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Introduction & methodology

Objectives

¢ To ascertain demand for and raise awareness of Bolton Libraries & Museum Service’s digital skills

offer.

Methodology
¢ An electronic survey [appendix one] was sent directly to known contacts and promoted online and via a
marketing campaign. A paper questionnaire was available on request.
¢ The Digital Skills team undertook engagement within the library service and beyond, completing
questionnaires with people who were unable to do so themselves

Analysis notes

¢ Results are presented in the questionnaire format, with ‘don’t know’ type responses removed unless
otherwise stated. Response options may be abbreviated, omitted for null responses, and / or ranked
in order of popularity.

¢ Total percentages may exceed 100% where multi-responses were allowed and / or when rounded.
Percentages have been rounded to the nearest whole number.

e Base: unless otherwise stated, percentages are based on respondents to a particular question. Care
should be taken with bases due to low responses for some questions.

e Data has been validated e.g. comments moved into existing response options.

Responses

e 174 questionnaires were returned.
¢ 99 respondents consented to further contact from Bolton Libraries & Museums Service, regarding digital
skills training and opportunities [Q14 to Q18]. Their contact details were shared with the relevant team

shortly after the consultation closed.

Demographic summary
Detailed demographics are given in Appendix two. In summary:
¢ Respondents primarily lived within Bolton Council area [97%, Q19], predominantly Central South
(21%), North (20%) and Bolton East (18%).
e The vast majority were fluent in English [95%, Q24].
e Seven out of ten were white British [68%, Q23].
e Two thirds were female [66%, Q20].
¢ Six out of ten were aged 45 or older [61%, Q22].

e 53% of respondents weren’t economically active [in paid employment or self-employed] [Q21].
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Interest by geographical location
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Consultation questions

Bolton library service

Q1: Before today, which of these did you know about Bolton libraries?

It’s free to join Bolton libraries

e 66% of respondents already used the library service, and of the six services listed in Q1,

awareness was greatest for this offer. 19% were aware of this service and planned to join in

future, and 9% had been unaware but were interested.

Public computers can be used free of charge for an hour a day

e 41% of respondents already used the free public computer service, 16% were aware of the offer

and planned to use it in future, and 20% had been unaware but were interested.

Public computers can be used for two / three hours a day for a small charge

e Only 23% of respondents currently paid for extra time, although 16% were aware and planned to

use the service, and a further 28% had been were unaware but were interested.

Free wi-fi is available if you bring your own device

e 41% of respondents currently used the free wi-fi on their own devices, and 19% were aware and

planned to this in future. At 31%, this offer had the highest percentage of respondents who were

previously unaware but now planned to use it in future.

Library staff are available to help you get started or if you get stuck

e 46% of respondents knew about this and used it, 19% were aware and interested and 24% had

been unaware but were interested.

Low cost printing is available

¢ This was already used by 40% of respondents, with a further 18% aware and interested, and

28% unaware but interested.
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Q1: Bases:160-170

Using the internet
Q2: Where do you use the internet / go online? (Please exclude any internet use that’s just

for work)

e 87% of respondents had internet / broadband at home.
e Three-quarters of respondents used mobile broadband, 31% used a public computer, 21% used
the internet of someone they knew, and 10% used their employer’s internet for personal use.

o 2% of respondents didn’t use the internet for personal use but would like to.

Where do you use the internet / go online?

nternet/ broadband at horme N =
Use mobile broadband for use when out and about [SO you can _ 75%
(]

use a smartphone, smartwatch, ipad, tablet or laptop when not

Use a friend / relative / neighbour / colleague's internet _ 21%

Use a public computer somewhere - like a library, UCAN / _ 31%
(]

community centre, college / university etc

Use employer's internet for my personal use - 10%
Somewhere else - please state below = 0%
| don't use the internet for personal purposes but would like to I 2%

| don't want to use the internet for personal use I 2%

Q2: Base:173
Q3: What devices do you use to access the internet?

Please exclude any devices that you can only use for work

e 81% used a smartphone or smartwatch owned by themselves or someone in their household and
77% used a laptop, tablet, iPad or desktop computer owned by themselves or someone in their
household.

o 20% used a public computer, 8% used their employer’s device and 4% borrowed a device from

someone outside their household.
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What device do you use to access the internet?

