 Welsh Government and programme delivery staff thought that the DIAW 

had made good progress over the past year. Survey respondents and 

interviewed contributors identified the DIAW’s main achievements to date 

as being: 

 establishing a broad forum which brought people together from a 

wide range of sectors from across public, voluntary, and private 

sectors 

 setting in place a ‘more unified and joined up approach across 

Wales’ to the digital inclusion agenda  

 setting in place more effective governance arrangements  

 securing effective engagement from Welsh Government officials, 

which some considered to be ‘crucial’ to the success of the 

network’s work  

 generating a healthy level of interest from ‘so many people and 

organisations’ in a relatively quick time  

 developing a good quality strategy and gaining consensus amongst 

members to the five key priorities.  
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The future 

5.13 A range of priorities were identified by survey respondents for the DIAW. 

Most of these were in keeping with the five priorities set out within its 

agenda and are not reiterated here. However, some of the other more 

common priorities highlighted included the need to:  

 acknowledge and consider how some of the priorities can be funded 

e.g. ‘many of their objectives will require funding’  

 consider data poverty and connectivity issues within rural 

communities  

 work towards unlimited free access to everyone and ‘campaigning 

for the sharing and gifting of data to become common place’ 

 ensure that the DIAW’s message is kept in the public domain via an 

effective communications strategy. 

5.14 Survey respondents offered several practical suggestions for the DIAW to 

consider for the future, particularly in terms of how the alliance goes about 

its work. These included exploring: 

 an online forum to share information in-between meetings, given that 

digital developments tend to move at pace  

 possible face-to-face meetings in the future, thereby adopting a 

blended approach 

 hosting sessions specifically focused on one priority area or specific 

sectors.  

5.15 Whilst the DIAW was considered to have secured a strong level of interest 

from members it was of concern to Welsh Government and programme 

delivery staff that the Alliance lacked membership diversity, particularly 

from Welsh language and Black, Asian and Minority Ethnic representative 

organisations. There was also a strong suggestion that the health sector 

could be better represented on the DIAW, given that none of the health 

boards or Health Education and Improvement Wales (HEIW) are currently 

represented.  
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5.16 It was a concern to many that DIAW, in the absence of a programme 

extension of three years, had very little time left within the programme 

delivery period to achieve its objectives particularly since it was considered 

‘early days’ to demonstrate the impact of its work. There was a view that 

the DIAW should continue regardless of DCW being in place or not as it is 

a strategic network which has a role to set the future digital inclusion 

agenda across Wales:  

‘we are coming through a pandemic and we are in a different situation now. 

We will need to channel more of our energy to the DIA[W] to really take 

forward what we’ve learned from the pandemic and consolidate that so that 

digital inclusion keeps on being a really important priority in Wales and in 

the UK’. 

 

  



  

36 
 

6. Programme implementation  

6.1 This chapter sets out how DCW has been implemented over the previous 

year and considers the impact of the COVID-19 pandemic upon the 

programme, its promotional activity and engagement with organisations as 

well as performance against funded targets. It primarily draws upon 

interviews with Welsh Government officials, programme delivery staff and 

supported organisations.  

The impact of COVID-19  

6.2 The programme has been able to adapt well to deliver provision virtually 

and there has been strong demand for virtual training, suggesting that there 

would be value in maintaining this in the future. At the time of fieldwork, 

training provision was mostly being made available virtually and plans were 

underway to consider a blended approach once restrictions eased. Some 

concern was expressed about the availability of traditional venues (e.g. 

libraries) to host in-person training and whether those most digitally 

excluded would be prepared to attend group sessions post COVID-19. It 

was suggested that DCW needed to overcome these barriers as continued 

face-to-face provision was considered vital in order to reach the most 

digitally excluded clients.  

6.3 Programme delivery staff considered that the loaning of devices to care 

homes and to Communities for Work Plus, to help improve digital 

connectivity and use during the pandemic, had been a huge undertaking 

and placed a strain on the delivery team despite the fact that the case for 

supporting care homes had been initiated by the Wales Co-operative 

Centre. A significant amount of staff time was allocated to these two 

aspects over the course of 2020. Whilst still accounting for an element of 

the programme’s workload there was a sense that DCW had been able to 

achieve a better balance over the course of 2021 between the additional 

demands associated with these activities and resorting to the original 

purpose of DCW to work in a more proactive, strategic manner with key 

organisations from across the health and social care sector. 
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Promotion and marketing  

6.4 Feedback from supported organisations suggests that DCW is a well-

recognised and trusted brand and that the ongoing stability associated with 

the programme, due to it having been delivered by the same provider, is a 

real strength.  

6.5 A renewed focus has been given to promotional and marketing 

developments over the last twelve month period. One of the key highlights 

has been the development of the Digital Companion campaign, delivered in 

collaboration with Age Cymru and the Older Peoples’ Commissioner. This 

campaign was broadcast on TV over the summer of 2021 to encourage 

digitally literate people to support those who are not online to become 

digitally active. Programme staff suggested that the campaign had resulted 

in an increased traffic to the DCW website and data provided by DCW 

shows that the number of hits to the Digital Companion webpage during the 

three month period between June and August 2021 totalled 742 unique 

visitors. Overall, there was a 16 per cent increase in the use of the DCW 

website over the June to August 2021 quarter compared to the same 

quarter within the previous year (from 7,288 to 8,454).   

6.6 The DCW website has also been revamped recently and programme staff 

were broadly content with its new structure and content. There has been an 

increased use of social media over the last 12 months and whilst 

welcoming, programme staff believed that there was still greater scope to 

enhance DCW’s social media profile and provision. At the time of 

undertaking the fieldwork, a social media interaction framework was being 

prepared to help boost social media promotion.   

Engagement with organisations  

6.7 A database of supported organisations which was shared with the 

evaluation team as at the end of June 2021 contained 1,455 contacts23. 

This is a marked increase on the database of 628 entries made available 

during 2020 indicating that DCW has been able to substantially increase its 

                                                            
23 Some of these were duplicate entries but reflected different projects, departments, locations or 

services for the same organisation. 
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engagements over the last 12 months. Feedback from programme staff 

suggested that demand from organisations began to increase from spring 

2021 onwards.  

6.8 Overall, a very broad range of organisations from the public and third sector 

have engaged with DCW. For instance, 217 of the entries on the DCW 

database were third sector organisations, 112 were from health (including 

hospices, care and nursing homes), 53 from housing, 113 from education, 

151 from local authorities and 25 were other public sector.  

6.9 Of the organisations listed on DCW’s database however, only 24 were 

recorded as private sector businesses and 10 of these entries were for 

different branches of the same supermarket business. It is important to note 

that some private sector organisations (e.g. care or nursing homes) may 

not have been coded as private sector despite operating as such. Only five 

of the private sector entries had been created during 2020 or later, 

suggesting that the recruitment of private sector organisations has been 

challenging. It was suggested that some private sector organisations have 

been approached by the programme but that their doubts about the need to 

fund bilingual digital inclusion resources or provisions, which would be 

necessary in order to engage with DCW, has hindered their involvement 

with the programme. It was also suggested that in order to better target 

private sector organisations, the programme needed to enhance its work 

with trade unions. 

Engagement with health and social care 

6.10 There are now more examples in place of DCW operating strategically 

across the health and social care sector. Many recent developments have 

involved working at a sector level with umbrella and representative bodies, 

rather than only at individual organisational level which tended to be the 

case historically. Collaborative work with Social Care Wales was 

highlighted as a good example. 

The recent strategic collaboration with Social Care Wales was 

highlighted as an effective development where DCW is engaging with an 
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umbrella organisation to reach the social care workforce across Wales to 

make available digital training provision. This was one audience not 

previously recognised as being digitally excluded prior to the COVID-19 

pandemic: 

‘we know social care workers have a digital inclusion skills barrier: they 

then can’t support others who are digitally excluded. This piece of work 

reflects the increased awareness of a skills gap not identified before the 

pandemic’. 

DCW has secured an arrangement with Social Care Wales to host 

tailored modules adopted from the Good Things Foundation Learn My 

Way provision for social care staff. The e-learning modules have been 

developed and are expected to be launched early 2022. It will be 

important to monitor the take up of provision and impact of this 

arrangement.   

6.11 In addition, DCW has established regular dialogue with the Welsh Local 

Government Association (WLGA) to share information on how the 

programme is collaborating at a broader level with local authorities, and 

with Welsh Government’s childcare and early years division to explore the 

development of tailored online guides for childcare providers to make 

available to their workforce. Similarly, the programme has started to 

engage with other workforce member bodies such as the Royal College of 

Midwifes to explore how members could be best targeted and supported 

around digital skills. Programme staff suggested that there was significant 

scope to mirror this approach across other sectors, such as in the case of 

working with Community Housing Cymru to support the housing sector and 

with trade unions to target member employees.  

6.12 Feedback from programme staff suggests that DCW is gaining traction and 

momentum across the health and social care sector by working in this way 

although the position of individual organisations such as health boards and 

local authorities still varies.  

6.13 Welsh Government officials and programme delivery staff believed that 

there had been a positive shift in the way health boards now engaged with 
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the programme – and digital inclusion more generally - with DCW now 

involved with a greater and broader number of individual services and 

departments across health boards. This was thought to have been driven in 

large part by the impact of the pandemic and the need for the health sector 

to embrace digital delivery at pace. It was observed that ‘the will is there 

across health now’ to collaborate with DCW in a more meaningful manner 

than was previously the case.   

6.14 The increased engagement by health boards overall with DCW was also 

considered to be supported by the increased emphasis placed upon this 

agenda by the Welsh Government health division, as well as other key 

players such as HEIW who were thought to give greater prominence to 

digital inclusion in their discussions with health boards. One commented: 

‘there is more championing of DCW within Welsh Government now than 

last year’. It was suggested that this requirement could be enhanced even 

further in the future, for instance by ensuring that funding agreements to 

health boards specify the need to embrace digital inclusion and for digital 

inclusion plans to be set out within Integrated Medium-Term Plans (IMTPs). 

6.15 Despite the increased level of engagement however, only one specific 

example was cited by programme staff of a health board which now 

engaged with DCW in a strategic manner, where DCW had been involved 

with its digital inclusion policy development. This organisation has been 

included as a case study within the research (see Chapter 7).  

