
Who?
Opama Khan, Croydon

What?
A set of three professionally written and designed guides 

for residents on how to get online and use online tools 
and services. Based on detailed user research about the 

key activities most needed in the context of Covid.

Why?
Digital exclusion a massive issue, made even more urgent 

as result of Covid. 

Reusable Tools
All three guides are available as PDFs at:

Issue 1: Helping you to get online
Issue 2: Using the internet and communicating online

Issue 3: Software, systems and apps
They are already designed to meet accessibility 

guidelines and are easy to replicate.

Tips
● Reuse these guides! Designing them from scratch 

is time consuming and expensive
● Take time to do user research to understand 

residents’ real needs.

mailto: opama.khan@croydon.gov.uk
https://new.croydon.gov.uk/sites/default/files/Regeneration/Smart%20city/Croydon%20Digital%20Learning%20Guide_Issue%201.pdf
https://new.croydon.gov.uk/sites/default/files/Regeneration/Smart%20city/Croydon%20Digital%20Learning%20Guide_Issue%202.pdf
https://new.croydon.gov.uk/sites/default/files/Regeneration/Smart%20city/Croydon%20Digital%20Learning%20Guide_Issue%203.pdf
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An analogue solution 
to a digital challenge



Digital Inclusion

• Croydon’s digital strategy 

- Focus on meeting user needs

- Provide residents with the confidence and access to the internet 

• Deliver Digital Transformation across three themes:

- Digital Council  |  Digital Services |  Digital Borough

• Underpinned by digital Inclusion support for residents, especially those 
most vulnerable

https://www.croydonobservatory.org/wp-content/uploads/2020/03/Croydon-Digital-Strategy-2019-2024.pdf


Get Online workshops



Digital Skills sessions 
in New Addington 



The user need during lockdown

• Face to face sessions paused.

• Increased isolation and exclusion.

• Greater need to help residents get online and use online resources and 
services during lockdown.

• Need to provide support remotely.

• All topics that we planned to cover during our physical sessions needed 
to be delivered with greater urgency.



The user need during lockdown

• How to get online

• How to connect to the internet

• Accessing information online

• Setting up and using email

• Staying safe online

• Making video calls

• Shopping & banking online



First iteration of the guides



Our process

User research conducted – 
identify main challenges for 

residents to get online

Review findings to 
identify the key 

areas of focus for 
the guides

Content defined 
and broken down 
into topic areas

Content for 
section drafted

Content writer edit 
to reflect our 

audience and meet 
gov.uk accessibility 

guidance

Look and feel and 
layout of guides 

created by Design 
team

Partners identified 
and approached 

Content / Design 
amends processed 

and reviewed

Final review and 
amends with all 

team and Comms
Artwork and print 















Challenges

• Resource – longer development time required due to Covid 
response pressures

• Funding – printing costs

• Resident access – do residents have an available device to get 
online and connect to the internet?



What worked well

• Developed directly as a result of user needs 

• User tested through our training sessions and version 1.0 guide

• Engages target groups in a familiar format and gives confidence to try 
getting online in their own time 

• Adaptable to needs and confidence levels of residents

• Easy to reach residents across the borough



How other LAs can create their own guides

• Already designed to meet accessibility guidelines

• Easy to replicate 

• Easy to update and include additional information

• Easy to translate

• Easy to reach a wide audience



Contacts

Opama Khan, Head of Digital Place Visit & subscribe: Croydon Digital
opama.khan@croydon.gov.uk https://croydon.digital 

Dan Powell, Digital Engagement Officer Asha Kanhai, Digital Place Project Officer

dan.powell@croydon.gov.uk asha.kanhai@croydon.gov.uk 

mailto:opama.khan@croydon.gov.uk
https://croydon.digital/
mailto:dan.powell@croydon.gov.uk
mailto:Asha.kanhai@croydon.gov.uk
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