Laptop, tablet, ipad, desktop computer that | own / someone
in my household own
D o e e I | =
household owns ?
B
-

| borrow a device from someone | don't live with eg friend /
relative / neighbour / colleague

| use my employer's devices for personal use

Use a public computer somewhere - like a library, UCAN /
community centre, college / university etc

| don't use the internet for personal purposes but would like I 2%
(o]
to

Q3: Base:173

Respondents who indicated in Q2 or Q3 that they didn’t use the internet for personal purposes, however

would like to were routed to Q4.
Q4: What stops you using the internet?
¢ Five out of the six respondents to this question didn’t have a device, three were unsure how to,

and three were concerned about costs. Other responses are shown in the table.

Q4: What stops you using the internet?

Response No. of respondents

Don't have a computer, laptop, tablet, smartphone, smartwatch etc 5

I’'m not sure how to

Cost of broadband / cost of mobile data

Don’t think my information is safe

My health / disabilities make it too difficult

Worry about cyber bullying

Nowhere private / quiet enough to use it

O | P P N W W

Base

Confidence and use

Q5: Please tell us what you use / would like to use the internet for and how confident you
are.

We're just interested in your personal use - not things you do for work
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e Respondents were using and most confident at emails [84%], shopping [72%] and social media

[66%]

e When looking at the activities that they did but were not confident at, the top ones were photo

storage / editing [20%], using Microsoft [Word, Excel, PowerPoint etc] [18%)], and accessing health

services [booking appointments, ordering repeat prescriptions etc] [17%].

e Turning to the activities respondents didn’t do but would like to, the top ones were creating video

clips [25%)] photo storage / editing [13%], with accessing health services and using Microsoft

products joint third at 11%.

o Half of respondents weren’t interested in gaming.

Emails

Social media [Facebook, Instagram, YouTube etc]

lob searches [ applications

Accessing health services [booking appointments, ordering repeat
prescriptions etc]

Shopping

Photo storage / editing

Creating video clips

Gaming

Using Microsoft [Word, Excel, Powerpoint etc]

Online meetings [Zoom, Microsoft Teams etc]

Video calls

Study

10%

1% 5%

o 16%
2% 13%

14%
[+
4% 34%

17%

H

0%
8%0%
20%
Q,
13%6q,
0,
1% 5 33%
Fro
36%
a,
2%
18%

1

., 13%
2% 19%

1b%°

39 7%

19%

29%

Please tell us what you use / would like to use the internet for and
how confident you are

66%

47%

61%

72%

52%

53%
62%

58%

60%

61%

84%

Help and support

Q6: If you get stuck when using the internet, what do you do?

Q5: Bases:151-169

e Respondents who got stuck were most likely to ask a friend, relative or colleague for advice [69%]

or to search the internet for advice [64%]. Only 20% would ask at a library, volunteer group or

drop-in centre.

e Four respondents answered ‘something else’ one of these said they would “stay lost” with other

seeking advice from other people / places or sorting it out for themselves.
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If you get stuck when using the internet, what do you do?

Search the internet for advice

Ask a friend, relative or colleague

Pay someone to help me

Ask at a library, volunteer, group, drop-in centre

Something else - please say what

e 5%
I 60
| A

I 0%

B 3%

Q6: Base:153

Q7: Which of these would you be interested in if they were offered free of charge at Bolton

libraries?

o Of the offers listed, respondents were most interested in drop-in sessions [42%], workshops / talks

/ demos on digital skills and safe use [38%] and booked one-to-one support [32%]. A quarter of

respondents were interested in a weekly course and a fifth were interested in an Essential Digital

Skills qualification.

e 32% of respondents were not interested in any of these offers.

42%

32%

One-to one support Drop in sessions,
booked in advance where you can ask for
help

Which of these would you be interested in if they were
offered free of charge at Bolton libraries?

Workshops / talks
/demos on digital
skills and how to use
the internet safely

38%
32%
26%

20%

A weekly course Studying for an None of these
Essential Digital Skills

qualification [for

people who don't

have basic digital

skills]

Q7: Base: 168

Q8: If you don’t have access to a digital device at home, would you be interested in

borrowing a device with internet connectivity from Bolton Library and Museum Services?
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o Of the 48 respondent who didn’t have their own device, 60% expressed an interest in borrowing a

device from the service.

29
respondents r]e-zsgpondents
60% 40%

If you don’t have access to a digital device at home,
would you be interested in borrowing a device with
internet connectivity from Bolton Library and Museum
Services?

71%

17%

- -

Yes No | have my own device so | don't need to
borrow one

Q8: Base: 48

Q9: If you're on alow income you can apply for a free data, calls and texts SIM card via the

National Databank.

Which of these apply to you?

o 43 [57%] of the 75 respondents who were on a low income were interested in this offer.

