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Introduction 
  
We are the Digital Inclusion Team from Customer Access and Digital Services 
with Cornwall Council. 
 
We are able to draw upon years of experience in helping people overcome their 
barriers in starting to use a computer device and giving them the confidence 
and knowledge to be digitally included. 
 
Regular contact with Digital Inclusion Officers to support Digital Champions and 
to help in any we can by training them to a certain level so they are confident 
using a device themselves and having the knowledge to inspire other people to 
get online.  
 
Contact details:- 
 
Digital Inclusion Team 
 
Email:- digitalinclusion@cornwall.gov.uk 
Telephone:- 01872 272702 

 
Facebook:- https://www.facebook.com/letsgetdigitalcornwall/ 
 
 

 
 
 
 
 
 
 
 
 
 
 
 

mailto:digitalinclusion@cornwall.gov.uk
https://www.facebook.com/letsgetdigitalcornwall/
https://www.facebook.com/letsgetdigitalcornwall/
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What is a Digital Champion?  
 
Digital Champions have a crucial role in providing support to help people get 
online and develop their digital skills. 
 
Whether it’s saving money, looking for work, staying healthy, keeping in touch, 
or accessing key services, digital skills can help people make the most of day to 
day life.  But there are still 69,000 people in Cornwall who don’t have basic 
digital skills. 
 
A Digital Champion is someone who inspires friends, family, colleagues, 
customers or people in their community to enjoy all the benefits that being 
online can bring.   
 
The skills, knowledge, qualities and approach that each individual brings as a 
Digital Champion will be unique and varied.  Some learners have no skills and 
others have low level skills and need to develop specific ones. 
 
A Digital Champion will have basic digital skills themselves, and enthusiasm for 
the internet and technology.  They need to be patient, good listeners, happy to 
chat to people they don’t know, and be good at explaining things in simple 
terms. 
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You don’t have to be an IT whizz to be a Digital Champion – you just need a bit of spare 
time and enthusiasm to support others to experience the many benefits of the 
internet and digital technology. It’s a great way of making a real difference to other 
people. 

 

 

As a Digital Champion volunteering or working for an organisation in your local 

community we can help you by 

• Giving you access to free training, resources and an online community of Digital 

Champions countywide 

 

• Providing you with a named Digital Inclusion Officer at Cornwall Council who 

can offer ongoing help 
 

A Digital Champion is   

• Able to use computers, search the internet and use e-mail confidently 

• Enthusiastic about the positive effect that technology can have on someone’s 

life 

• Sociable and personable 

• Patient 

• Understanding of people’s motivations for learning 

• Able to empathise with people from a wide range of backgrounds 

• Reliable and well organised 

• Good humoured and willing to have fun 

• Able to explain technology in a simple, clear way. 
 

A Digital Champion does not    

• Advise people what information they should input into an online form 

• Provide expert advice about life critical needs 

• Complete an online form or use financial details to shop on behalf of someone 

• Troubleshoot all digital technical queries 

 
All we ask from you is that you let us know how many people you have helped 
each month by emailing us your numbers, so we can keep up to date statistics 
and see if you need any further assistance. 



 

 

Information Classification: CONTROLLED 

Digital Champion Roles 
 

A Digital Champion can have different roles depending on what they do in their 
organisation or community, and how much time they have to spare. 

 

Inspire friends, family or other groups to give the internet a go by showing them 
the sorts of things they can do.  Get them inspired by finding out their hobbies 
and interests and searching for them on the internet. 

 

Promote the benefits of getting online by putting up posters or flyers in and 
around the community, or running/supporting a local event like Get Online 
Week (every October). 

 

Support people with the basics, sending and receiving emails, searching, filling 
in forms, and staying safe online. 

 

Offer expertise about a particular subject to those who want to learn a bit more. 
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How to connect with people 
The following information is from www.learnmyway.com 

There are many ways to connect with people to show them that you’re 
interested in helping them. 