6.16 Contributors thought that there remains scope to improve levels of 

engagement with the programme across some health boards. For instance, 

it was noted that none are currently represented on the DIAW and that it 

was a priority to try and engage Chief Clinical Information Officers via this 

route.  

6.17 The same barriers to engaging with health boards remain in place and 

include the lack of time and resources on the sector’s part due to the 

pressures for organisations to deal with the implications of the pandemic 

and communication issues due to them being large organisations: 



  

41 
 

‘The HBs are so big and they receive so much communication and they are 

time pressured. Internally it takes time to get to the right people – just by 

the sheer nature of these organisations’.  

‘it remains a big ask to work with such a huge organisation as the NHS – 

we need help to get projects replicated and snowballed. That must come 

from more senior leadership and there is a role for Welsh Government to 

support in this’.  

Performance against targets 

6.18 Up until the end of March 2021, the programme reported against its original 

nine key performance indicators (KPIs). Table 6.1 sets out DCW’s 

achievements over the first 20 months of delivery against its three-year 

targets. The programme was performing well against four of its nine KPIs 

(KPIs 1, 4, 6 and 9), having already exceeded two of these KPIs by some 

margin despite having some 16 months remaining. It had achieved 

between a quarter and a third of its targets for another three KPIs (KPIs 2, 

5 and 8) but was significantly under-performing against the two remaining 

KPIs (KPIs 3 and 9). It had only been able to engage with one large private 

sector organisation by the end of March 2021. Whilst having been able to 

engage with over 1,000 health and care staff it was still way short of the 

target set for the programme.  

Table 6.1: Programme performance over initial 20 months of activity 
 

 KPI 3 year 

target (36 

months) 

Achieved 

(at 20 

months) 

Achieved 

(as % of 

overall 

target) 

1 People directly supported through intensive 

interventions 
15,000 12,597 84% 

2 People supported indirectly via engagement 

with organisations 
120,000 29,109 24% 

3 Large Private Sector organisations engaged 

with 
30 1 3% 

4 Third and public sector bodies engaged with 240 361 150% 
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5 Public sector organisations engaged with (to 

include every Health Board and Local 

Authority) 

105 31 (10) 30% 

6 Digital Inclusion volunteers recruited and 

placed by organisations supported by the 

programme 

1,500 1,365 91% 

7 Health and care staff supported to engage 

with technology to improve health outcomes 
15,000 1,394 9% 

8 Patients supported to engage with 

technology to improve health outcomes 
45,000 14,905 33% 

9 Front Line Staff (non-health and care) 

trained to support service users to engage 

with technology 

1,500 1,529 201% 

Source: DCW Programme quarterly report 

6.19 In response to a recommendation offered by the Theory of Change and 

Process evaluation, from April 2021 onwards, DCW reported against a new 

set of KPIs and programme outcomes. Performance over the six-month 

period between April and September 2021 is set out at Table 6.2. It shows 

that the programme is broadly either on track or exceeding its targets for 

three of its KPIs, on the basis that it would be reasonable to expect DCW to 

have achieved some 40 per cent of its 15-month target after six months of 

delivery. This suggests that the revised KPIs are appropriate and realistic. It 

is slightly behind in its performance for KPI 3 although DCW is engaged 

with an adequate number of organisations to allow this target to be 

achieved within the delivery period, given that the programme is required to 

work on a longer-term basis with organisations before this KPI can be 

expected to be achieved.  
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Table 6.2: Programme performance against revised KPIs (April 2021 – 
June 2022) 

 

KPI 

 Target 

(15 

months) 

Achieved 

(September 

2021, 6 

months) 

Achieved 

to date 

(as % of 

overall 

target) 

1 People supported to become digitally 

confident (motivation, basic digital skills 

and confidence) 

32,500 19,847 62% 

2 Volunteers providing support to citizens 

 
1,250 621 50% 

3 Support to ensure digital inclusion is 

recognised and embedded within 

organisational strategy and delivery. 

a.) Private Sector  

b.) Local Authorities 

c.) Health Boards (IMTP) 

d.) Third and Public Sector  

Total 

 

 

 

2 

10 

3 

20 

35 

 

 

 

0 

2 

1 

5 

8 

 

 

 

0% 

20% 

33% 

25% 

23% 

4 Health and care, public, private and third 

sector staff supported to become digitally 

confident 

1,750 667 38% 

6.20 Programme outcomes are reported using various tools and client survey 

feedback. As at September 2021, feedback from client organisations found 

that: 

 100 per cent of clients surveyed said that DCW support helped them to 

work towards their digital inclusion goals 

 61 per cent of clients are aware of the Digital Strategy for Wales  

 48 per cent of clients received staff training from DCW trainers  

 35 per cent of clients developed digital partnerships with other 

organisations as a result of DCW 
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6.21 Likewise as at September 2021, for a total of 95 individuals trained: 

 83 per cent were more confident to share digital skills with others 

 82 per cent were more motivated to use technology in their everyday 

lives 

 80 per cent reported that their digital skills had improved  

 75  per cent felt more confident using technology regularly 

 55  per cent had a better understanding of how to use technology to 

improve and manage their health 

6.22 In terms of programme performance, it was felt at the time of undertaking 

fieldwork that it was too early to form a firm opinion on DCW’s performance 

against its revised targets but Welsh Government and programme delivery 

staff were broadly satisfied with achievements to date.  

Monitoring and reporting 

6.23 There has been an improvement in the detail and quality of reporting 

provided to Welsh Government via the programme’s quarterly reports. This 

has resulted in fewer follow up questions about the programme, which has 

reduced the time staff now spend on responding to further requests for 

information. Follow up questions, mostly as a result of Ministerial questions, 

are directed to the programme director and a better process is in place 

across the programme to manage these.  

6.24 Formal quarterly review meetings continue to be held between Welsh 

Government officials and programme staff and informal fortnightly meetings 

were introduced during the pandemic. These were both considered to work 

well.  

6.25 Having introduced a new theory of change model and monitoring tools, new 

work processes are being adopted across the programme. At the time of 

undertaking the fieldwork, DCW was aware of the need to revise its 

programme implementation guidance to reflect these new processes. The 

monitoring tools put in place are still new and will take time to pilot, review 

and refine as well as used by staff in a consistent manner. Ultimately, their 
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use should lead to greater consistency in the data captured by the 

programme about the difference made to organisations and participants. 

6.26 There could be significant value to the data gathered by DCW about the 

digital skills of staff across supported organisations by using its skills audit 

tool, as this will add to the data available on digital skills of the workforce to 

supplement information available via other sources such as the Lloyds 

Digital Index and the National Survey for Wales.   
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7. The experiences of supported organisations 

7.1 This chapter considers DCW’s provision to case study organisations and 

the difference made to organisations and participants. It primarily draws 

upon the feedback from ten case study organisations and a care home 

setting.  

7.2 This chapter has been organised to focus on three of the six key work 

areas set out in DCW’s revised Theory of Change model, as these were the 

main areas of support accessed by case study organisations. They are: 

 digital activity training which aims to improve basic digital skills and 

confidence of staff, volunteers, and members/users to enable them 

to engage digitally in their everyday and working lives 

 device and connectivity management, including the loaning of kit to 

improve access to digital equipment and connectivity  

 consultation where DCW has provided advice and support to 

organisations, often around strategy development, with the objective 

of embedding digital inclusion within organisational strategy and 

delivery. 

Digital activity training 

7.3 Virtual training has accounted for an important share of DCW’s provision 

over the last 12 months. Whilst training sessions were mostly attended 

during the pandemic lockdown periods by members of the public, they have 

since resumed to focus on the needs of partner organisations.  

7.4 Feedback from the delivery team suggests that a more strategic approach 

is now being adopted across the programme’s digital training provision and 

the introduction of a new training manager role is expected to help 

consolidate DCW’s training programme even further. Plans are underway 

to develop a training delivery plan which will further reinforce this approach. 

7.5 A key change has been to place a greater onus on umbrella bodies and 

partner organisations to recruit trainees with the objective of reducing the 

amount of direct recruitment work undertaken by DCW. This approach has 
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worked well to date with partners such as Social Care Wales, Carers 

Wales, and some local authorities. 

7.6 There has also been a notable shift to focusing on training which can be 

sustained post programme delivery. In the case of Social Care Wales for 

instance, e-learning modules will be hosted by Social Care Wales and will 

therefore be available to their workforce on an ongoing basis.  

7.7 DCW also plans to better align training with participants’ needs and the 

adoption of the skills audit will provide better intelligence about the needs of 

organisations prior to delivering any provision.  

7.8 Most case study organisations had accessed DCW virtual training over the 

course of the year. As was reported during the process and theory of 

change report in 2020, the feedback on the quality of training provided was 

consistently positive with trainers often described as going above and 

beyond their role to provide assistance and advice. Staff, volunteers and 

service users who had accessed DCW training frequently remarked upon 

the professionalism and appropriate style of the trainer, the ease of being 

able to ask questions, the quality of resources shared and the offer of one-

to-one support at the end of each training session to recap on specific 

elements covered. Trainers were also frequently praised for follow up 

information provided after sessions.  

7.9 In each setting, DCW had been able to deliver tailored provision and 

organisations identified a wide range of positive outcomes as a result. 

Three examples are set out below where DCW training was well-received, 

had helped to increase digital confidence and skills and contributed to other 

outcomes such as improved wellbeing. 

DCW worked with one Welsh-medium organisation to co-design and 

deliver a six session course on basic digital skills. Sessions included 

online safety, online content, online banking and communications and all 

were well attended by some 50 staff, volunteers and members. In 

addition DCW delivered training on podcasts and digital story making to 
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the same organisation, each of which were attended by some 10 

individuals.  

In terms of difference made, the training had helped to improve digital 

confidence; increase knowledge and reduce concerns about online 

safety. The training also helped the organisation to increase the number 

of online meetings it held for staff and members. One member reported 

that they had used their new skills to set up on-line branch meetings 

during the pandemic whilst staff likewise felt more confident to host 

national and regional on-line meetings. The availability of on-line group 

meetings have helped to reduce loneliness, reduce social isolation, 

improve mental health, and reinforce the feeling of being a member of the 

organisation. Members also reported that they have applied their new 

digital skills and confidence to other settings, such as other community 

activities and groups. 