43

respondents 32
respondents

57%

43%
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Digital skills training

Q10: Where would you prefer to learn digital skills [for personal use not for work]?

e 80% of respondents were interested in learning digital skills.
o The most popular places to learn were Bolton libraries [44%] or via an online course [40%].

¢ Both respondents who said ‘somewhere else’ wanted someone to visit them at home.

Where would you prefer to learn digital skills

Bolton libraries [ EEE—— 4%
Online course |GG 40%
At work [in my own time] [ NN 10%
Local college / training provider | NN 4%
At my own college / university / school || NI 10%
Ina community setting [ NN 7%
with friends / family || N NN NN 13%

Somewhere else - please tell us below [J] 1%

Not interested | NG 20%

Q10: Base:169

Q11: What type / level of skills would you be interested in?

e The most popular offers were advanced skills [43%] and intermediate skills [36%].

¢ Only 19 respondents [13%] were interested in starting from scratch.

Where would you prefer to learn digital skills

Starting from scratch _ 13%
sasicskils [T
Intermediate skills _ 36%
Advanced skills | <2
Coding and Programming || NG 25
Using Microsoft products [Word, Teams, Excel, Powerpoint etc] _ 29%

Q11: Base:148

[9]



Q12: Why would you like to learn / improve your digital skills?
e The vast majority of respondents [61%] wanted to learn for personal satisfaction / to keep the mind
active. The next two most popular reasons were 38% who wanted to improve their job skills and
31% to have access to services.
¢ Of those saying ‘another reason’, two were struggling with Windows 11, one was struggling to
keep up / learn at work, one felt these skills were “essential skills for today”. Other reasons

included producing “posters and advertising”, “photographic processing skills” and “testing

software”.

Why would you like to learn /improve your digital skills?

Keep up with / help children / grandchildren || N NN 26%
improve job skills [ NN 33%
Personal satisfaction / to keep mind active || NN NN 1%
Connect with new people | NG 23%
To access services [health services, Council services, etc] || NN 1%
To study or undertake courses || N NNNHIRIBN 6%

Another reason - please tell us below [l 6%

Q12: Base:150
Level two digital skills training

All adults in Greater Manchester are entitled to free digital skills training from beginners to level two. That's
equivalent to a GCSE / O Level pass. Bolton College are one of the places that offer a range of digital skills

courses and gqualifications up to this level.

Q13: Did you know about this entitlement to level two digital skills training?

® Only 29 respondents [17%] were aware of this offer, 99 respondents [58%)] expressed an interest

in level two training.
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Why would you like to learn /improve your digital skills?

50%

34%

8% 9%
Yes, | knew this and am Yes, | knew about this, but am No | didn't know and am No | didn't know but am not
interested not interested interested interested
Q13: Base:171
Summary

The consultation has helped to raise awareness of the digital skills offer by Bolton Libraries & Museum
Service. Whilst the number of respondents who don’t currently use the internet for personal purposes is

very low, there was an appetite for workshops, training and support from the Service.
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Q.

Bolton
Couneil

Digital skills survey

It zam be realhy useful to be sble to wse 5 computer and hawve digisl skills. Emails and socsl meds are
great ways o kesp in towch with fiends and &miby; not to mention shopping and watching wdeos online.
“fou might also want to wse digial Echnolegy or keoking for a new job or leamn for pleasure.

Technology is changing rapidhy tough, and it can be hard to kesp up - not & mention the cost of
equipment and brosdband.

Bolion Librany and Mussum Serdce can help. s == B join our librany service, and membsrs can uss our
compuiers for up to thres howrs 3 day: The first houwr is fres, then just £1.90 an howr. Wa can helpifyougst
stuck, have fee wi-fi or people with their own device and ofier ofier low cost printing .

By gising your Wizws in this surey you can help us make sure that we are prodding the right sort of
services and support to help people vse digital technology and stay connected.

Your response - keeping your data safe

All guestions are optional; just miss owt any that you don't want to answer.

Whist the resuls of this consulation may be made public you won't be identified in sy report a5 your
responses will b2 anonymised and groupsd with thoss from ofher people.

Any personal dats you proside will b2 hald s=curshy, inline with cur reention schedule and privacy policy
warw |bolton gow ukidats-protection- fesdom-informationprivacenotioes

W= u=e Snap Surveys professional softwars to collect and process your dats. Their privecy policy can be
izund here wanw. SnEpsurEys. comysuney-softwans priveoy-police-ulk’. Snap Surveys Ltd. follow the LK
General Dat Proecton Regulation.

