
Lloyds Banking Group Digital Inclusion - FAQs  

Eligibility and Delivery of the Project 
 
What is the delivery time frame for this project?  
The delivery time from is 1st June - 31st December 2017 
 
Is there a minimum age for participants? 
The minimum age is 16 for these participants. Please note          
this has been confirmed by our projects team and         
differs from information provided in the training       
webinar. 
 
What is the target on Learn My Way? 
A learner should complete 1 of the following courses: Keeping your personal information  
safe online, Online and mobile banking, Make Money Work. 
 
Can existing users be counted towards the target? 
Existing learners can count as long as they have not already done 1 of the 3 courses for this                   
project. 
 
What if we have FDI funding as well? Can the same learner can be used for                
both the financial inclusion and digital inclusion project? 
Yes, the learner can count for the FDI project and Financial Inclusion however all targets               
must be met for both projects.  
 
Can tutors and volunteers be counted if they also complete the 3 modules? 
All individuals going through these courses should be assessed for the need to build these               
skills. If your volunteers or staff have a need for the learning they may go through the                 
course. 
 
How many courses should learners complete to count as funded? 
Each learner must complete 1 course out of the 3 listed. 
 
Is there a minimum number of weekly sessions you need to run? 
There is no minimum number of weekly sessions. 
 
Is there a time limit on how long the clients needs to spend on a topic? 
We expect that learners will spend around 15-20 minutes on the courses based on average               
times however they may take longer or shorter times to complete this. 
 
Should we be creating a ULNs for learners? 
You do not need to create ULNs on this project. 
 
If a learner is registered at a centre and they complete the module at another               
centre, will they be counted towards the project?  
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The learner will count against the centre ID they are registered with on their account.  
Can we use more than one location for our delivery? 
If you deliver at multiple locations in the same area you should get in touch with the team                  
asap to confirm. 
 
If we can't make up to the required 150 learners what is the minimum to be                
accepted for our funding to be released? 
We expect you to complete at least 80% of your funding target for the funding to be                 
released. If you don’t think that you will be able to achieve the target, it’s important for you to                   
let us know (if you’ve not already done so) as soon as possible.  
 

Engaging with Lloyds / Working with Volunteers 
 
Can we approach Lloyds separately about the volunteering opportunity?  
While most of the Lloyds branches should be aware and taking part in the initiative we ask                 
that all centres use the Centre Details volunteer sign up to indicate their involvement, so we                
can track your participation and ensure we can match you to the right branch. 
 
Will Lloyds be referring customers to us expecting us to sign Lloyds'            
customers up for things like Lloyds Online Banking? 
Following the introduction at the branch, the bank will be able to refer individuals to you if                 
they need basic digital skills so that they are able to bank online and have an awareness of                  
online tools. 
 
We have a lot of Lloyds branches around our town - do we engage with all? 
You do not need to engage with all the branches, we recommend engaging with the nearest                
or largest branch near your centre. 
 
We already signed up for the volunteering portal - do we need to do it again? 
If you are signed up to the portal this means you have satisfied this part of the contract. 
 
How do we know if a particular branch has already been approached by             
another centre? Who are the other partners? 
There are 100 centres involved in this project and there is an even split throughout the                
country. We have provided a list via email of all participating centres to to to combat and                 
crossover. 
 
Can you provide a list of Lloyds branches? 
Currently we do not have a full list of Lloyds branches but you can use your branch locator                  
tool here. 
 
How do we arrange sessions with Lloyds volunteers? 
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Once you have signed up to be a volunteer centre the Lloyds branch will get in touch directly                  
to speak to you about the volunteering opportunity. The volunteer will then be able to come                
in as a volunteer to support your sessions.  
Can the project involve people who are not just referred from the local branch? 
Although the project is aimed at helping the referred banking customers, we also encourage              
you to help members of the public as well.  
 
If we can’t find a volunteer from Lloyds should we deploy our own volunteers              
for the sessions? 
Yes. You should think of your learners first and if you do not have any volunteers from                 
Lloyds you should use your existing ones. We are happy for you to engage and make full                 
use of the volunteers currently working at your centre. 
 
What can you expect from a Lloyds Digital Champion?  
Lloyds have trained up approximately 20,000 Digital Champions from within their workforce            
to support digital skills sessions in local communities, and you can take advantage of these               
Digital Champions within your Online Centre, to help you run sessions, support your learners              
and just for a helpful extra pair of hands.  
 
