
MAS Financial Inclusion Project 

Assisted Digital Guidance for Week 5b (Test Delivery) 

As part of the Money Advice Service project, you will have to help learners to perform a live 

online transaction. We expect there to be barriers to the learner transacting online, so you 

will have to help them. When you help someone to access a service online, you are doing 

assisted digital.  

We have checked with the Financial Conduct Authority. They have confirmed that this 

project does not need special FCA oversight. Helping someone to perform an online 

transaction is safe and ethical, but we want to you to be aware of some of  the risks so that 

you can support learners in the safest possible way.  

There are many reasons why people may be unwilling or unable to transact online: 

● they prefer offline channels, and don’t want to switch to the digital service 

● they can’t access or afford the technology to go online 

● they lack the language or literacy skills to use an online service 

● they lack, or believe they lack, the digital skills required to use the service 

● the service is not designed in a way that makes it easy to use for people with physical 

or cognitive disabilities 

● they have mental health issues or learning difficulties that stop them from using a 

digital service 

● they are afraid of transacting online because they are worried that they will lose 

money 

You will need to find out which of these issues are stopping your users from transacting 

online. It could be one issue or a combination.  

We want to minimise risk as far as possible, but we recognise that any transaction has risks, 

because it involves money. We have faith in your judgement, and your relationships with 

learners. Use your understanding of the learner, and of what is safe, to guide the 

transaction. Do not put the learner at unnecessary risk.  

You will be supporting a user to undertake a live transaction, because the project is testing 

the idea that people learn to use the internet best by experiencing the real internet. When 

someone transacts online, the act of exchanging money is part of the experience. We think 



that this experience could add to their understanding of the process, and make them less 

fearful of it.  

To minimise risk, we suggest that you follow the following guidelines:  

● agree a time and place for the transaction to take place, and make sure that the 

learner brings any documentation with them that they need. This might include 

utility bills, bank statements, or a debit card. 

● sit somewhere private, so the transaction isn’t observed by others 

● turn away when the learner is entering their personal details 

● the individual should be doing most of the work. They should choose the transaction, 

enter all of the necessary details online, and click to confirm the transaction. You are 

there to assist them as they use the computer, and to answer any questions that 

they have as they go along 

● only conduct a transaction that it something that the individual needs. The 

transaction should ideally save them money on something that would have bought 

anyway.  

 

 