Bolton library service

Before today, which of these did you know about Bolton libraries?
FAuwarz of the
SErdceE and Cridn’t know
Alreadyuse plantoussin  sbowt this but
this the futurs inerested Mot interested
Its fes o join Bolton libraries
Publc: compuiers can be used o= of
charge or an hour 3 day
Publc: compuer can be used for two |
thres howrs 3 day for 3 smsll chargs
Fres wi-fi is availsble if you bring youwr
own device [laptop, smartphons,
smartw sich, Ehlst std
Library staf are awsilable © help you gst
stared or if you get stuck

Low oost printing is awilable

Appendix one



Using the internet

2. Where do you use the intemet / go online? Please exclude amy internet use that's just for
vk

|_:| Int=rnet / brosdband st home

|_:| U=2 mobile brosdband or wse when out and sbowt [so you can use 3 smariphone, smartwatch, ipad,
Ebiet or lapiop when not st home]

I_:I U== 3 fiend / relative / neighbow / colleagus’s ntemst

I_:I U== 3 public compuer somewhers - like 3 libranyg UCAN / community centre, college / university stc
I_:I == employer's inlermnet ©or mmy persons| uss

I_:I Somewhere else - please stae below

I_:l | don't use the inemst for personal purposes but would liks to

I_:I | dont want to wse the internet for personal use

If ' somewhere else' where do you use the internet?®

Cr3. What device do you use to access the internet? Please exclude any devices that you can
only use for work.

Adevice is 3 lapiop, teblet / iPed, desktop computer, s martphone or s martestch.

|_:| Lapiop, tablet, ipad, deskiop compuier that | own / someons in mmy housshold oans

|_:| Smartphone / smarteatch that | own / someons in my household owns

I_:l | borrow & device fom someone | don't live with g friend / relative / neighbour / colleague

|_:| | u== mmy employer's dewvices for personal uss

|_:| U== 3 public compuer somewhers - like 3 libranyg UCAN / community centre, college / university stc
|_:| | don't use the inermst for personal purposes but would liks to

I_:I | don't want to wse the intzrnet for personsl uss

34 What stops you using the internet?

I_:I Con't hawe a computer, laptop, Bhist, smarphons, smarty atch st
I_:I F'rv oot Samre oo b0

I_:l Dot think mey information is salk

I_:l Wornied sbowt the 282ct on my physical / mentsl health
I_:I My health / disabilities make it oo dificult

I_:I Worny sbowt cyber bulling

|_:| Cost of brosdband / cost of mobile dats

|_:| Mowhere private / guist encugh to wse it

[ Don'thawe ime

|_:| Mothing sops me, just not inEresed

|_:| Another resson - pleass siEte below

If *ancther reason’ please tell us more
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Confidence and use

5. Please tell us what you use /would like to use the internet for and how confident you are.
We're uist interested in your personal use - not things you do for work

Cro this and Co this butnot  Con'tdo this but  Motineresied J
confident confident would liks not applicable

Email=s

Socisl media [Facebook,
Inszgram, YouTubs std

Job searches [ applications
Arcessing heslth serdces
[pooking appointments,
ordering repest presoiptions
=i]

Sheoipiping

Photo storage [ editing
Creating wvideo clips:

{Zaming

Using Microsof [Waord, Excel,
Powsrpoint et

Cindine mestings [foom,
Microsoft Teams =]

Wideo cslls

Shdy
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6.

FTR

8.

9.

Help and support

i you get stuck when using the internet, what do you do?
Search the inErmet for advice
Ask 3 fiznd, rzlstive or wolleagus
Pay someons to help me
A=k at 3 librany; wolunissr, group, drop-in centre
Something els= - please saywhat
| don't get stwck
| don't use the inErmst

What do you do?

Which of these would you be interested in if they were offered free of charge at B olon
libraries?

COne-io one support booked in advance

Crop in s=ssions, whers you can ask oor help

Workshops / &lks demos on digitsl skills and how to wse the intemet safzhy

Aweskhy courss

Stedying for an Essentisl Digital Skills gualification [or people who don't hawe basic dgil skills]

Mone of these

I you don't hawve access to a digital device at home, would you be interested in borrowing a
device with internet connectivity from Belton Library and Museum Servces?

fes
Mo

| hawe mmy own devise so | don't need to bormow one.

i you're on a lowincome you can apply for a free data, calls and texts 5IM card wia the
National Databank. Which of these apply to you®

Which of these apply to you?