Lloyds Digital Champions have received training, so they understand the role of a Digital              
Champion, some of the barriers people who are digitally excluded are facing, and how to               
engage people with technology. They’re also familiar with the Learn My Way website as well,               
so will be able to help guide learners through the courses, and support them if they get                 
stuck.  
 
All Lloyds Digital Champions also have great communication skills, and are used to dealing              
with members of the public, so they’ll be people focussed, and good listeners - the perfect                
skills to support people who are new to using the internet, or nervous at getting started.  
 
How many Lloyds Digital Champions can I ask for?  
You can ask for as many Lloyds Digital Champions as you need to support your sessions.                
The Digital Champions will only be able to commit to 2 hours each, but if you need more                  
than one Champion for a session, or if you’re looking for Digital Champions to support over                
more than one week, then make that clear when you’re registering.  
 
Will the volunteers sent from banks be selling bank products/services? 
Nobody should be selling any products. The Lloyds digital champions will be able to support               
with a range of sessions, from financial literacy sessions, to sessions covering online             
banking, to more general digital skills sessions, including getting to grips with email, filling in               
forms and shopping online.  
 
Will volunteers from referred from Lloyds be members of the Lloyds staff? 
They will be trained staff members, and when they arrive at your centre should be treated as                 
if they are part of your volunteer team. 
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Will Lloyds need feedback on their referrals? 
The management information on Online Centres will provide us with the information we need              
and we'll be reporting back to them on a monthly basis 

Timescales and Payments 
 
We are paid 50% of the funding up front, but what activity triggers the second               
50% to be released? 
The payment will be released based on how many individuals you support - there are other                
measures for example taking part in our October campaign, but they won't affect the second               
payment.  
 
If we can't confirm volunteers from Lloyds but get the 150 learners through the              
courses, will we still get the full funding? 
The target for the volunteers aspect of the contract is for you to register as a volunteer                 
centre. If no volunteers come along from Lloyds Banking Group it won't impact your              
payment. 
 
Do we get any extra payment if we exceed the 150 learners? 
At this time we cannot confirm additional payment for over performance. 
 

Marketing and Communications 
 
When will the marketing pack be sent out? 
Marketing will be sent out in July - we are just waiting on sign off from Lloyds Banking                  
Group. 
 
Does the marketing pack include items to take on our visit to Lloyds             
branches? 
The marketing contents will be confirmed as soon as we can and we will let you know what                  
the content is. 
 
Will you provide a template for contacting the local branches?  
All branches have been prepared to support this programme. We'd like you to go into the                
branch and make contact and we will not be providing a template for this. 
 
Can we have access to print our centres on the leaflets 
Once marketing materials are confirmed we will have further information on this. 
 
 
Is there a twitter handle for this project? 
At the moment we are not actively promoting this project on social media but we will provide                 
details once confirmed. 
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How do I contact other centres on the Facebook group? 
You can find further information on the Facebook group here. 
 

 
Online tools and Management Information 
 
Will this contract appear on our management information report so we can            
track our progress? 
There will be a section on the management information with the outputs for this project. It will                 
be live shortly and we will advise when this is in place. If you deliver the FDI project we will                    
be in touch to confirm how your delivery is to be tracked. 
 
Once learners are automatically added to the system, do we have to do             
anything? 
As long as the learner is signed up to Learn My Way and has your Centre ID attached to                   
their account all their activity will be linked to your centre. You do not need to do anything                  
else for this eg CaptureITs. 
 
How do I sign up for Lloyds Digital Champions?  
 
1) Log into your Online Centres account 
2) Hover over the Your Centre tab and click Centre Details 
 

 
 
3) Click on the purple Organisations box 

 
4) Select your centre which will be displayed in a grey box 
5) Scroll down to the option called Volunteers accepted 
6) Select the box which will display a tick then a white open text box will appear to enter your                    
opportunities and some further details about what your volunteers might be required to do 
 

https://www.onlinecentresnetwork.org/Online-Centres-Network-Facebook-group
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In the free text box please provide as much information as you can for example what                
might the sessions involve, how many learners you expect, any sessions you have             
booked or if the centre requires any special checks. 


