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Graph A
Number of Customers surveyed who have used 

online services previously
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Tried but too difficult

Couldn't find what I was looking for

It didn't give enough information/cover needs

worried about security of my personal information

Prefer to speak to a person

Graph B
Reasons residents who have used online services would not 

use them again
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I rely on family/friends to access services as required

Don't have access to the internet

Didn't know I could

Don't have a device

Lack confidence to try

Lack of digital skills

Lack language or literacy skills

I prefer non-digital channels

Graph C
Reasons residents have never used online services before