Active listening   

You can show people that you’re listening to them and acknowledging what 
they say by simply nodding or saying ‘uh huh’.  If you ask an occasional question 
or rephrase what you’ve just heard it will show that you’re interested in them as 
a person. 

Asking questions 

One of the best ways to connect with people is to ask them questions so that 
they tell you their story.  It will help avoid making assumptions about people’s 
situation and their abilities. 

Ask open-ended questions to start a conversation like “what do you normally do 
online?” and closed-ended questions to check your understanding like “so the 
text on the screen is too small, right?”. 

Asking probing questions is a good way to find out more details and let people 
think more deeply about things like “why don’t you use the internet?”, “why are 
you afraid of paying online?”. 

Body language 

Your arms, legs, posture and eyes – they all say something about your attitude 
and mood.  It’s good to keep your body turned toward a person and your arms 
open.  Try to keep eye contact and a low voice. 

Think of your posture as a book.  If you’re ‘open’, it’s easier for people to ‘read’ 
you so they trust you more.  If you’re keeping your posture closed (hiding arms 
behind your back, looking away without expressing any emotions), then it will 
be harder for people to ‘read’ you and they will find it hard to trust you. 

Patience   

It may take some time before your learners will gain confidence in using the 
internet and progress to the next level.  You will probably be asked to repeat 
things a few times or help them reset their passwords from time to time.  

http://www.learnmyway.com/
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Simple reassurance and the celebration of small achievements will help 
maintain a positive and enjoyable atmosphere. 

Empathy 

Be empathetic and don’t assume that some tasks are easier than others.  
Remember, people who aren’t online often lack confidence and may blame 
themselves for not being able to remember or understand things. 

Active listening will help you think about your learners first and focus on their 
needs.  Walk through each task step by step until you’re confident that your 
customer is able to do it on their own.  
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Common barriers to learning 
The following information is from www.learnmyway.com 

There are many reasons why people don’t use the internet.  Below are some of 
the most common barriers and how you can help people overcome them. 

No access and high cost of equipment 

A common reason for not being online is the cost of buying a device and 
internet connection for the home.  Thankfully, there are many places a person 
can get online for free, e.g. a local library.  As a Digital Champion, you can also 
help people by organising your own classes or outreach sessions in your local 
community. (Your Digital Inclusion Officer can help you with this). 

Internet safety and security 

For some people, there is a worry that the internet is not safe.  Explain that 
internet safety is similar to our everyday safety.  If we go out, we don’t leave 
our keys or wallets unattended and we don’t share personal information with 
strangers. 

Fear of computers and low confidence    

Some people who are learning about the internet for the first time may have 
had a bad learning experience.  As a Digital Champion, you will need to stay 
patient and positive.  Show your learners that you’re not a teacher but a helper, 
create a relaxing and friendly atmosphere and start with small steps.  If you 
celebrate small achievements and allow people to learn at their own pace their 
confidence will gradually grow. 

Lack of interest and motivation  

Sometimes people believe they have no need to use computers and the 
internet.  Connecting with people and asking questions will help you find out 
about their hobbies, interests and lifestyle.  This will allow you to share how the 
internet can enrich their life and help them enjoy their hobbies even more. 

Age and a lack of knowledge 

Some people believe they are too old and that they do not have the right skills 
and knowledge to learn about the internet.   

Try to find out more about them to understand their circumstances.  Explain 
that it’s never too late to learn something new.   

http://www.learnmyway.com/


 

 

Information Classification: CONTROLLED 

Learning styles 
Remember that everybody learns differently.  It’s important that you let the 
person you’re helping learn the way that suits them best.  Some people will just 
want to dive in while others will want to write everything down and practice 
over and over again.  Look at the common ways people like to learn below. 

 

Auditory learning style 

Some people prefer to listen to someone and will be best 
doing a new task after listening to instructions. 

