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500 person phone poll
252 organisation survey
17 interviews
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Which of the following best describes your internet use.
This could include email, online shopping, using an app, or social media like Facebook.

70%

26%

3%

1%

I use the internet, and was using it before

the coronavirus pandemic

I do not use the internet

I rarely used the internet before the

coronavirus pandemic but I now use it a

lot more

I use the internet, but have only started

using it since the coronavirus pandemic

Base: All Respondents Unweighted Total: Total=502

Sample Size: 502

Population Sampled: People in the 
UK aged 50 - 70 year old, with 
household income of under £25k

Fieldwork Dates: 18-20/11/2020

Data Collection method: telephone

Phone poll



People aged 50-70 who were offline in 2019/20

13 million

1.24 million (9% 

population)

3.7 million (approx 1 in 

4 of age group)

994,000 (7% age group, 

27% low income 

group)
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Aged 50-70 (ONS, 2018)

Aged 50-69 and last used the internet over three months

ago or never used the internet (ONS, 2020)

Aged 50-70 with household income below £25,000 (ONS,

2021)

Aged 50-70 with household income below £25,000, and

was not using the internet prior to the pandemic

(Citizens Online/Survation, 2020)





I just don't want to

Never bothered or needed in work life

Getting older, don't understand it

Not interested in using it,
my husband uses it but I don't

I’m old school 

I feel as though its 
better to use your brain 
rather than the internet.

Don’t have internet 
can't afford it

I don't understand it, I'm too old. 
I only use WhatsApp as an 
alternative to texting

I don’t trust it No education on how to use it 



“It is no good if person who 
helps me is not beside me to 
explain things and take me 
through slowly at the pace that I 
am able to example one to one 
coaching/support/help with 
computer in front of us” 
60-64 year-old woman, London (online survey of 50-70 year olds) 

Only 

13%
were aware of a 
digital support 
organisation





• Establishing remote connections 
with clients that have low level tech 
skills is difficult

• Resolving problems remotely can 
take much longer

• Some issues are just too difficult to 
fix remotely 

• Supporting disabled people is more 
difficult, particularly visually 
impaired people 

• Learners can be more nervous 
about remote support 

• Volunteers may not be comfortable 
providing remote support 





Switch
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