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What is Digital Inclusion?

Digital Inclusion refers to the activities necessary to ensure 
that all individuals and communities, including the most 
disadvantaged, have access to and use of Information and 
Communication Technologies (ICTs).  

This includes 5 elements: 
1. Access to digital literacy training
2. Affordable, robust broadband internet service
3. Internet-enabled devices that meet the needs of the user
4. Quality technical support
5. Applications and online content designed to enable and encourage self-

sufficiency, participation and collaboration. 
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What does digital inclusion look 
like in our community?



A request from your constituents and 
community members…

We are organizations that actively support and promote digital inclusion for
Cuyahoga County residents. In the past year we have collectively helped more
than 22,000 low-income and senior Cuyahoga County residents gain access to
digital skills, affordable Internet connections and/or affordable home computers.

We join together to support the recommendations to Cuyahoga County
government outlined in "CONNECTING CUYAHOGA: Investment in Digital
Inclusion Brings Big Returns for Residents and Administration".

We urge the County Executive and County Council to adopt these
recommendations as part of the County's 2020-2021 Biennial Budget.



“We, the undersigned, urge the County Executive and
County Council to adopt these recommendations as part
of the County's 2020-2021 Biennial Budget”

• Ashbury Senior Computer Community Center 
• Bellaire Puritas Development Corporation 
• Benjamin Rose Institute on Aging
• Computers Assisting People 
• Connected Insights
• Connect Your Community
• Cuyahoga County Public Library
• DigitalC
• East Cleveland Public Library
• Fairfax Renaissance Development Corporation 
• Fatima Family Center

• Greater Cleveland Neighborhood Centers 
Association 

• Council for Economic Opportunities in Greater 
Cleveland

• Hack Cleveland
• PCs for People
• PNC Fairfax Connection
• Scranton Road Ministries CDC
• Thea Bowman Center 



Bill Callahan, Research and Policy Director

T: @Cyc2Bill
Bill@connectyourcommunity.org



The problem…
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• Connect Your Community 
Cleveland, OH

• Tech Goes Home
Boston, MA

Large-Scale Digital Inclusion
Programs are Successful.
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This is a 
problem we 

can fix.  



Samantha Schartman-Cycyk, Chief Executive Officer

T: @ConnectInsight
Samantha@connectedinsights.org
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Cuyahoga County has an
opportunity to lead the
state in digital inclusion
while reaping significant
fiscal and social returns.



5 Recommendations 
for creating a more 
Connected Cuyahoga

We recommend funding for:

1. Funding for 1 FTE to lead the county
on Digital Inclusion and related
initiatives.

2. Funding to support programs – both
internal to the county
(interdepartmental) and external -
led by community organizations.
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5 Recommendations 
for creating a more 
Connected Cuyahoga
A Digital Inclusion Leadership Position with the
county can:

1.Drive the identification of data/evaluation
strategies through which a direct ROI can be
calculated.

2. Convene an advisory council of both internal
county department staff and community
stakeholder organizations in order to better
leverage existing resources.
3. Manage county-driven digital inclusion initiatives.

4. Generally advocate for inclusion and equity
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5 Recommendations 
for creating a more 
Connected Cuyahoga
A Digital Inclusion Program Fund managed by the
county can:

1. Drive interdepartmental innovation between
county departments and community
organizations to increase digital inclusion and
equity throughout the county.

2. Stabilize an important and much-needed
community resource.

3. Create channels of aligned effort between
community organizations and county initiatives

P.66



Recommendations:
Data/Evaluation Strategy

Cuyahoga County program
administration lacks the mechanisms for
measuring direct cost savings linked to
digital inclusion.
Because of this, the cost/savings numbers
referenced in the report are extrapolated
from research conducted by the
University of Utah.

Because of this, our first recommendation
is to create a data/evaluation strategy
around county-driven digital inclusion
activities.
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Increasing Online Transactions Results 
in HUGE long-term cost savings!

The Center of Public Policy
and Administration at the
University of Utah estimated
that the State of Utah would
save nearly $46,000,000 in
costs over five years after
transitioning nine transactions
to an online platform.
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Investment Logic: Example 1  

The average cost of 
an offline transaction 
is $17.11 while the 
average cost of an 
online transaction is 
$3.91 

– A $13.20 savings!! 

In 2018, JFS provided
benefits to 251,901
unduplicated
residents or roughly
20% of the county’s
overall population
(1,248,514)

To manage the
administration of
resident benefits,
The JFS call center
receives an average
of 60,000–70,000
calls every month,
reaching as many as
87,000 calls during
busier months.
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Hospitals save $3–4 for
each appointment that
patients schedule
themselves and $1
every time a patient
checks their test
results online.

Cuyahoga County could
save approximately $60
per in-person
transaction when
factoring staff time and
overhead.

Investment Logic: Example 2  

Social service clients
managing benefits online
could sidestep 20 hours of
lost work costing them a
minimum of $145/year to
visit government offices
during normal business hours
for the purpose of
managing their benefits.

P.43, 37 



Added Value: Economic Impact
Increases in broadband adoption over time is a significant and strong predictor of:

1. Economic growth (an index that includes change in the number of jobs, number of 
jobs in young firms, gross metropolitan product). These are benefits that position a 
community for the future

2. Prosperity (an index that includes change in average wage, productivity, standard of 
living). These are benefits that flow to workers and residents as well as businesses

3. Percentage of the population with full-time employment—benefits that can also 
affect the health of residents through access to insurance, as well as economic self-
sufficiency.
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Added Value: Improved Health

The Robert Wood Johnson Foundation
estimates that the need for services for the
aging will reach crisis proportions by 2030
(at the peak of retirement for baby
boomers). To offset the additional burden
to state and local social services, an
increase in digital skills and internet
adoption will be imperative to maintain
independent living statuses for this
population.