 

 

Visual learning style 

Some people prefer to watch things and will be best doing a 
new task after reading the instructions or watching someone 
else do it first.  You can support them by preparing handouts 
to accompany learning.  For example, you can prepare step-
by-step instructions on how to create an email account, or 
perhaps a picture detailing part of a keyboard.  (This is 
something your Digital Inclusion Officer can help you with). 

 

                                        Kinaesthetic learning style 

Some people have a preference to physically give it a go.  
They will be best doing a new task by trying it out and 
learning as they go.  You can support them by setting 
tasks and letting them work out how to perform them.  
For example, ask them to email one of their friends.  You 
could also prepare handouts that contain quiz activities 
that they can try out.  (This is something your Digital         

                                         Inclusion Officer can help you with).                                      

 

https://www.google.co.uk/imgres?imgurl=http://images.clipartpanda.com/grasp-clipart-hands-hi.png&imgrefurl=http://www.clipartpanda.com/categories/open-praying-hands-clipart&docid=znL3ebTFXvrSNM&tbnid=SaVyEzRVGdUXNM:&w=600&h=486&safe=active&bih=673&biw=1366&ved=0ahUKEwj82arn4uvOAhWHDMAKHWZYBhE4yAEQMwhYKFQwVA&iact=mrc&uact=8
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Make technology terms simple 
The following information is from www.learnmyway.com 

Sometimes, we forget how many technical terms we use when it comes to the 
internet.  Using these terms may confuse a person who is unfamiliar with them.  
Here, you’ll find out how to avoid using too many terms and still be able to 
explain things clearly. 

 

Use metaphors 

It’s a great way to explain things because we describe something using familiar 
things so it’s easy to understand and remember. 

For example, when we want to explain what a firewall is, we can say that it’s like 
a sifter for the internet.  It filters what your computer receives and keeps 
unnecessary things away. 

Use short, simple sentences 

It may sound like an obvious thing however we may find it hard to describe 
something easily so we find ourselves continually talking until we confuse a 
person even more.  Think what you want to say first then try to use short 
sentences. 

Remember that you don’t want to sound like a professor or a teacher but rather 
a person your learners will be able to relate to. 

Use more visuals and demonstration  

Try explaining things then demonstrating your point.  This will help reinforce 
understanding and memorising things. 

You can even make a very simple drawing to illustrate your point. 

Refer to your learner’s prior knowledge 

Use your learner’s life experience and skills to explain new things.  For example, 
you can use their driving skills to explain online security.  “If you stick to 
common rules, and remain a ‘careful driver’ then you won’t have any problems 
with the online security.”  

http://www.learnmyway.com/
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Helping people with additional 
needs 
The following information is from www.learnmywaycom 

There may be additional barriers that can make it harder for people to learn 
new skills.  As a Digital Champion, you’re not expected to be an expert in all 
areas, but it’s useful to be aware and consider how you might support different 
people. 

Mental health conditions  

There may be times when you’ll need to help a person who’s having a difficult 
period in their life.  Staying patient and impartial will help you provide this 
person with the support they need.  Check out local organisations where you 
can refer this person to if you feel you need to. 

As a Digital Champion you must remember the boundaries of your role.  You can 
help this person find relevant websites and online forums where they can 
connect with like-minded people and get professional support, however you 
shouldn’t advise on personal matters. 

http://www.mind.org.uk/ - mental health charity that provides information and 
support 

https://pentreath.co.uk/ - Pentreath Ltd. exists for people living with mental 
health and emotional difficulties.  We offer support to help people believe in 
their own potential and achieve their vocational goals, whatever challenges they 
face   

Low level of literacy 

Connecting with people will help you identify if a person has low literacy levels.  
If you find someone has trouble reading what’s on the screen or they don’t feel 
confident typing in front of you, these could be signs.  Try not to highlight the 
lack of skills, but introduce them to tools like spell checker, or read out what’s 
on the screen for them. 

