
Now...

Next...

Later...

Digital inclusion strategy canvas

Service goals

12 months

Objectives + key results

3 months

The vision

Big picture/guiding stars

3+ years

The mission

Policy/strategy focussed

1-3 years

The principles

Person focussed

1-3 years

TARGET USERS

Who will be the service users?

SERVICE PROPOSITION

Why would someone use the service? What value does the service bring?

ONBOARDING 

How do you identify people who may benefit?

How do you have the first conversation about digital?

  

ASSESSING NEED

 How do you understand people’s digital inclusion 

needs? Is there a referral process?

AWARENESS AND PROMOTION

 How are you promoting digital inclusion/digital options 

to engage in services?  

MOTIVATION

 MEASURING SKILLS

 How will a baseline be captured for 

existing skills and digital goals?

HANDOVERS AND REFERRALS

How do you handover if the support is 

being provided via another team/partner? 

SUPPORT PROVISION

 How is the support to enable someone 

to  access digital services provided?

SKILLS AND CONFIDENCE

END OF SUPPORT

 Where is the ongoing support? How do 

you check on someone’s digital journey?

    

Digital inclusion model development canvas

TAILORED SUPPORT 

 Will there be any process to tailor to the person and 

purpose of using the device? 

DEVICE SET UP

If relevant, how will the unboxing/set up process work?

DEVICE / CONNECTIVITY PROVISION OFFER

 What can the offer be in terms of device provision and 

connectivity?

DEVICES AND CONNECTIVITY PROVISION

USERS

KPIs

What are we measuring to evaluate the success of the digital inclusion support?

REPORTING

How will the model be measured? What resource does this need?

PERFORMANCE

 What tools/assets are needed to make this work?

 Building a shared 

understanding of 

digital inclusion 

across the 

organisation   

 What tools/assets are needed to make this work?

 Identifying and 

connecting with 

digital inclusion 

expertise   

 What tools/assets are needed to make this work?

 Defining the 

current digital 

health and care 

service offer 

 Understanding 

digital inclusion 

needs 

 Framing ambitions 

for digital inclusion: 

organisational 

strategy and policy   

 Designing and 

implementing digital 

inclusion support   

 Universal design in 

digital health and 

care   

 Sustaining digital 

inclusion through 

evaluation and 

continuous 

improvement   
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Design principles for digital inclusion 

in health and social care

Planning and designing digital inclusion support ...

Delivering digital inclusion support...

Focusing digital support around...

To be available locally so that support is easily accessible and available in settings that are 

familiar and visible in the community;

That has flexible options to suit people's needs, including what they are comfortable with 

and when they can access support;

Where all members of staff are trained to be able to help with digital at any point in the 

care journey;

To offer consistency and build trust, through easily accessible information, different 

communication options and trusted contacts.

Promoting digital options for health and care that people are less aware of (video 

appointments, NHS Inform, digital self-management apps);

Building trust through patience by supporting people to become comfortable and develop 

confidence with digital, helping to overcome the fears people have around getting online 

(including scams);

Removing the cost barriers involved for people to get online by offering physical access to 

devices and connectivity alongside skills and confidence support.

Through practical, face to face opportunities to allow for hands on experience in a 

supportive environment;

That offers 1-2-1 support, over a longer period of time rather than one off sessions, so 

people can drop in and return when it suits them;

That offers peer support as an option, to build confidence and help overcome fears 

around digital.

 A collection of lived experience perspectives

Now, Next, Later - future planning

Connections 

and relationships

Community opportunities

National opportunities
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Devices and 

connectivity

Mapping digital inclusion expertise

Checkpoint: 

Reviewing the 

learning so far
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What are your ambitions for digital inclusion?

French and Davey (2025). The Digital Inclusion toolkit

for Health and social care. Digital health and care

French and Davey (2025). The Digital Inclusion toolkit

for Health and social care. Digital health and care

French and Davey (2025). The Digital Inclusion toolkit

for Health and social care. Digital health and care

Tools for paper