P.44



Added Value: Improved Health

New applications of technology (e.g.,
sensors, connected IoT devices, and
artificial intelligence), telehealth services,
remote-monitoring, energy-saving smart
meters and home monitors, and other
devices offer additional assistance as older
individuals look to age in place.
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How Much Does A Digital Inclusion 
Program Cost?

Our proposed training
cost per person is $300.
with a first-year target of
1,500 participants for a
total of $449,500.

The training cost per
person is reduced to
only $260/per person
over time as production
increases

To address other barriers
to connectivity, county
initiatives can direct
participants to existing
3rd party programs such
as Pcs for People or
Access from AT&T
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This is a 
problem we 
need to fix.  



Amy R. Sheon, PhD, MPH, Executive Director 
Urban Health Initiative, School of Medicine

T: @AmySheon
ars174@case.edu
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Resident Health is Poor and Varies by Neighborhood

Life expectancy
National avg 78.7 years
County avg 76.4 years
County  range 64.5-88.6 yrs

National avg 11%
Ohio average 12.2%
Cleveland  
range

5.1% -
32.8%



Connected Health Can Improve Health and
Reduce Disparities
Connected Health Tools Direct Benefits

Patient portal to electronic health 
record

• Find reliable health information
• Message providers
• Make appointments online
• Review appt summary, check lab results
• Request prescription renewal

Telehealth • 24/7 appointments from any location
• Access to infinite universe of providers

Remote monitors • Manage condition
• Automated reporting to provider
• Early identification of problems

Apps • Promote patient engagement
• Low cost

Internet/Social Media • Compare costs of care and medication
• Connect with support groups

Pp.43, 64, 92, 93



Indirect Health Benefits of Connectivity

Improve social determinants of health

• Economic stability
• Education
• Transportation
• Housing
• Food access
• Social Circumstances

Pp.87-88

• Obesity
• Smoking
• Nutrition
• Physical Activity
• Stress

• Improved health
• Reduced Health 

Disparities
• Increased 

prosperity
• Reduced need 

for services



Important disparities persist in use of digital tools for health. A paper published by my 
colleagues at CWRU,  MetroHealth and Bill Callahan has received national attention for 
documenting enormous disparities in patient use of the electronic health portal—the 
gateway for patients to use all other sorts of connected health tools.

Perzynski and colleagues studied use of the electronic health record portal among 243,248 
patients visiting MetroHealth System ambulatory care facilities between 2012 and 2015. 

Despite its status as one the nation’s leaders in adoption of electronic health record 
systems, only 29.1% of patients had initiated portal use. Use rates were dramatically higher 
for commercially insured patients (39.4%) than for Medicaid (26.5%), Medicare (23.4%), and 
uninsured patients (17.4%). 

The strongest predictor of portal use and of electronic communication with providers 
was the level of internet access available at the neighborhood level.

P.88

Digital Health Equity



Apps that have been proven to 
reduce the cost of care for just 
five conditions could save 
$7 billion per year in health 
care costs across the U.S.

P.92

Digital Health Equity

Conditions with strong ROI 
for use of Apps
• Diabetes Prevention
• Diabetes Treatment
• Asthma
• Cardiac Rehabilitation
• Pulmonary Rehabilitation



Cuyahoga County Goal 4, Strategy 4.1: 
Significantly reduce infant mortality

Pp.89, 90

Health-Promoting Digital Inclusion Opportunities That
Support Cuyahoga County Strategic Plan Goals

Better connect moms with health
care, education and social support;
monitor high risk infants

Older adults are rapidly adopting 
technology that can be used to manage 
their physical and emotional health.  Use 
of computers and tablets improve the 
cognitive, social and emotional well-
being of older adults.

Cuyahoga County Goal 7, Strategy 7.5:   
Empower and support older persons to 
preserve their independence and help them 
age successfully



Funding to support the addition of a Digital 
Inclusion Officer position in the Cuyahoga 
County  Office of Innovation and 
Performance.

Funding to support internal and external 
programming around digital Inclusion.

Community Testimony in support
of the recommendations:



Digital Literacy & Access

Leveraging Digital Platforms to 
reinforce Educational Enrichment 
services.  

_______________________

Educational services enhanced through Digital 
tools and assessments have contributed to 
quantifiable literacy and aptitude gains.  



Digital Literacy 
Training

Preparing young adults to 
thrive in an increasingly 
globalized digital economy.  

_______________________

Students with a portfolio of digital skills 
demonstrate higher graduation, 
matriculation, placement, and career 
advancement rates.  



PCs for People is a nonprofit that provides 
affordable computers and mobile internet to 
low-income individuals.

National Organization with locations 
in Denver Colorado, St Paul 
Minnesota, and Cleveland Ohio.



7,000 Individuals Served in North East 
Ohio

Nearly 60% of our recipients have 
never owned a computer before and 
over 80% do not currently have one 
at home.

Impact



County Investment
• Disconnected community: students, 

healthcare, benefit recipients. 

• Economic Development: connected 
family households increase by $1,000 
after one year, with a minimal 
investment

• Recycling: the solution is at our feet. 
Much of our technology is heading for 
landfills when it could be reused for 
our community residents



Ben Hughes
Program Coordinator, Fatima Family Center

Google Summer Day Camp



Digital 
Exclusion is a 

problem.

Be the Answer. 



Thank 
You!

On behalf of the digital inclusion community in Cuyahoga County,