If someone tells you they’re not confident reading or writing.  You can help 
them find local classes where they can go to improve these skills. 

https://www.cornwall.gov.uk/education-and-learning/adult-and-community-
education/ - Cornwall Adult Education Service 

http://www.learnmywaycom/
http://www.mind.org.uk/
https://pentreath.co.uk/
https://www.cornwall.gov.uk/education-and-learning/adult-and-community-education/
https://www.cornwall.gov.uk/education-and-learning/adult-and-community-education/
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Physical disability 

Make sure the place where you’re helping people and your resources are 
suitable for people with a physical disability.  Discuss with them what will help 
them to learn better.  Is it bigger text on the computer screen?  Or is it a 
trackpad instead of a mouse? 

Don’t worry if you won’t be able to help this person immediately.  You can 
arrange a session another time and prepare for it in advance.  Check websites 
that provide information on how to help people with a physical disability to use 
computers more effectively. 

https://www.abilitynet.org.uk/ - AbilityNet (Resources to help people use their 
digital devices in a better way) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://www.abilitynet.org.uk/
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How to make devices more 
accessible 
There are many ways to make your learner’s device more accessible. 

 

Making a mouse pointer bigger  

In desktop computers and laptops, you can change the size of a 
mouse pointer.  Depending on the device, this option can be found 
in Control Panel or System Preferences. 

 

 

Making the text and images larger  

On a desktop computer or a laptop you can ‘zoom’ in when viewing a 
website to make everything look bigger on the screen.  You can also 
explore your computer’s shortcuts that allow you to zoom in.  For 
example, in Windows, it’s pressing ‘Ctrl’ and ‘+’ together. 

 

 

Reducing the speed of the mouse 

Reducing the speed of a mouse is also 
a great way to make your learner’s 
desktop computer or a laptop more 
accessible. 

 

 

Using zoom 

Mobile devices are equipped with a gesture called ‘zoom’ 
which magnifies the screen. 
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Essential Digital Skills Framework 
 

 
This defines the skills needed to safely benefit from, participate in and 
contribute to the digital world of today and the future. 
 
The framework is intended to be used to enhance learner’s essential digital 
skills enabling progression and transferability of skills. 
 
There are five categories of Essential Digital Skills for life and work:- 
 
 Communicating 
 Handling information and content 
 Transacting 
 Problem solving 
 Being safe and legal online 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
For a full version of the Essential Digital Skills Framework see link below:- 
 
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/
attachment_data/file/738922/Essential_digital_skills_framework.pdf

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/738922/Essential_digital_skills_framework.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/738922/Essential_digital_skills_framework.pdf


 

                                            11                    
 

Information Classification: CONTROLLED 

This is a list of Essential Digital Skills that people need to be able to use the internet for through their 
computers/laptops or other devices (e.g. tablet, smartphone, games console).  
 
Use these assessment questions to identify if you or others have the Basic Digital Skills. 

 

 Can You…? 

Managing Information   

Use a search engine to look for information online   

Find a website I have visited before   

Download/save a photo I found online   

   
Communicating   

Send a personal message via email or online messaging service   

Carefully make comments and share information online   

   
Transacting   

Buy items or services from a website   

Buy and install applications on a device   

   
Problem solving   

Verify sources of information I found online    

Solve problems with a device/digital service using online help   

   
Creating   

Complete online application forms which include personal information    

Create something new from existing online images, music or video   
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http://www.hotmail.com 

What is wrong with the below phishing email? 
 

There are 5 clues to Phishing within this email 
circle the ones you can spot 

 

 

 
From: PayPal donotreply@paypaluk.com 

To: johnsmith@hotmail.com 

Subject: Your Account has been compromised  

  

Keep your PayPal account secure 

Dear valued customer 

We have found unusual activity with your PayPal account and would be advising to change password.  