 

One local authority independent living team recognised during the 

pandemic that their staff would need to provide support to service users 

via phone and online. DCW provided bespoke training towards the end of 

2020 to the team which included: 

 learning about suitable apps for their service users (e.g. apps for 

people living with dementia),  

 training in relation to online security and  

 accessibility on Apple devices (because many staff members 

were not confident on Apple in particular).  

In terms of difference made, staff reported increased confidence and 

knowledge of digital devices adding that ‘we wouldn’t know all this 

without DCW’s training. It’s had such a positive impact’. The team felt 

well equipped following the training to support service users in their own 

homes to embrace digital technology during the pandemic period. Staff 

supported service users to set up email, download Zoom or Microsoft 
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Teams and guide them on its use, as well as to advise them on groups to 

join in order to reduce loneliness. They also felt confident to make 

adaptations to service users’ phones and tablets and where individuals 

did not have their own kit, loaned a tablet to them for this purpose. The 

team established several online groups and every service user was 

connected to at least one of these online groups. All service users who 

did not previously have one were set up with email addresses.  

Other departments have shown an interest in the approach taken by the 

independent services team and are considering adopting a similar 

approach, not least because it has allowed the team to reach and support 

service users in a way it couldn’t previously. It is envisaged that a 

blended approach will continue to be made available in the future: 

‘We used to only help our service users in community venues. If people 

weren’t attending, we couldn’t provide an alternative other than a 

befriending call. We are plugging that gap now. We will keep this digital 

service forever because it has transformed the way we work. That is a 

positive that we can take from Covid – we now have a service in place to 

support our service users that will continue’.  

 

One local authority engaged DCW to design and deliver a package of 

training to staff to enable them to become digital champions within the 

organisation. The organisation set out to recruit 30 members of staff who 

were digitally competent to become ‘Digital Partners’. Staff were 

encouraged to join the scheme by the Chief Executive, who championed 

the programme across the organisation. The initial training was delivered 

in an intensive manner over a one week period early in 2021 and 

involved five sessions on aspects such as online safety, online access, 

supporting community members as well as supporting colleagues online. 

Three of the five sessions were delivered by DCW whilst the last two 

sessions were self-study options made available via Digital Unite. 

Feedback data gathered immediately after the sessions by the local 
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authority shows that trainees were very satisfied with the training, 

provision was of very good quality and the content was useful for staff. 

Staff reported having increased confidence and gained new knowledge – 

particularly in terms of online safety and how to support ‘individuals with 

disabilities better’. 

Amongst the comments made by staff about the training were: 

‘It has provided me with an insight into the best approach to use when 

overcoming barriers, engaging and helping different people to use digital 

devices and increase their digital skills.’ 

‘[the training has given me] a better understanding of difficulties people 

face every day, by not being shown how to engage’.    

The content was amended slightly in light of feedback received from the 

first cohort, as trainees did not find the session on supporting customers 

of relevance to their roles and has since been repeated with a new cohort 

of digital champions. A total of 40 staff have now been trained as Digital 

Partners. The approach taken by the organisation to implement the 

scheme was considered effective for three reasons: it has been 

championed and supported from the highest level within the authority so 

has high status attached to it; staff were able to engage with it on a 

voluntary basis and the scheme has been managed effectively as it has 

benefited from dedicated co-ordination resources.  

Feedback from two trainees was secured as part of the evaluation and 

both conveyed contrasting views about the difference the training had 

made. Both trainees got involved with the scheme for similar reasons to 

help colleagues with digital and IT issues. One had found the training 

useful as it had helped them develop training techniques which they have 

since used to support individuals with a range of practical tasks such as 

‘access online training, complete online surveys, save folders, rename 

folders, access emails, add attachments and share calendar’. 

Participating in the training had made the second realise that their ‘digital 

skill level was nowhere near as good as I thought’ which made them 
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realise that they were in ‘no position to help others’ with digital related 

advice or support.   

7.10 In most cases the training appears to have been pitched at the right level 

and the fact that it was made available free of charge was valued, 

particularly by third sector and charity organisations. Several organisations 

commented upon follow up information provided by trainers and the fact 

that trainers respond swiftly to further requests from trainees.  

7.11 Only very few examples were found where trainees had found the training 

inappropriate.  

DCW delivered two train the trainer sessions to library services staff at 

one Health Board with the objective of raising confidence to support 

others with digital skills and knowledge. It was originally intended that 

library staff would pass on their knowledge to hospital volunteers who 

could then in turn support non-medical staff across the health board, 

including domestic staff.  

The training consisted of two virtual training sessions delivered via 

Microsoft Teams with each one lasting an hour each. In total, 11 library 

services staff attended the training from across three hospital sites. 

Training sessions focused on health and wellbeing as well as online 

safety. Participants were introduced to a wide range of apps and website 

content such as Spotify and BBC Sounds.  

Feedback from one participant suggested that the train the trainer 

sessions had not been appropriate for them, on the basis that they were 

designed for staff who work in public libraries, rather than staff who work 

in hospital libraries which provide more specialist support to workforce 

staff who typically tend to engage in higher education or medical 

research. The main audience for hospital libraries are students on 

location and junior doctors who need to access e-journals, academic 

publications, and databases. These staff are typically highly digitally 

competent and do not require any support around digital inclusion.  
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Despite this, the training was regarded as being delivered by a very 

knowledgeable, excellent, and competent trainer, and participants had 

been made aware of some apps which they had not previously heard of. 

The interviewed participant had found the virtual training via Microsoft 

Teams to have worked well. They did not gain any new skills or 

knowledge which they thought they could share with others, primarily 

because the staff they support are digitally literate but also because the 

COVID-19 pandemic has restricted the contact they have with hospital 

volunteers to allow them to share any digital knowledge.     

 

Device and connectivity management 

7.12 Seven of the case study organisations had been involved in some way with 

DCW’s device and connectivity management workstream. In the case of 

the health boards, this had involved DCW loaning devices such as tablets, 

echo dots and virtual reality equipment to frontline staff in order to use with 

patients at home, with the objective of trying to maintain their independence 

at home for longer.  

In the case of one health board, occupational therapists working with 

dementia patients at home had found it valuable to be able to access 

DCW equipment to pilot with patients as some equipment was found to 

be more effective than others. This meant that the health board had not 

wasted resources on purchasing inappropriate equipment which did not 

meet the needs of patients. For instance, Echo Show equipment were 

found to be better for dementia patients than Echo Dots on the basis that 

they have larger visual screens which patients find easier to interact with. 

7.13 One third sector organisation had been able to access a very large number 

of devices through the DCW programme and reported positive outcomes 

for both staff and service users: 

Following an application process DCW provided 186 devices to one third 

sector housing association which provides accommodation for disabled 
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people and veterans through partner organisations. The housing 

association was able to specify the type of equipment they required so 

that it met the needs of service users as well as being appropriate to 

communicate with their support provider. The flexibility of the process 

was identified as a real strength: 

‘it was great to be able to get DCW’s input on what devices to use and 

then work with them to provide the kit that matched the needs of service 

users. This was far better than a one size fits all approach’. 

Wrap around support and training was provided by DCW to ensure that 

staff understood how the equipment worked and equip them with the 

confidence and skills to demonstrate with tenants. Several of the support 

providers have since worked directly with DCW to extent the training to 

other staff. One such provider has since employed a Digital Inclusion 

Worker who had focused on embedding good digital inclusion practice 

across the organisation. This has involved encouraging staff to study 

Learn My Way modules, appointing Digital Champions across the 

organisation and sharing digital knowhow with tenants.  

In terms of difference made, the housing association and its partner 

organisations have been able to keep in touch with tenants over the 

pandemic period and helped tenants to overcome issues of isolation and 

loneliness. This has been particularly important given that many have 

learning disabilities or face other physical or mental health challenges. 

Tenants have responded positively to the digital equipment and make 

extensive use of it to access support groups, keep in touch with friends 

and family and for personal hobbies such as listening to music. 

Given the extensive scale of this collaboration, the housing association 

has worked with DCW to capture feedback from tenants using an online 

survey.  

DCW has played a key role in supporting the housing association to build 

and maintain momentum around digital inclusion, particularly in terms of 

the way they now plan and deliver services. It is recognised that work to 
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upskill staff needs to continue as skill levels remain variable across the 

organisation and partner organisations. 

7.14 Feedback was gathered over the course of this evaluation about the 

piloting of one scheme which was delivered in partnership with BT, where 

hotspot vouchers were made available through DCW to vulnerable groups 

across Wales in order to improve digital connectivity. Feedback gathered 

about the pilot scheme is set out below: 

During the 2020 lockdown, BT made available 500 hotspot vouchers to 

DCW to dispense amongst vulnerable groups across Wales. The 

programme distributed the vouchers through organisations such as the 

Welsh Refugee Council, Ethnic Minorities and Youth Support Team 

(EYST) and Women Connect First.  

Feedback from one organisation involved in the scheme suggests that 

most of the vouchers provided to them were distributed and were 

regularly used by individuals. The organisation made available a plain 

English guide to individuals who were issued with a voucher and on 

occasions, had to work through an interpreter to ensure that an individual 

knew how to access the Wi-Fi. The ending of the scheme in May 2021 

was of concern to the organisation as the availability of the vouchers to 

some families and individuals was regarded as being ‘life-saving and 

suicide preventing’. As a result of being digitally connected via the 

vouchers, clients were able to keep in contact with family members and 

access fundamental services including mental health services, support 

workers and access to Universal Credit claims. One representative 

commented: 

‘I don’t think we’ll ever know the full extent of the impact of the BT 

vouchers, the far-reaching effect of the support accessed, particularly 

mental health support and the positive outcomes that this created,’ 

DCW delivery staff however reported that the overall use of the vouchers 

was fairly low and only some 50 vouchers were registered and used by 

individuals. The Wi-Fi hotspot coverage was found to be more limited 
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than expected, which might explain in part the low level of take up, and 

feedback from one organisation reinforced this as clients based in some 

areas were unable to make use of the voucher at home. However, other 

factors relating to need, awareness and skills were also thought to have 

bearing upon the limited level of take up. Delivery staff found it difficult to 

justify the limited scale of outcomes achieved in light of the relatively 

heavy administrative resources which the scheme had absorbed and 

suggested that less resource intensive methods could be explored in the 

future should a similar scheme be made available.  

