
Salford's Digital Inclusion Team is dedicated to achieving a 

100% Digitally Inclusive City as part of our vision for a better 

Salford.

These initiatives ensure residents can effectively use the internet for 

daily benefits.

Key Data:

• 15% of residents lack essential digital skills.

• This group often faces additional barriers like poverty, 

unemployment, and homelessness.

As services become increasingly digital, access to timely information 

is more challenging. The Digital Inclusion Triage Tool addresses 

these issues, improving access to services and enabling all 

residents to reap the benefits of being digitally connected.



Digital Everyone Programme:

• Mobilises a movement of organizations to engage digitally excluded 

residents.

• Integrates digital support into service delivery.

Digital Providers Network:

• 83 members from public, voluntary, community, and business 

sectors.

• Collaboratively addresses digital exclusion.

Impact:

• Over 48,000 Salford residents supported with digital skills, primarily 

those facing social exclusion.

Key Figures:

• Showcase of support for digital access and skills in the past 12 

months.



Addressing the need for better 
communication and signposting of 
the digital inclusion skills and 
support offer

Front-line service staff do not know what 
services and resources are available to 
support digital skills development of residents

Existing services and resources are not 
being utilised or reaching their intended 
beneficiaries

Residents are unsure of where to find 
support for learning digital skills and 
obtaining devices or internet access

User needs are not being effectively or 
efficiently recognised or addressed

Through our data we are aware that 15% of Salford 

Residents lack the basic digital skills to transact online. 

We conducted face-to-face surveys with 200 digitally 

excluded residents



Digital Inclusion Triage Tool

Helping people get online, use the internet and 

improve their digital skills



Why is the tool needed?

Existing services and resources are not being 

utilised or reaching their intended beneficiaries

Front-line service staff do not know what 

services and resources are available

User needs are not being effectively or 

efficiently recognised or addressed





Discovery

● Stakeholder Group

● User persona workshops

● Understanding Digital Inclusion

● User journey planning and co-

design



First developed as an LGA Digital 

Pathfinders project the Digital 

Inclusion Triage Tool provides local 

areas with the environment, support 

and resources for delivering tailored 

Digital Inclusion campaigns and 

initiatives 

Digital Inclusion 

Triage Tool





Digital Inclusion 

Triage Tool

Salford is the Lead Partner in the tool’s Beta 

development, where the tool is delivering the Find 

Digital Help service

































Delivery

● Pilot programme in Community 

Gateways

● Monitoring of feedback 

● Capturing of first data sets from 

the tool

● Creation of tool guides, FAQs 

and Comms Assets





Dataset 1. 

How the triage tool is 

answered. Mapping digital 

inclusion needs and demand 

using postcode. A view of 

multiple needs.

Dataset 2. 

How resources are being 

accessed and utilised. 

Frequency of appearance, 

selection, email and print.



Impact on Frontline Services

• Increased Pressure: Front-line staff face growing 

challenges, exacerbated by digital exclusion and tighter 

budgets.

• Need for Engagement: Meaningful engagement with 

vulnerable groups is crucial.

Digital Help Finder (launched March 2024):

• Impact:

• Supported 500+ residents with essential digital 

skills.

• Saved 26 hours weekly and £19,000 annually for 

front-line services.

• Staff Feedback:

• 40% decrease in stress levels.

• 32% boost in confidence for signposting and 

referrals.

Outcome: Enhanced service delivery and a more confident, 

less stressed workforce.



Enquiries which took an average of 
13.4 minutes have been reduced to 
4.9 minutes when using the tool.

A saving of 8.5 minutes per enquiry 

For Salford this represents a FTE saving 
of 0.71. Equivalent to: 

£19,511.77 in customer service officer 
time 

In addition the tool created numerous 
‘soft’ outcomes: 

Reduced stress levels by 40%
Increased confidence by 32% 

49 Approved local service providers 
now on Salford’s Digital Help Finder

91 local area resources now 
present on the tool

Access to over 80 resources 
supporting pathways in the tool’s 

Digital Inclusion National Resource 
Service (DINRS)

Cost AnalysisAcredited Tool Resources



Impact - User Feedback

Elizabeth Perrin a Customer Service Officer at 

Eccles Gateway found it very promising, stating, 

"The tool has saved us lots of time on the 

frontline and given us the added confidence that 

the information we provide is accurate rather 

than a google search."

Pauline Pantangi Customer Service Officer at Walkden 

Gateway- "I found the triage tool exceptional. It speeds 

through the directory to directly hit the immediate needs of 

the customer. It’s useful when you have a customer who 

has multiple needs, and they have already tried many 

avenues to reach their goal. Customers are thankful and 

impressed at the speed in which they can get the right 

information and offer of support".

Danielle Ainsley a Locality Manager at Broughton Hub - I 

have found the tool extremely useful and time saving! The tool 

is quick and easy to use and the ability to email or print out the 

available resources for the customer in an easy-to-read format 

has been fantastic. It has saved us so much time searching the 

internet for the right service in the right area. This tool has 

proved to be invaluable in helping us to support those residents 

who need that extra support to become digitally enabled.



Impact – User Feedback

Customer needed help using the internet and 
using his new phone. He didn’t want to ask his 
daughter as he felt like a burden. I was able to 
find him classes and courses to build his 
confidence and help him to use his device.
 
Liz – Customer Service Officer

 An elderly Customer came into Swinton Gateway, they 
asked for some support at getting online. The Customer 
Service Officer completed the Triage Tool, it then 
identified that there was a service available called Tech 
and Tea.
We provided all the information on how to access this 
service, the customer went away satisfied and wanted to 
complete the course.

Chelsey – Team Leader

Significant Impact on Salford Residents

Easy access to digital resources, training 
programs, and support services

Addresses the digital divide by tailoring 
resources to individual needs

Efficiency Improvements

Reduced average enquiry time from 13.4 
minutes to 4.9 minutes

Saved 25.7 hours weekly or £19,511.77 
annually in staff time

Empowerment and Engagement

Enhanced employability and engagement 

Helped over 500 residents get online

Positive Feedback and Increased Referrals

Reduced frontline staff stress levels by 40%



Shortlisted for the 2024 DL100 

for Digital Skills or Talent

Initiative of the Year 

Scalability of the Tool

• Impactful & Scalable: Designed for easy adaptation and replication.

• Implementation: Already used in East Riding, Worcestershire, and 

Waltham Forest, benefiting thousands.

• Resources: Toolkit and guide available for organisations wanting to 

adopt or develop the tool.

• Expansion: Currently discussing wider rollout across Greater 

Manchester.

• Collaboration: Eager to share learnings and best practices for a 

100% digitally inclusive society.
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