To change password you’ll need to login your account 

Click on the link below and follow the instructions on screen 

Login your account now 

PayPaL Email ID PP365478885446321001 

  

http://goo.gl/1pr68 

mailto:donotreply@paypaluk.com
mailto:johnsmith@hotmail.com
http://www.google.com/
http://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwiV-ZPprOXTAhXHDxoKHaumDr8QjRwIBw&url=http://www.globalministries.org/action_alert_help_urge_paypal_to_open_up_to_palestinians&psig=AFQjCNHkhzUJ3KLx7AcHe9umW-7u_ULbGw&ust=1494506528296867
https://www.google.co.uk/imgres?imgurl=https://insights.samsung.com/wp-content/uploads/2016/08/spear-phishing-attacks.jpg&imgrefurl=https://insights.samsung.com/2016/08/30/spear-phishing-attacks-increased-by-55-percent-in-2015/&docid=0mylJRZecUYRUM&tbnid=zf8oreX8mCiZhM:&vet=10ahUKEwjL27uKs-XTAhUnKcAKHdWODY84yAEQMwhfKFgwWA..i&w=1920&h=768&safe=active&bih=585&biw=1242&q=phising&ved=0ahUKEwjL27uKs-XTAhUnKcAKHdWODY84yAEQMwhfKFgwWA&iact=mrc&uact=8
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http://www.hotmail.com 

Answers:- 
 
 
 

From: PayPal donotreply@paypaluk.com 

To: johnsmith@hotmail.com 

Subject: Your Account has been compromised  

  

Keep your PayPal account secure 

Dear valued customer 

We have found unusual activity with your PayPal account and would be advising to change password. 

To change password you’ll need to login your account 

Click on the link below and follow the instructions on screen 

Login your account now 

PayPaL Email ID PP365478885446321001 

 

http://goo.gl/1pr68 

mailto:donotreply@paypaluk.com
mailto:johnsmith@hotmail.com
http://www.google.com/
http://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwiV-ZPprOXTAhXHDxoKHaumDr8QjRwIBw&url=http://www.globalministries.org/action_alert_help_urge_paypal_to_open_up_to_palestinians&psig=AFQjCNHkhzUJ3KLx7AcHe9umW-7u_ULbGw&ust=1494506528296867
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Useful Resources 

 

Find below some websites which you may find useful when helping learners online:-  

 

 

 

   

              https://www.abilitynet.org.uk/                                                                                                                                                                  

 

AbilityNet is a UK charity that helps older and disabled people of all ages use computers and the 

internet to achieve their goals at home, at work and in education.  

 

                                              http://www.cornwall.gov.uk/leisure-and-culture/libraries/ 

 

You can use your library card to access many useful online resources.  Our libraries provide 

access to over a million books, plus CDs, DVDs, online newspapers, eBooks, eAudiobooks, online 

magazines, music scores, plays and local information as well as offering access to computers and 

online resources.                                                                   

 

 

                                        

                                                             https://digitalunite.com/ 

 

 

This website is free to use and has over 400 how-to computer guides which you can print out to 

keep.   

 

 

 
 

http://www.gcflearnfree.org/ 

 

This website is free to use and gives you access to various topics on technology.  Most of the 

content at GCFLearnFree.org is what we call self-paced tutorials. This means these tutorials are 

available when you are. You can view one lesson or an entire tutorial. And you don't have to 

create an account or sign in; you can start learning immediately. 

https://www.abilitynet.org.uk/
http://www.cornwall.gov.uk/leisure-and-culture/libraries/
https://digitalunite.com/
http://www.gcflearnfree.org/
http://www.gcflearnfree.org/topics
https://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwinooqWqNPSAhXFuxQKHR1xDt8QjRwIBw&url=https://www.tech4goodawards.com/sponsor/abilitynet/&psig=AFQjCNHgyOVEl97kowflXSga16PksEunGw&ust=1489488718557257
https://digitalunite.com/
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https://www.getsafeonline.org/ 

 

 

Get Safe Online is the UK’s leading source of unbiased, factual and easy-to-understand 

information on online safety. 

 

 
 

 

https://www.gov.uk/                                                             
  
 

The best place to find government services and information simpler, clearer, and faster. 
 