Feedback from one organisation involved with the scheme suggested 

that it would have been helpful to have received feedback on how many 

and which individuals were making use of the vouchers so that they could 

explore and identify any barriers and where appropriate, provide further 

support to increase use or address any technical issues. 

7.15 One care home was interviewed as part of this study and whilst some 

caution needs to be adopted so as to not to over-generalise from their 

experiences, it nonetheless provides a good case study of how equipment 

made available via DCW has been put to use and made a positive 

difference to staff and residents:  

A privately owned residential care setting which caters for up to 60 

dementia residents was contacted by DCW at the outset of the 

pandemic, offering three iPads for use. The care home has used two of 

these, placing the third in a locked cabinet out of fear that it would ‘get 

lost’. It was easier to monitor the security of two iPads as they were 

dedicated to certain areas of the care home. The third iPad has since 

been returned to the project for use elsewhere.  

Both iPads have been used extensively by staff, for participating in 

Teams meetings and attending virtual staff training sessions, as well as 

by residents, who have been able to keep in touch with their families, 

attend virtual GP calls and use the kit for entertainment and personal 
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stimuli e.g. creative apps. They are highly valued across the care home 

by both staff and residents.  

Prior to engaging with DCW, the care home had no iPads but did make 

use of PCs and a smart phone, the latter was used for texting and what’s 

app messaging.  

Whilst DCW had offered to deliver training to staff on using the iPads, the 

care home declined preferring instead to ‘work it out ourselves. Our staff 

are pretty good and could use it without any help. We set them up 

ourselves … it was pretty straightforward really’. Staff were generally very 

confident to use the iPads and although none of them had attended any 

Teams meetings or training before, found it relatively easy to engage with 

this.  

At the start of 2021, online courses for social care staff became available 

and the iPads have been used extensively by staff to attend Care 

Inspectorate Wales (CIW) accredited training on topics such as 

safeguarding, professional boundaries, mental capacity, and medication. 

The training is mandatory and without being able to access provision 

using iPads the care home would have struggled to support staff to 

attend the sessions. Admittedly, they would have had to resort to buying 

the kit to enable staff to attend mandatory training (as otherwise the care 

home would have found itself in breach of CIW guidelines) but found that 

the timeliness of DCW’s offer was spot on: ‘they came at exactly the right 

time’.  

In terms of difference made to residents, two of them already had their 

own iPads but others did not. Staff made use of the iPads to connect 

residents and relatives. Dementia residents communicate very little 

verbally so facetime meetings tend to be visual rather than verbal i.e. it 

was reassuring for relatives to see that their relative was well during the 

pandemic.  
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Consultation where DCW has provided advice and support to 

organisations 

7.16 The three health boards and two local authorities who contributed to the 

evaluation had received advice and support from DCW. In each case, DCW 

had also supported the organisations with projects at the departmental 

level. Across the two local authorities, DCW had engaged with complex 

needs teams, independent living services, social services, adult services, 

community safety teams and library services, although engagement with 

library services over the pandemic period had been limited in both cases. 

Across the three health boards, the programme had engaged with a wide 

range of services including adult mental health occupational therapy teams, 

learning disability occupational therapy teams, dementia occupational 

therapy teams, patient advice and liaison service, cancer care, IT, estate 

and facilities as well as hospital library services.  

7.17 The feedback gathered suggests that DCW is starting to successfully 

engage with senior, strategic staff and influence organisational policy 

development in a very small number of health and social care 

organisations: this was the case in one of the local authorities and one 

health board who contributed to the evaluation.  

7.18 In one local authority the digital agenda is being championed by the Chief 

Executive Officer and DCW engages with the organisation at both a 

strategic planning level and at operational delivery level. DCW has played a 

role in advising the local authority on strategic issues, by contributing 

advice and feedback to the organisation as it updated its digital inclusion 

strategy recently. The programme has also been able to engage with and 

support the role of the local authority Digital Ambassador. This is a 

relatively new position created within the organisation with a remit of 

promoting and supporting digital inclusion across communities. A DCW 

advisor also contributes to the local authority’s Digital Inclusion 

Communities Board to identify opportunities and to provide advice to a 

wider network of local partners.  
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7.19 In another local authority, DCW has been unable to establish contact with 

the local authority Chief Digital Officer and despite attempting to make 

contact on several cases, the lack of engagement from this postholder is 

considered to hamper strategic level commitment to digital inclusion 

developments across the authority. The DCW advisor added that ‘if only we 

could get through to the CDO … they could really open doors for us’. A key 

problem remains in this case is that whilst good projects are taking place 

across the authority, it is often the case that one department is unaware of 

what others are doing in terms of digital inclusion and the approach is 

piecemeal. 

7.20 The same contrasting situation is also true for health boards. In one case, 

BCUHB, DCW has been able to establish links with key strategic 

individuals from across the health board and has been actively involved in 

the development of the health board’s digital strategy Our Digital Future24. 

DCW advised and supported the health board by reviewing and reshaping 

the strategy, particularly to ensure that it reflected upon public concern 

about people who were digitally excluded. DCW also supported the drafting 

of a plain English version of the strategy. The input from DCW was thought 

to have resulted in the publication of a document which takes a 

comprehensive approach to digital inclusion. Since its publication, DCW 

has continued to play a strategic advisory role across the health board and 

a DCW advisor attends the Digital Transformation Board meetings. 

7.21 The strategy also commits BCUHB to adopt the Digital Inclusion Charter 

and enrol as members of the DIAW. As yet, the health board has not joined 

the DIAW, and the feedback suggests that lack of time is the main factor for 

this.  

7.22 Across both other health board case studies, DCW has engaged with the 

organisations on a lateral basis, working with one department after another. 

In these cases DCW is contributing to momentum building across 

organisations and supporting a more evolving agenda. In such cases, DCW 

has been reliant upon departmental champions with an interest in digital 

                                                            
24 Digital Strategy - Betsi Cadwaladr University Health Board (nhs.wales)  

https://bcuhb.nhs.wales/about-us/governance-and-assurance/digital-strategy/
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issues and it has been important for the programme to use successful 

projects as demonstrator projects to other departments to achieve this 

‘snowball’ effect.  

7.23 There are numerous examples where DCW has worked effectively with 

individual departments across local authorities and health boards.  

Illustrative examples are set out below. In some cases, projects were only 

getting underway at the time of our fieldwork so it was too soon to capture 

the impact upon patients and service users.  

DCW has supported two occupational therapy teams across one health 

board who work with patients with mental health and learning disabilities 

respectively. Both teams had identified the potential of digital technology 

to support their work with clients and had sought to engage DCW to 

develop their capacity and skills around assistive digital technology. They 

recognised that their use of digital technology had been limited due to the 

lack of digital devices to use with patients, lack of funding to cover the 

costs of mobile data, lack of staff confidence and concerns about ‘getting 

it wrong’.  

Engagement with DCW commenced during the early stages of the 

pandemic to help address issues of isolation and loneliness experienced 

by patients with mental health and learning disability issues. Both teams 

accessed digital equipment, advice, and tailored training from the 

programme. Occupational therapy staff attended training which covered 

accessibility, online communication, using smart speakers to support 

independent living. They gained advice on the use of DCW equipment 

which staff could use and loan out to people in the community and 

supported the teams with practical considerations such as preparing draft 

loan agreements, discussing safety protocols, and securing good mobile 

data deals from providers.  

Feedback from staff on the training and support provided was excellent: 

‘DCW has been a godsend. I’ve learned so much from them’  
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‘The training is concise, flexible and fun. They are very approachable, 

and I can’t speak highly enough of them’. 

Both teams are now rolling out the support to patients across the health 

board region and are starting to use the equipment to demonstrate to 

patients how it can help them with their everyday lives although the 

project is still in its infancy. Staff will be supported by a dedicated Digital 

Inclusion Officer who will accompany them on initial patient visits.  

In terms of difference made, the teams believe that they have been able 

to deliver more tailored and effective support to patients in the 

community, they are more confident in demonstrating how patients can 

use digital technology and patients are benefiting from being able to live 

independently at home. Several examples were cited by staff where 

patients had benefited from engaging with digital technology. For 

instance, one patient who had been struggling with mental health and 

alcohol issues stopped drinking and saw an improvement to her mental 

health on being able to engage with other people, enjoy new hobbies and 

listen to music via the tablet provided.    

 

One local authority has identified the need to increase digital participation 

amongst supported adults with learning difficulties and appointed a 

project manager to identify staff skills gaps and opportunities across the 

complex needs team at the authority in order to realise this objective. The 

authority implemented their own digital skills audit of staff in order to 

gather a baseline position and were not aware of the availability of such a 

tool from DCW. They have yet to make available any training to their staff 

and their involvement with DCW to date has been fairly limited.  

At the time of the fieldwork, they were about to pilot the use of Virtual 

Reality (VR) headsets from the programme to use with service users at a 

day centre. In this case it was considered too early to identify the benefits 

of engaging with DCW although representatives from the authority 

thought that they would continue to engage with DCW in order to access 
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additional or different kit for using with service users, as this would help 

them prove the value of such technology prior to investing in it 

themselves. 

 

7.24 Most case study organisations reported that they were making greater use 

of digital methods to communicate with each other and to support service 

users via digital methods since the outbreak of the pandemic and in many 

cases, DCW training and support had helped them to achieve this. Two 

examples are set out below: 

One organisation which supports ethnic minority communities, refugees 

and asylum-seekers did not previously provide any formal, organised 

digital support for their service users. However, the pandemic highlighted 

the extent of the digital divide amongst its client group e.g. many families 

were unable to support the education of their children during the 

pandemic due to both language issues as well as lack of digital access, 

connectivity and skills. Engaging with DCW at this time was therefore a 

logical development for the organisation. Staff at the organisation 

accessed DCW training and felt better equipped to deliver support 

through Zoom sessions for clients as a result. Since COVID-19, many of 

its services have been continued by being made available in a digital 

way.  

The organisation plans to continue delivering services via a blended 

approach in the future. It is also considering how it can promote digital 

inclusion further amongst its client group by developing a digital inclusion 

strategy, creating a role for a digital inclusion officer and delivering digital 

inclusion support and services. The organisation is also keen to deliver 

digital literacy courses for their client group and see a role for DCW to 

support them with this development. 