I'mi not on 3 bow income
I'mion 3 low income and interested in this

I'mon 3 low income but not ineresied
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Digital skills training

G110 . Where would you prefer to learn digital skills [for your personal use not for work]
Digital skills includes using the computers, the internet, and pregrammes like Word,

Baolion libraries

Cinline course

At work]in nmy own time]

Local college / training provider

At ey own coleg e J/ university | school
In 3 community setting

With Fiends / famihy

Somewhers slss - please =l us below
Mot interested

Where would you prefer to learn digital skills?

G11. What type / lewel of skills would you be interested in?
Starting from soratch
Basizshlls
Intermediate skills
Adwanced sklls
Ceding and Programiming

Lsing Microsot product [Werd, Teams, Exxel, Pow erpoint ez

G112 Why would you like to learn / improwve your digital skills?
Hesp up with / help children / grandchildren
Imiprove job skills
Personal satisizction / to kesp mind sctive
Connect with new people
To aooess serdces [heslth serdces, Councl services, e
To study or undsrtaks courses

Another rezson - please tell us below

If "another reason” please tell us more
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(13. Did you know about this entittement to lewel tee digital skills training®

Level two digital skills training

All sdults in Greater M anchestr are entiied o fres digital skills training from beginnars to level two. Thats
sguivalent to & GCSE /O Level pass. Bolton College are one of the places that ofer a range of digital skills

cowrses and gualifications up to this kewel.

Yz, | kmew thiz 2nd am interested
“es, | kmew about this, but am not interested
Mo, | didn't know and am interested

Mo, | didn't know, but am ot interested

Keeping in touch

L1114 Please let us know how Bolton Libraries & Museums Service can contact you about with
mare informaticn about the help and support we can offer. Your details will be held
securely and cnly used to contact you about digital skills and learning cpportunities. You
can change your mind at any time by replying when we get in touch or emailing

DES@bolton. gowvuk

“fas
Emnail
Fost

Fhons

Text

Email address

. Name

. Postal address

. Telephone number

]

About you

“our answers in this saction help us to makes sure we are getting vews from difzrent types of people.

Theywon't be wsed to ponEct or identify wou.

. Please giwe your full

postoode
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Ci20. Are you...?

o o o A
.} Femals .+ Male .} ldentifyin another way

=

Gk . Which most closely describes you?

) Full fime stedent

) At home, looking after Eamiby
) Retirad

) Oither - please explain below

) Employed full time [30 hours or more a weeh]
) Employed part-ime [up to 30 hours a week]

) Self employed / freslance

) Unemployed, awailable or work

() Unable © work because of sickness / disabiliy

=

P T e T T

If "other' please explain

Cy22 Which age group are you in?®

) Undert ) 35- 44 () &5 -T4
) 18- 24 ) 45- 54 ) 75 -84
) 25-34 () 55- 84 [_} 85 orover
G323 What is your ethnic group?
) Whie British \_} Asian or Asian Briish
) Whike ofher ._} Bladk, Bladk British, Caribbean or African

" b Mibed or Mulfiple ethmic growp ") Orheer efhnic growp

= -

Cy24. Are you fluent in English?
By this we mean that English is the language you normally use, or that you speak, read and
write it well encugh to get by inevenyday |ife

= #
b res .} No

e -

Thanks! Please click "submit' to send your response through to us
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Appendix two
Detailed demographics

Q19: Please give your full postcode
e The vast majority of respondents [97%] lived within Bolton Council area.
e Of the four remaining respondents, 2 came under Rochdale Borough Council, 1 Bury Council and
1 Wigan Council.

Q19: Base:139

¢ The Borough breakdown of the 135 respondents from Bolton borough is as follows:
11% Area 1 South
12% Area 2 West
20% Area 3 North
18% Area 4 East
21% Area 5 Central South
15% Area 6 Central North.

Q20: Are you...?

e 66% of respondents were female, 32% Male and 2% ‘identified in another way’.

Identify in
66% 32% another way 2%

Q20: Base:168

Q21: Which most closely describes you?
¢ 53% of respondents weren’t economically active [in paid employment or self-employed], a quarter
were retired

o 42% of respondents were in paid employment.

Q21: Base:161

Q22: Which age group are you in?
e 61% of respondents were aged 45 or over.
o The age group with the largest number or respondents were: 55-64 [21%], 65-74 [19%], and 35-44
[19%].



Q22: Base:171

Q23: What is your ethnic group?
o The majority of respondents were White British [68%]; the next largest group was Asian or Asian
British [15%].

e Three quarters of respondent were White, with a quarter from other ethnic groups.

Q23: Base:166

Q24: Are you fluent in English?
e The vast majority [95%] of respondents were fluent, that is they normally used English or could

speak, read and write it well enough to get by in everyday life.

Q24: Base:165
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