The My e-Start project aims to equip disadvantaged adults with skills necessary for using the most

common e-Government and e-Commerce services in their countries and ensuring a positive (first) e-
experience as well as a sense of digital achievement. In order to establish the needs of these group,
partners carried out research in each participating country (Austria, Bulgaria, Cyprus, Germany, and the
UK), taking into account variations between countries and even within the countries themselves. This
research aimed to identify what digital services are available in partner countries and how citizens can
make use of them.

Even though partner counties have achieved impressive results in providing cheap and assessable
Internet services to their citizens, in no country does the level of basic digital skills as defined by DESI
(The Digital Economy and Society Index) match the number of Internet users. Thus, a dangerous
digital skill gap has developed, making citizens an easy prey for data theft, scams, and disinformation,
or barring their access to services they should be able to afford.

The group most widely excluded from the digital world, are, beyond a doubt, the older citizens. Age is
the most important predicting factor for digital exclusion. While some of the older people simply don't
perceive a need to go online, many of them lack the digital skills necessary to do so. In addition, there
are widespread security concerns that prevent people from making full use of the potential services
available to them.

In addition to age, one's educational level, economic status, and a presence of a disability also impact
the participation in digital service. People with a lesser educational status, economically inactive, or
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