 

One charity hospice organisation received a comprehensive package of 

support from DCW which has included accessing ten iPads on loan as 
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well as training for staff. The training has included a six-week introductory 

digital skills training for 18 members of staff and a Digital Companion 

course for managers to equip them to help people get on-line.  

The training has led to increased staff confidence and digital skills level. It 

has also benefited the organisation in terms of improved efficiency and 

reduced costs - previously, staff found it challenging to join online team 

meetings and colleagues spent a lot of time supporting them to do so. 

With increased confidence and skills, staff require less support to engage 

in digital meetings and training events. The organisation has observed 

reduced fuel and travel costs and more efficient use of time given that 

volunteers and staff can attend mandatory training (e.g. health and 

safety) online.  
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8. Conclusions and recommendations  

8.1 This chapter presents our conclusions and recommendations for the future. 

Our conclusions are structured into eight key themes.   

Conclusions  

Theme 1: there is a strong case for DCW to continue post 2022 

8.2 Levels of digital inclusion have improved in Wales, driven over the course 

of 2020 by the need for people to engage digitally with a broader range of 

services and tasks because of the pandemic. Yet, the fact that digital 

engagement levels continue to be lower in Wales than any other UK region 

implies that there is still a strong case for continued intervention. 

Furthermore, the pandemic has resulted in an acceleration of digital 

provision and services which has raised the bar in terms of the skills and 

confidence now required to be ‘digitally included’ which means that 

continued support for digitally excluded communities is justifiable.   

8.3 The policy and strategic context for DCW was supportive, even prior to the 

outbreak of the COVID-19 pandemic. This has been strengthened further 

over the course of 2020 and 2021 with the publications of the Welsh 

Government’s Digital Inclusion Forward Look and Digital Strategy for 

Wales. It is likely to be enhanced further by the forthcoming strategy for the 

health and social care sector and the work of the Chief Digital Officer for 

Health and Care. Recent policy commitments set out a greater focus on 

data poverty issues, those who are newly digitally excluded and equipping 

people with digital skills. DCW is currently well positioned to respond and 

help deliver these policy objectives around digital inclusion. 

8.4 A raft of other relevant digital developments across the health and social 

care sector are currently taking place and it will be crucial for DCW to 

establish itself as a key enabler and partner within these. DCW is well 

placed to play a pivotal role in supporting health and social care 

organisations to develop and implement their own digital inclusion 

strategies. DCW needs to ensure that its work programme can respond to 

help deliver emerging digital priorities set out within these digital inclusion 

strategies, including those set out within health board IMTPs.  
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Theme 2: DCW has made good progress to implement previous 

recommendations  

8.5 There has been a fundamental shift in the way DCW has gone about 

delivering its programme of work over the last year. Feedback suggests 

that there is stronger programme leadership in place; that it benefits from a 

more appropriate senior management structure and adopts better 

processes for capturing data and reporting information to the Welsh 

Government. A recent programme staff restructure appears to be 

appropriate and working well. The programme has done some excellent 

work to review DCW’s Theory of Change and better align staff resources 

against key priorities and intended outcomes.  

8.6 Programme KPIs have been reviewed and new indicators are more 

appropriate, in that they better reflect programme objectives, and are more 

achievable, than previous ones. New monitoring tools have been 

introduced but it is still early days to be able to offer any firm conclusions 

about their utility and value. A key test will be the extent to which monitoring 

tools will be consistently applied across the programme to capture 

comparable, useful data. 

8.7 In terms of performance, DCW is on track or exceeding its targets for three 

of its new KPIs. It is slightly behind performance for its fourth KPI, although 

there is an adequate number of organisations in the pipeline to suggest that 

this target will be achievable. The outcome data reported by the 

programme to date is encouraging, and the particularly high proportion of 

individuals trained who report positive changes is noteworthy. As was 

suggested in the first stage evaluation report, it continues to be the case 

that a lower proportion of individuals report to have a better understanding 

of how to use technology to improve and manage their health. This is 

possibly explained by the fact that DCW training is not solely focused on 

health and wellbeing matters so provision would not necessarily be 

expected to achieve these outcomes.  

Theme 3: Good progress has been made to implement the DIAW and there 

is greater clarity about its purpose and remit 
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8.8 Over the course of the year DIAW has made great strides to put in place 

appropriate governance arrangements, enlist interest and support from a 

wide membership as well as publish a digital inclusion agenda which 

members strongly support. There is a view that the strategy being set by 

the DIAW is appropriate and members have high expectations about the 

potential impact of the alliance. Having an appropriate structure and a fine-

tuned strategy means that the DIAW is now well positioned to inform future 

digital inclusion policies and practices in Wales.     

8.9 The DIAW would, however, benefit from securing a broader membership 

base specifically of representatives from organisations which support or 

represent Black, Asian and Minority Ethnic communities, Welsh language 

communities and the health and social care sector. Based on the lack of 

impact which the Charter has had upon member organisations, it would 

also be beneficial for the DIAW to review and address the lack of value 

attached by members to the Digital Inclusion Charter. 

8.10 A key consideration for the DIAW, and the Welsh Government more 

generally, is around its long-term sustainability, given that DCW funding is 

expected to end in June 2022 at present. There is significant scope for the 

DIAW to exist in its own right as an independent network of organisations 

interested in digital inclusion activity. It does not necessarily need to 

operate within the remit of a Welsh Government funded programme, 

although there are clear advantages of doing so as it can draw upon the 

programme’s established partnership working and delivery expertise. In the 

event of DCW ending, the DIAW could be hosted by a partner organisation, 

although being funded or resourced by a single organisation with its own 

agenda could compromise its independence. Any future network will 

require a small amount of ongoing funding to support administrative costs.  

Theme 4: Engagement with partner organisations has ramped up and 

lessons are being learnt about working more strategically across health and 

social care sectors  

8.11 Since spring 2021, DCW has been able to re-engage successfully with 

organisations, as they themselves become more accustomed to operating 
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within the restrictions associated with the pandemic. Engagement with third 

sector organisations has been particularly strong whilst private sector 

engagement is still challenging. There may be value in exploring whether 

DCW could reach private sector employees via other routes rather than 

through private sector employers e.g. by providing digital training through 

on-line trade union learning provision such as Wales TUC Learning 

Services.  

8.12 DCW has had more success over the past year in engaging at a strategic 

level with the health and social care sector via umbrella or member led 

organisations, although there are very few examples where the programme 

successfully engaged with individual health boards and local authorities on 

a strategic, organisational level. It would be worthwhile building upon 

sector-wide approaches, such as those taken with Social Care Wales and 

the Royal College of Midwifes, over the remaining duration of the 

programme not least because member based organisations can offer a 

pan-Wales reach but also because they provide a sustainable route for 

hosting provision and resources in the long-term. DCW should replicate 

these sector-wide approaches by working will HEIW (across health) and 

WLGA (across local authorities) as well as other sectors such as housing 

(via Community Housing Cymru) which would move away from a somewhat 

piecemeal approach of targeting individual organisations to a more 

strategic approach which would make effective use of programme 

resources.  

8.13 There are isolated cases where DCW now collaborates at a strategic level 

with health boards and local authorities. These cases are considered to be 

working well by both DCW programme staff and organisations and DCW’s 

input is making a valuable contribution to the development of organisation-

wide policies and practice. The fieldwork also suggests that DCW has 

secured greater engagement across the health sector over the last year 

despite the challenges associated with the pandemic, in that the 

programme is working with a greater number of services and departments 

across health boards and local authorities on a lateral basis, building 

momentum across organisations in a more evolving manner. There are 
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numerous examples where DCW is working effectively with individual 

departments and services to introduce new digital ways of working, be that 

in the way staff now work or in the way services are provided to patients 

and service users using digital methods.  

Theme 5: DCW is actively doing very interesting work to target and support 

Welsh speakers and Black, Asian and Minority Ethnic communities 

8.14 DCW’s experience of developing bespoke, culturally sensitive training 

content to better meet the needs of Welsh speakers is proving very 

effective. The approach has been extremely successful and should be 

flagged up as good practice in terms of efforts to help realise the Welsh 

Government’s Cymraeg 2050 strategy. There would be merit in sharing 

DCW’s experiences across other policy areas where Welsh Government 

fund training provision as it demonstrates that simply translating training 

materials from English to Welsh is not enough to meet the needs of this 

cohort.  

8.15 It is taking similar steps to develop bespoke and tailored provision for ethnic 

minority communities. It will be important that this element of work is 

prioritised and championed by the programme over its remaining delivery 

period.  

Theme 6: The loaning of kit and equipment in isolation without wrap-around 

support has been less effective 

8.16 A common message which has emerged from this round of fieldwork is that 

provision of digital equipment (devices) or connectivity (including Wi-Fi 

vouchers) in isolation isn’t particularly effective, despite there being several 

examples where such resources have been well received and utilised. 

Decisions to make available devices to care homes and unemployed 

people were taken during a period of emergency response and will no 

doubt have provided a crucial lifeline to some individuals. We appreciate 

that there was no time to pilot the concept at a small scale in the first 

instance prior to a national roll out. There are several lessons to be learnt 

from these approaches, not least the need for appropriate wrap around 

support when making digital resources available in the future. DCW is 
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already aware of this issue and is actively putting in place additional 

resources and support to stimulate greater use of devices across the care 

home sector. 

Theme 7: Feedback from supported organisations about the value of 

intervention to staff and participants is positive  

8.17 As would be expected, recent changes by DCW to deliver a more 

consistent package of support to organisations was not reflected in the 

feedback gathered during this stage of the evaluation but should be evident 

in future fieldwork. The changes introduced appear appropriate and will 

ensure greater consistency in terms of the offer as well as provide more 

consistent baseline data e.g. via the use of a single digital skills audit tool.  