 

 

 

 

 http://www.learnmyway.com/ 
 
 

This website is free to use but you will need to register in a few simple steps to get the full 
package.  It covers various computer topics and is a step-by-step guide to help you through 
different aspects of using a computer. The Centre Code you will need is 3420931. 
 

 
 

 

 https://www.youtube.com/ 
 

This website allows billions of people to discover, watch and share originally-created videos. 
YouTube provides a forum for people to connect, inform and inspire others across the globe.    
 

 

 
 

 

http://www.cornwall.gov.uk/leisure-and-culture/libraries/your-library-
online/online-reference-library/careers-and-online-learning/ 

 

 
 

 

This website is an easy to use online guide that includes sections on job searching - creating a CV 

and covering letter.  Universal Credit awareness information to help you find the right credit for 
you and what is needed to keep the level of credit.  A step by step guide that covers basic 
computer skills - mouse, keyboard and creating an email account.  

http://www.highways.gov.uk/news/our-website-is-moving-to-gov-uk/
https://www.cornwall.gov.uk/leisure-and-culture/libraries/your-library-online/online-reference-library/careers-and-online-learning/
https://www.getsafeonline.org/
https://www.gov.uk/
http://www.learnmyway.com/
https://www.youtube.com/
http://www.cornwall.gov.uk/leisure-and-culture/libraries/your-library-online/online-reference-library/careers-and-online-learning/
http://www.cornwall.gov.uk/leisure-and-culture/libraries/your-library-online/online-reference-library/careers-and-online-learning/
https://www.getsafeonline.org/
http://www.learnmyway.com/
https://www.google.co.uk/imgres?imgurl=https://upload.wikimedia.org/wikipedia/commons/thumb/9/93/Solid_color_You_Tube_logo.png/640px-Solid_color_You_Tube_logo.png&imgrefurl=https://commons.wikimedia.org/wiki/File:Solid_color_You_Tube_logo.png&docid=kSCYQp4JAYSX7M&tbnid=Ni-6yJ2XJwQ3dM:&w=640&h=257&safe=active&bih=673&biw=1366&ved=0ahUKEwidhsGjtuvOAhXJmBoKHQvmCUgQMwhNKCkwKQ&iact=mrc&uact=8
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 https://howsecureismypassword.net/ 
 

 

 
 

A website that shows you how long it would take a computer to crack a password?  Useful to 
demonstrate a good and bad password to learners. 
 

 

 

 https://www.futurelearn.com/ 
 
 

Join millions of people learning for free on FutureLearn. Find free online courses and online 
degrees from leading universities and organisations.  
 

 

 https://www.rnib.org.uk/practical-help/technology-hub 
 

 

 

At RNIB, we believe in the power of technology to assist people with sight loss to be 
independent, access information, grasp opportunities and to be creative. 

We recognise the changing landscape as the world we live in becomes increasingly digitalised, 
and are excited by the potential this holds. We have lots of information to help you whether you 
are starting out or want more in depth help.  
 

 

 

                             https://cornwall-link.co.uk/ 

    

An online portal where you can find information on a wide range of services, community groups 
and organisations in Cornwall and the Isles of Scilly. 

 

 

 

 

 

 

 

https://howsecureismypassword.net/
https://howsecureismypassword.net/
https://www.futurelearn.com/
https://www.rnib.org.uk/practical-help/technology-hub
https://cornwall-link.co.uk/
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The following link shows Cornwall at high risk of digital exclusion 

http://heatmap.thetechpartnership.com/?area=Cornwall&metric=total 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

http://heatmap.thetechpartnership.com/?area=Cornwall&metric=total
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Prepared by: 

Digital Inclusion Team 
Customer Access and Digital Services 
18 May 2020 

 

 

 

 

 

 

 

 

 

 

If you would like this information 
in another format please contact: 

Cornwall Council, County Hall 
Treyew Road, Truro TR1 3AY 

Email: comments@cornwall.gov.uk 
Telephone: 0300 1234 100 
www.cornwall.gov.uk 
 

mailto:comments@cornwall.gov.uk