8.18 Virtual training has accounted for an important share of DCW provision 

over the last 12 months of delivery. DCW’s approach to virtual training is 

becoming more strategic and smarter, and over its remaining duration the 

programme would benefit from focusing on training which can be sustained 

in some form for the future. Feedback on the quality, value and benefit of 

training made available continues to be excellent and this is supported by 

project level monitoring data. Case study organisations provided ample 

evidence that the training received is helping to improve the digital skills, 

enhance knowledge and increase confidence of staff. Case study 

organisations also provided good evidence that trained staff share and 

apply these new digital skills with colleagues and service users. Feedback, 

primarily from front-line staff, suggests that the application of new digital 

skills amongst service users is helping to reduce levels of loneliness and 

social isolation, improve mental health and help individuals feel that they 

belong to communities of interest.  

8.19 Where devices have been loaned to case study organisations as part of a 

wider support package via DCW, the feedback suggests that resources 

have been positively received and are contributing to the generation of 

positive digital outcomes for staff and service users. Service users who 

have used digital equipment were thought to gain similar positive outcomes 

to those set out above. The equipment has played a vital role in allowing 
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service users to maintain virtual contact with staff during the pandemic 

period as well as maintain contact with friends/families and maintain or 

develop new hobbies and interests. The programme has also played a key 

role in introducing staff and service users to innovative devices, such as 

virtual reality equipment, and the feedback suggests that DCW is effective 

in helping to keep staff abreast of new and emerging technology. 

Theme 8: Other future priorities  

8.20 Over the coming months, the programme needs to be realistic about what 

is achievable across the health and social care sector given that staff will 

become increasingly time restricted due to winter health pressures. The 

programme should prioritise its strategic work to embed digital inclusion 

into health boards’ IMTPs and digital strategies, building upon the good 

practice established with BCUHB, by identifying a small number of other 

health boards which it can expect to progress over the remaining delivery 

period.   

8.21 The Welsh Government should continue to play a key role in enabling DCW 

to engage with, and support the implementation of, important developments 

across the health and social care sector. The Welsh Government is well 

positioned to ensure that digital inclusion is prioritised by the health and 

social care sector which will, in turn, provide the much needed ‘open door’ 

for DCW to engage with the sector. 

8.22 Over its remaining delivery period, a key priority for DCW will be to explore 

how it can return to provide some face-to-face training provision in settings 

where participants feel safe to engage, possibly targeting smaller groups of 

participants. There is a strong case for DCW to make available continued 

virtual training, as the feedback on such provision has been positive. It 

would therefore be worthwhile exploring a blended training model for the 

remaining period of delivery. It will also be important for DCW to develop 

and host virtual training materials which can be sustained post programme 

funding, identifying opportunities for recording webinars and hosting 

training resources on partner organisation websites.  
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Recommendations  

8.23 We set out below nine recommendations for the Welsh Government to 

consider for the future of the DCW programme: 

1 The Welsh Government should consider extending the DCW 

programme post 2022, as there is strong justification for doing so 

in terms of need and programme performance to date. 

2 The Welsh Government needs to ensure that DCW is well 

positioned and enabled at a strategic level to support the 

implementation of future digital strategies such as those set out 

by health boards within their IMTPs; as well as the future work 

programme set out by the Chief Digital Officer for Health and 

Care. Similarly the Welsh Government needs to ensure that 

DCW actively engages with the digital priorities set out within the 

Money and Pensions Service Strategy. 

3 The DIAW would benefit from focusing upon and achieving a 

small number of key priorities over the remaining funding period 

to demonstrate its value and make a tangible difference. It would 

also benefit from securing representation from organisations 

which are currently under-represented from across health, Welsh 

language, and Black, Asian and Minority Ethnic Communities.   

4 In the case of the DCW programme not being funded post 2022, 

there is an immediate need to consider the longer-term 

sustainability of the DIAW. Regardless of this matter, the DIAW 

needs to explore how it could sustain its work on an on-going 

basis in the future. 

5 DCW needs to prioritise and reflect upon how it can better 

engage with the private sector, exploring other approaches 

where possible e.g. via trade unions to reach private sector 

employees. 

6 DCW should build upon its successful sector-wide approach to 

working across the health and social care sector, by mapping out 

and approaching national umbrella and membership 
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organisations it could engage with, including across other sectors 

where appropriate. 

7 DCW should continue to develop and deliver its bespoke 

solutions for Welsh language audiences and prioritise its 

approach to engaging Black, Asian and Minority Ethnic 

Communities over its remaining period of delivery. 

8 DCW should reflect on the lessons learnt from its approach to 

loaning equipment during the pandemic and in future, make 

available digital equipment only as part of a wider package of 

support to organisations and individuals rather than in isolation. 

9 DCW needs to consider how it can offer a blended programme of 

digital training provision over its remaining period of delivery, 

looking where possible to produce virtual resources which can be 

sustained post programme funding by partner organisations.  
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Annex A: Research instruments  

This document sets out five qualitative discussion guides and a web survey for the 

primary research phase of the interim and outcome evaluation of Digital 

Communities Wales.  

 

Topic guide 1: Wales Co-operative Centre and Delivery 

Partners   

A: Background and introduction 

Tell me about your role within DCW / any changes to your role since we last spoke 
[in July/August 2020]?  

B: Aims and remit  

What changes, if any, have been made to the DCW programme remit and priorities 
since September 2020?  

What impact has the COVID-19 pandemic had upon the programme since 
September 2020?  

 What impact, if any, is it having upon the profile of organisations and 
participants engaging with DCW?    

 What impact, if any, is it having upon support and provision?   

 How well, or otherwise, do you think the programme has been able to 
respond to the challenges posed by the pandemic? 

How, if at all, have recently published policy and strategic documents influenced the 
DCW programme? Ask about:  

 Welsh Government’s Digital Inclusion Forward Look 25  

 Digital Strategy for Wales26 

 Moving from inclusion to resilience – an agenda for digital inclusion in 
Wales27,28 

                                                            
25 Digital inclusion forward look: towards a digitally confident Wales  

26 Digital strategy for Wales  

27 Moving from inclusion to resilience – an agenda for digital inclusion in Wales (Digital Communities 

Wales)  
28 Digital Inclusion Alliance Wales (gov.wales) 

https://gov.wales/digital-inclusion-forward-look-towards-digitally-confident-wales#content
https://gov.wales/digital-strategy-wales-html#section-66651
https://www.digitalcommunities.gov.wales/blog/moving-from-inclusion-to-resilience-an-agenda-for-digital-inclusion-in-wales/
https://www.digitalcommunities.gov.wales/blog/moving-from-inclusion-to-resilience-an-agenda-for-digital-inclusion-in-wales/
https://www.digitalcommunities.gov.wales/digital-inclusion-alliance-wales/
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In what way have the findings and recommendations of the theory of change and 
process evaluation report been taken on board by the programme? 

 What would you identify as the main changes/considerations which have 
informed the current DCW ToC model (developed by the project 
recently)?  

C: Implementation  

What changes, if any, have been made to the delivery model put in place by Wales 
Co-operative Centre and its two delivery partners to deliver DCW since 
September 2020?  

 How effective are these changes?  

 How, if at all, could the delivery model be further improved? 

What are your views on the current level of staff resources and expertise put in 
place by WCC and its delivery partners? 

 What are the strengths and weaknesses of the staffing structure? 

 Are there any gaps in terms of expertise?   

D. Promotion and communication  

How has demand for DCW changed since September 2020?  

 Amongst partner organisations? 

 Amongst participants and volunteers?  

How well, or otherwise, does the programme engage with the four target groups of 
beneficiaries29? 

 What works well and what could be done differently to better engage with 
any of these groups? 

How well, or otherwise, does the programme engage with partner organisations, 
including health boards?  

 What works well and what could be done differently to better engage with 
any of these groups? 

                                                            

1.1 29 older people aged 50+; working age economically inactive and 

unemployed; disabled people and social housing tenants  
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How effective have DCW’s communications and marketing activities been since 
September 2020?  

 How could communications and marketing be improved at all?  

E. Provisions to partner organisations    

What are your views on the support and advice provided to organisations? 

 What has been the nature of this support and advice? 

 How effective is the newly introduced essential digital skills survey? 

 What has gone well? 

 What challenges have been encountered? 

What are your views on the training provided to organisations (and/or to 
participants)? 

 What has been the nature of this training?  

 What’s gone well? 

 What challenges have been encountered? 

What are your views on the appropriateness, quality and effectiveness of other 
workstreams / initiatives delivered by WCC and its delivery partners since 
September 2020?  

Ask about: 

 Digital Consultation Plans (developed for organisations) 

 Loaning kit/equipment to organisations  

 Kits for care homes 

 The Digital Companions volunteer programme 

 The Digital Champions volunteer programme  

 Learn My way courses  

 The Digital Inclusion Pathfinder Projects 

How well received are these various initiatives by target organisations? 

 Ask about level of engagement by type of organisation (public, private and 
third sector) 

 Ask about engagement and views of volunteers and participants 
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F. Digital Inclusion Alliance  

What progress has been made by the DIA? 

 What have been its main achievements?   

 What do you hope it will achieve?  

What are your views about the effectiveness of the DIA? 

 How appropriate is its structure (Membership Network and Steering Group) 
and membership? 

 What difference is it making to members and to the wider digital inclusion 
agenda? 

 What should be its priorities over the remaining period of the programme? 

G. Difference made  

What evidence do you have that DCW is making a difference to health organisations 
embedding and implementing digital inclusion practices and policies?  

 Probe for examples where this is happening effectively 

 What factors enable digital inclusion to be embedded into the planning and 
delivery of partner organisations?  

 What challenges have been faced in embedding digital inclusion into the 
planning and delivery of partner organisations?  

What evidence do you have of the difference that DCW is making to improving 
digital literacy skills and competency across health and care providers’ 
workforce?  

 Probe for examples where this is happening effectively  

 What factors enable improved digital literacy and skills across these 
settings?  

 What barriers restrict improved digital literacy and skills across these 
settings? 

What evidence do you have of the difference that DCW is making to improving 
digital connectivity at care home providers?  

What evidence do you have of the difference that DCW is making to participants’: 

 Digital skills which are relevant to their work and lives  

 Health and wellbeing  

 Levels of loneliness and social isolation?  
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H. Monitoring and management  

What changes, if any, have been made to the nature and quality of data being 
captured and reported by DCW? 

 What are your views about the recently introduced questionnaires/surveys 
for capturing participant and organisation feedback?  

 What further improvements, if any, should be made to programme data 
capturing and monitoring processes?  

What changes, if any have been made to the way the DCW programme is being 
managed (by WG and WCC)?  

 What works well? 

 What could be improved? 

I. Performance to date   

What are your views about the appropriateness of the revised set of KPIs and 
outcomes adopted for DCW? 

What are your views about how well DCW is performing against its KPIs and 
outcomes? 

 Which KPIs/outcomes are being achieved or exceeded? What has enabled 
this strong performance? 

 Which KPIs/outcomes are not being met? What factors account for this? 
Why are these KPIs/outcomes not being met? What needs to change to 
allow the project to meet these KPIs/outcomes?  

Is DCW on track in terms of expenditure? What accounts for any under or 
overspends? 

 

J. The future   

What have been the key lessons learned since September 2020? 

What should be DCW’s priorities over its remaining delivery period? 
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Topic guide 2: Welsh Government officials  

Some WG staff will have a more detailed knowledge of DCW than others and those 
questions which are set out in red font should be asked for these, but not of others 
who have had less involvement with the programme.   

A: Background and introduction 

Tell me about your role/ any changes to your role since we last spoke [in 
July/August 2020]?  

 [As appropriate] In what way are you involved with DCW?  

B: Aims and remit  

[For those not interviewed last time] What do you understand to be the aims and 
objectives of DCW?  

[For those not interviewed last time] What key issues do you expect DCW to tackle? 
What difference do you expect DCW to make in tackling these key issues? 

What changes, if any, have been made to the DCW programme remit and priorities 
since September 2020?  

What impact has the COVID-19 pandemic had upon the programme since 
September 2020?  

 What impact, if any, is it having upon the profile of organisations and 
participants engaging with DCW?    

 What impact, if any, is it having upon support and provisions?   

 How well, or otherwise, do you think the programme has been able to 
respond to the challenges posed by the pandemic? 

[For those not interviewed last time] What are the key policy drivers for DCW? 

How, if at all, have recently published policy and strategic documents influenced the 
DCW programme? Ask about:  

 Welsh Government’s Digital Inclusion Forward Look 30  

 Digital Strategy for Wales31 

                                                            
30 Digital inclusion forward look: towards a digitally confident Wales  

31 Digital strategy for Wales 

https://gov.wales/digital-inclusion-forward-look-towards-digitally-confident-wales#content
https://gov.wales/digital-strategy-wales-html#section-66651
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 Moving from inclusion to resilience – an agenda for digital inclusion in 
Wales32,33 

In what way have the findings and recommendations of the theory of change and 
process evaluation report been taken on board by the programme? 

 What would you identify as the main changes/considerations which have 
informed the current DCW ToC model (developed by the project 
recently)?  

C: Implementation  

What changes, if any, have been made to the delivery model put in place by Wales 
Co-operative Centre and its two delivery partners to deliver DCW since 
September 2020?  

 How effective are these changes?  

 How, if at all, could the delivery model be further improved? 

What are your views on the current level of staff resources and expertise put in 
place by WCC and its delivery partners? 

 What are the strengths and weaknesses of the staffing structure? 

 Are there any gaps in terms of expertise?   

D. Promotion and communication  

How has demand for DCW changed since September 2020?  

 In terms of volume and the nature of demand? 

 Amongst partner organisations? 

 Amongst participants and volunteers?  

How well, or otherwise, does the programme engage with the four target groups of 
beneficiaries34? 

 What works well and what could be done differently to better engage with 
any of these groups? 

How well, or otherwise, does the programme engage with partner organisations, 
including health boards?  

                                                            
32 Moving from inclusion to resilience – an agenda for digital inclusion in Wales  (Digital Communities 

for Wales)  
33 Digital Inclusion Alliance Wales (gov.wales) 

34 older people aged 50+; working age economically inactive and unemployed; disabled people and 

social housing tenants 

https://www.digitalcommunities.gov.wales/blog/moving-from-inclusion-to-resilience-an-agenda-for-digital-inclusion-in-wales/
https://www.digitalcommunities.gov.wales/blog/moving-from-inclusion-to-resilience-an-agenda-for-digital-inclusion-in-wales/
https://www.digitalcommunities.gov.wales/digital-inclusion-alliance-wales/
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 What works well and what could be done differently to better engage with 
any of these groups? 

How effective have DCW communications and marketing activities been since 
September 2020?  

 How could communications and marketing be improved at all?  

E. Provisions to partner organisations    

What are your views about the provision which DCW makes available to 
organisations?  

What are your views on the support and advice provided to organisations? 

 What has been the nature of this support and advice? 

 How effective is the newly introduced essential digital skills survey? 

 What has gone well? 

 What challenges have been encountered? 

What are your views on the training provided to organisations (and/or to 
participants)? 

 What has been the nature of this training?  

 What’s gone well? 

 What challenges have been encountered? 

What are your views on the appropriateness, quality and effectiveness of other 
workstreams / initiatives delivered by WCC and its delivery partners since 
September 2020?  

Ask about: 

 Digital Consultation Plans (developed for organisations) 

 Loaning kit/equipment to organisations  

 Kits for care homes 

 The Digital Companions volunteer programme 

 The Digital Champions volunteer programme  

 Learn My way courses  

 The Digital Inclusion Pathfinder Projects 

How well received are these various initiatives by target organisations? 

 Ask about level of engagement by type of organisation (public, private and 
third sector) 
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 Ask about engagement and views of volunteers and participants 

F. Digital Inclusion Alliance  

What progress has been made by the DIA? 

 What have been its main achievements?   

 What do you hope it will achieve?  

What are your views about the effectiveness of the DIA? 

 How appropriate is its structure (Membership Network and Steering Group) 
and membership? 

 What difference is it making to members and to the wider digital inclusion 
agenda? 

 What should be its priorities over the remaining period of the programme? 

G. Difference made  

What evidence do you have that DCW is making a difference to health organisations 
embedding and implementing digital inclusion practices and policies?  

 Probe for examples where this is happening effectively 

 What factors enable digital inclusion to be embedded into the planning and 
delivery of partner organisations?  

 What challenges have been faced in embedding digital inclusion into the 
planning and delivery of partner organisations?  

 

What evidence do you have of the difference that DCW is making to improving 
digital literacy skills and competency across health and care providers’ 
workforce?  

 Probe for examples where this is happening effectively  

 What factors enable improved digital literacy and skills across these 
settings? 

 What barriers restrict improved digital literacy and skills across these 
settings?  

What evidence do you have of the difference that DCW is making to improving 
digital connectivity at care home providers?  

What evidence do you have of the difference that DCW is making to participants’: 

 Digital skills which are relevant to their work and lives  

 Health and wellbeing  
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 Levels of loneliness and social isolation?  

H. Monitoring and management  

What changes, if any, have been made to the nature and quality of data being 
captured and reported by DCW? 

 What are your views about the recently introduced questionnaires/surveys 
for capturing participant and organisation feedback?  

 What further improvements, if any, should be made to programme data 
capturing and monitoring processes?  

What changes, if any have been made to the way the DCW programme is being 
managed (by WG and WCC)?  

 What works well? 

 What could be improved? 

I. Performance to date   

What are your views about the appropriateness of the revised set of KPIs and 
outcomes adopted for DCW? 

What are your views about how well DCW is performing against its KIPs and 
outcomes? 

 Which KPIs/outcomes are being achieved or exceeded? What has enabled 
this strong performance? 

 Which KPIs/outcomes are not being met? What factors account for this? 
Why are these KPIs/outcomes not being met? What needs to change to 
allow the project to meet these KPIs/outcomes?  

Is DCW on track in terms of expenditure? What accounts for any under or 
overspends? 

 

J. The future   

What have been the key lessons learned since September 2020? 

What should be DCW’s priorities over its remaining delivery period? 
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Topic guide 3: Case study – representatives from partner 

organisations  

A: Background and introduction 

Tell me about 

 Your role / any changes to your role since we last spoke 

 [As required] Your organisation 

 Your involvement with DCW [over the last year or so] 

 

Tell me about  

 Your organisation’s approach and objectives in relation to digital inclusion, 
and how this has progressed/changed over time   

 The extent to which digital inclusion is embedded across the organisation 
(e.g. in corporate plans, responsibility at senior/board level) 

 Whether your organisation has a digital strategy, and how this is being 
implemented  

 Who is responsible for digital inclusion within the organisation?  

B: Getting involved with DCW 

[As appropriate] Why did your organisation get involved with DCW? 

 Was your organisation involved in any predecessor digital inclusion 
initiatives?  

 How did your organisation get to hear about / get involved with DCW? 

 What issues or priorities, if any, did you hope DCW would help your 
organisation address? 

 In what way did you expect DCW to help you tackle these issues/priorities? 

How are potential recipients (such as end-users, volunteers and staff from your 
organisation) made aware of the programme? 

 How effective is this approach? 

 What are the strengths of the approach taken? 

 How could the approach be improved? 

What is the profile of participants who engage with DCW activities at your 
organisation?  
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 What works well and what could be done differently to better engage with 
the four key target groups of the programme ( older people aged 50+; 
working age economically inactive and unemployed; disabled people and 
social housing tenants)?  

What are your views on DCW’s communication and promotional activities to target 
organisations and end users?   

 What would you identify as strengths? 

 What could be improved or changed?  

C: Services accessed   

Has your organisation accessed any support and advice from DCW [over the last 
year]? 

 What has been the nature of this support and advice? 

 Did you participate in an essential digital skills survey? If so, how useful 
was this? 

 What issues was the organisation trying to address?  

 How has it been delivered? 

 What has gone well? 

 What challenges have been encountered?  

Have you accessed any training provision via DCW [over the last year]? 

 What has been the nature of this training? 

 Who has been involved in the training? 

 What has gone well?  

 In what way has any learning been rolled out across the organisation? 

[Where relevant] What are your views on the quality and relevance of the training 
accessed via the DCW programme? 

 What could have been improved? 

What involvement, if any, have you had with the following workstreams / initiatives 
delivered by WCC and its delivery partners as part of DCW [over the last year]?  

Ask about the following initiatives and in each case, ask about the nature of their 
involvement as well as the strengths/weaknesses of each: 

 Digital Consultation Plans (developed for organisations) 

 Loaning kit/equipment to organisations  

 Kits for care homes 
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 The Digital Companions volunteer programme 

 The Digital Champions volunteer programme Learn My way courses  

 The Digital Inclusion Pathfinder Projects 

In what way has your involvement with DCW changed over the course of the Covid-
19 pandemic?  

 What additional activities has the programme made available to your 
organisation since the outbreak? 

 What activities have been put on hold? 

 How well, or otherwise, do you think the programme has been able to 
support your organisation to respond to the challenges posed by the 
pandemic? 

D. Digital Inclusion Alliance  

Has your organisation had any involvement with the Digital Inclusion Alliance? If so, 

 What has been your organisation’s involvement with this? 

 What do you understand to be the purpose of the DIA? 

 What are your views about what the DIA has achieved?  

 In what way does your organisation benefit from being involved with the 
DIA? 

 Has your organisation adopted the DIA Charter, and if so, what difference 
is this making? 

 What should be the DIA’s priorities for the future?  

E. Difference made  

What difference, if any, has your involvement with DCW had upon your 
organisation?   

 What difference has it had to the way your organisation plans services 
(including any digital inclusion strategies and approaches)? 

 What difference has it had on the services delivered by your organisation? 

 What difference has it had to the way digital inclusion is embedded across 
the organisation?  

 What difference has it had on who is involved with digital inclusion planning 
and delivery within the organisation?  

 What factors have enabled or restricted greater digital inclusion planning 
and delivery within the organisation?  



  

85 
 

What difference, if any, has your involvement with DCW made to improving digital 
literacy skills and competency across your workforce?  

 What factors have enabled improved digital literacy and skills across your 
organisation?  

 What barriers have restricted improved digital literacy and skills across your 
organisation? 

[Care home providers only] What difference, if any, has your involvement with DCW 
made to improving digital connectivity at your care home?  

What difference, if any, has your involvement with DCW made to participants’: 

 Digital skills which are relevant to their work and lives  

 Health and wellbeing  

 Levels of loneliness and social isolation?  

F. Monitoring and management  

What are your views about the data your organisation is required to capture and 
report to WCC as part of the DCW programme?  

 Have you completed any pre and post intervention questionnaires? 

 How easy or otherwise are these to complete?  

G. The future   

In what way do you anticipate being engaged with DCW over the remaining 
programme period? 

 What support/training is your organisation likely to require?  

What are the main learning points to emerge from DCW to date that need to be 
taken on board by the programme over its remaining delivery period? 
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Topic guide 4: Case study – representative from DCW  

A: Background and introduction 

Tell me about 

 Your role and how you have been involved with the case study organisation 

B: Services provided   

In what way have you supported and advised the case study organisation?  

 What has been the nature of any support and advice? 

 Did the organisation participate in an essential digital skills survey? 

 What issues was the organisation trying to address?  

 How has it been delivered? 

 What has gone well? 

 What challenges have been encountered?  

What training provision has been made available to the case study organisation?  

 What has been the nature of this training? 

 Who has been involved in the training? 

 What has gone well?  

 In what way has any learning been rolled out across the organisation? 

What involvement, if any, has the case study organisation had with the following 
workstreams / initiatives delivered by DCW? 

Ask about the following initiatives and in each case, ask about the nature of their 
involvement as well as the strengths/weaknesses of each: 

 Digital Consultation Plans (developed for organisations) 

 Loaning kit/equipment to organisations  

 Kits for care homes 

 The Digital Companions volunteer programme 

 The Digital Champions volunteer programme  

 Learn My way courses  

 The Digital Inclusion Pathfinder Projects 
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C. Difference made  

What difference has DCW had upon the case study organisation?   

 What difference has it had to the way the organisation plans services 
(including any digital inclusion strategies and approaches)? 

 What difference has it had on the services delivered by the organisation? 

 What difference has it had to the way digital inclusion is embedded across 
the organisation?  

 What difference has it had on who is involved with digital inclusion planning 
and delivery within the organisation?  

What difference, if any, has DCW made to improving digital literacy skills and 
competency across the workforce?  

 What factors have enabled improved digital literacy and skills across the 
workforce?  

 What barriers have restricted improved digital literacy and skills across the 
workforce? 

[Care home providers only] What difference, if any, has DCW made to improving 
digital connectivity at the care home?  

What difference, if any, has DCW made to participants’: 

 Digital skills which are relevant to their work and lives  

 Health and wellbeing  

 Levels of loneliness and social isolation?  

D. The future   

What further support or training is the case study organisation likely to require from 
DCW?   
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Topic guide 5: Case study – volunteers and participants  

A: Background and introduction 

Tell me about 

 Yourself (work, interests, family, whether participant falls into one of the four 
target groups –older people aged 50+; working age economically inactive 
and unemployed; disabled people and social housing tenants)  

 How you’ve been involved with case study organisation (how long for, 
reason for engaging with them etc)  

 Your previous involvement with digital activity (e.g. what IT did you use/were 
you familiar with, for what purposes did you use IT/digital equipment, any 
previous volunteering work)  

B: Getting involved with DCW 

Why did you get involved with the DCW programme? [provide clarity about what this 
might have entailed e.g. digital sessions, training etc and use this terminology 
throughout]  

 What were you hoping to achieve from the programme [as a 
participant/volunteer]?  

 How did get to hear about the programme/opportunity?  

C: Services accessed   

In what way have you been involved with the DCW programme?  

 What has been the nature of any support and advice accessed/shared? 

 What has been the nature of any training accessed/shared?  

 Ask about duration, mode (virtually/face-to-face), who delivered it 
(organisation or DCW team), what equipment was used etc  

 

What have you gained/learnt from your involvement with the DCW programme?  

 What new skills or knowledge have you gained/shared?  

 {Participants} Have you since used these new skills or knowledge in any 
way?  

 {Participants} What qualifications have you achieved?  

 Have you shared any new skills or knowledge with others? 
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What are your views on the quality and relevance of any support and training 
accessed? 

 What are your views on the quality and knowledge of the advisor/trainer?  

 What has gone well? 

 What could have been improved? 

D. Difference made  

[For participants] What difference, if any, has your involvement with the programme 
made to you?  Ask about any difference to: 

 Digital skills which are relevant to your work and life:  

o What new skills have you learnt?  

o How are you applying these new skills in your work and everyday 
lives?   

 Your health and wellbeing:  

o In what way has your involvement with the programme helped to 
access health and wellbeing services digitally?  

o or helped you to better manage your health using technology?  

 Your feelings of loneliness and social isolation:  

o In what way has your involvement with the programme helped you 
to connect with friends and family using technology?  

 

[For volunteers] In what way have you benefited from being involved as a volunteer 
on the programme?  

[For volunteers] What difference has the programme made, if any, to participants 
whom you’ve been supporting/working with? Ask about differences to digital 
skills, health and wellbeing and loneliness/social isolation  

E. The future   

In what way do you anticipate being engaged with the programme in the future? 

 [Participants] What further support/training would you like to receive? In 
what way would that support or training help you in the future?  

 [Volunteers] Do you intend to continue volunteering with the programme 
in the future? If so, in what way? 
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Web survey: DIAW members   

  

 The Welsh Government has commissioned OB3 Research to evaluate Digital 
Communities Wales: Digital Confidence, Health and Well-being. As part of this 
evaluation, we wish to gain feedback from members of Digital Inclusion Alliance 
Wales (DIAW) and would be grateful if you could please take a few minutes to 
answer some questions about this aspect of the programme.  
 
Further information about the study together with a Privacy Notice is available 
here: ob3research.co.uk/privacy-notice-dcw-survey-dia. 
 

 A hoffech gwblhau'r holiadur yma yn: 
 
Would you like to complete this questionnaire in: 
 

   English  

   y Gymraeg 

 

 

 Which of the following sectors do you represent or work 
within? 
 

   Public sector 

   Private sector 

   Third sector 

   Academic sector 

   Other 

  
Please note this other sector: 

 ____________________________________________________________ 

 

 In what way are you involved with the DIAW? 
 

   A member of the DIAW Network 

   A member of the Steering Group 

   Don't know 

 

 

 How frequently have you attended quarterly meetings? 
 

  All   Most  Some  None  

 DIAW Network meetings             

 Steering Group meetings             
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 What did you (or your organisation) hope to gain from being a 
member of the DIAW? 
 

 ____________________________________________________________

____________________________________________________________

____________________________________________________________ 

 

 

 What, if anything, do you (or your organisation) find useful 
about being a member of the DIAW? 
 

   Gaining access to examples of digital inclusion best practice  

   Developing/maintaining contacts across Wales  

   Engaging in debates about digital inclusion issues 

   Other 

  
Please note other elements of the DIAW that you find useful: 

 

 ____________________________________________________________

____________________________________________________________ 

 

 

 Organisations who are members of the DIAW are required to 
adopt the Digital Communities Wales' Digital Inclusion Charter. 
 
Has your organisation adopted this charter? 
 

   Yes 

   Not yet, we're working on it 

   No, we are yet to start work on it 

   Don't know 

 

 What difference, if anything, has adopting the charter made to 
your organisation? 
 

 ____________________________________________________________

____________________________________________________________ 

 

 

 The DIAW has identified five priority areas to ensure that 
everyone in Wales can access and benefit from digital 
technology. 
 
What difference do you expect these priorities will have upon 
digital exclusion in Wales?  
 

  Significan
t 

difference 

 Some 
difference 

 No 
particular 
difference 

 No 
difference 

at all 

 Don't 
know 

 

 Embedding digital 
inclusion across all 
sectors 
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 Mainstreaming digital 
inclusion in health and 
social care 

               

 Addressing data poverty                

 Prioritising digital skills in 
the post-Covid economy 

               

 Setting a new minimum 
digital living standard 

               

 

 In what way do you expect your own organisation to contribute 
to any of these five priority areas? 
 

 ____________________________________________________________

____________________________________________________________

____________________________________________________________ 

 

 

 What would you identify as the DIAW's main achievement(s) to 
date? 
 

 ____________________________________________________________

____________________________________________________________

____________________________________________________________ 

 

 In what way, if any, could the DIAW be improved or delivered 
differently? 
 

 ____________________________________________________________

____________________________________________________________

____________________________________________________________

___________________________________________________________ 

 

 

 What would you identify as the future priorities for the DIAW? 

 ____________________________________________________________

____________________________________________________________

____________________________________________________________

___________________________________________________________ 
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