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Summary 

 
Key Issues 
 
Digital technology offers tremendous opportunities as well as challenges for older 
people. Age UK has long been aspirational and positive about the benefits that 
digital inclusion can bring, from practical help (e.g. online shopping) through to 
improving the ability to stay connected (e.g. using social media and Skype). 
 
And yet, while almost all adults aged 16 to 24 years (99 per cent) have used the 
internet (7.17 million people), only 29 per cent of adults aged 75 years and over have 
ever used it, representing 1.33 million people. There are a number of reasons why 
fewer older people are online, including: 

 age-related issues (impaired vision, manual dexterity and mobility, memory 
and cognition; 

 complex screens and small print, usability issues, computer jargon and the 
fact that some technologies are complex to use, change frequently or don’t 
work well; 

 training and support issues;  

 internet security issues 
 
At the same time, government is pursuing a policy of ‘digital by default’, delivering 
public services  “online or by other digital means”, in order to drive better services 
and lower costs, although it also said that “this does not mean we will abandon 
groups that are less likely to access the internet”.   
 
The Government Digital Service (GDS) is tasked with "transforming government 
digital services to meet people’s needs”. GDS will aim to demonstrate how a channel 
shift to digital by default can deliver public services more efficiently, but it will also 
say that government has a responsibility to deliver these services to people who 
cannot use them independently online. 
 
Public Policy Proposals 
 

 Those older people who are able to and can afford to do so, should be 
encouraged and supported to get online. 

 

 The Government must meet its obligation to provide public services, 
irrespective of whether or not someone is online.  Online services need to be 
high quality and easy to use, and there must not be any suggestion that 
services are somehow ‘rationed’ if you are not online. 

 

 Where essential services are supplied by the private sector, such as energy, 
water, telecoms and banking, similar considerations about ensuring access 
apply as for public services. Industry regulators should meet their Public 
Sector Equality Duty and ensure that the move of services online does not 
disadvantage those who are digitally excluded. 
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 Older people and people coming up to retirement who are not already online 
should be supported to get online and to maintain and extend their digital 
capability. This will require significant investment and ongoing support and a 
portion of the cost should be met by diverting savings from moving services 
online. 

 

 Government must provide grant funding for programmes to promote digital 
inclusion, funded through savings from channel shifting, or from the £55m 
underspend on digital switchover. 

 

 Government should be clear about what level of digital capability is needed to 
function effectively and work with partners to support people to achieve and 
maintain that capability. 

 

 Technology, websites and online services must be inclusively designed to be 
accessible, affordable and attractive to older people. 
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1. Introduction 

Since Age UK’s current policy position on technology and inclusion was last 
considered in March 2011, the Government’s ‘digital by default’ policy has continued 
to take shape, with a new Government agency, the Government Digital Service 
(GDS) charged with ‘transforming government digital services to meet people’s 
needs’. The process of shifting key public services online has begun, with the new 
Universal Credit (the new means-tested benefit for working age people being rolled 
out from October 2013) being designed as an online service. Although face to face 
and telephone support will be available, this will be ‘geared towards helping people 
to use the online channel’i.  

This channel shifting however merely reflects trends in the private sector and society 
as a whole. For example, automation and online banking have gone hand in hand 
with reductions in the number of bank branches. This increases the challenge for 
those with reduced mobility and lack of access to relevant technology who cannot 
either travel the increased distance to get to a branch or access the replacement 
available through the internet or telephoneii. 
 
However, the move towards digital technology offers tremendous opportunities as 
well as challenges for older people. Age UK has long been aspirational and positive 
about the benefits that digital inclusion can bring, from practical help (e.g. online 
shopping) through to improving the ability to stay connected (e.g. using social media 
and Skype). Earlier this year, Age UK became a founder partner of Go ON UK, a 
cross-sector partnership  with a programme of work to help make the UK the world's 
most digitally capable nation "where no one and no organisation is left behind". 
Other founder partners are the BBC, Big Lottery Fund, E.ON, Lloyds Banking Group, 
Post Office and TalkTalk. 
 
The Government will shortly be publishing a cross-governmental digital strategy. In 
the light of this, and of Age UK’s participation in Go ON UK, this policy review 
examines how our policy position should be developed in order to maximise the 
opportunities of the digital agenda while still ensuring that those older people who 
are most disadvantaged are not disadvantaged further by channel shifting, 
particularly as they are likely to be heavy users of public services. 
 
The issues dealt with in this review affect the United Kingdom as a whole. 
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Policy Sounding Board 
 
Age UK’s Policy Sounding Board considered this paper on 3 September and their 
comments are summarised below: 
 

 There is a particular distrust of online banking, which is a barrier to older 
people becoming more digitally included; 

 We must avoid a situation where the government singles out individuals who 
are not online and restricts the availability of services to them; 

 Funding should be made available to provide virus protection for computers 
owned by vulnerable older people; 

 Research into the accessibility of hardware should be considered, particularly 
the preference for tablets among those being supported to get online; 

 Campaigns should highlight the discrimination against older people by online 
retailers; 

 Training for older people needs to be appropriately tailored; 

 Local authorities should pay for training and support for older people through 
libraries, local Age UK’s etc. 

 
 

2. The current context 
 
As at August 2012, almost all adults aged 16 to 24 years (99 per cent) had used the 
internet (7.17 million people). In contrast, only 29 per cent of adults aged 75 years 
and over had ever used the internet, representing 1.33 million peopleiii. 
 
Among those aged 65-74, only just over half (55 per cent) have internet access at 
home and only a minority (26 per cent) of those aged 75+ have the internet at home. 
Compare this to the around 85 per cent of those aged 25-54 who doiv. 
 

This is a rapidly changing picture and the percentage of people over 65 who have 
never used the internet has fallenv from 65 per cent in 2006 to 44 per cent in 2012. 
This is encouraging, but it masks a more complex picture of use and non-use and it 
should not be assumed that simply by waiting, a time will come when everyone is 
digitally included; the reasons why people are not online are varied and are 
examined below in more detail. Some people also give up; 10 per cent of people 
over 65 have used the internet in the past, but not in the previous three months, 
although we do not know whether they are no longer using it because of cost, 
difficulties using it, or disinclination.vi  
 
So it is more likely that in the future, we will start to see changes in the patterns of 
use of the internet, rather than a simple increase in its use by older people because 
they will have experienced it at an earlier age. 
  
The extent of digital exclusion is not uniform across different groups of the 
population. Those that aren’t online are more likely to be older and from DE socio-
economic groups – some 51 per cent of those aged 65+ said they did not intend to 
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get the internet at home, and 29 per cent of those in DE socio-economic groups, 
compared to 15 per cent of the UK population as a wholevii. While internet non-use is 
relatively similar for males and females aged 16 to 64 years, it differs for people 
aged 65 and over. Whereas 33 per cent of men aged 64 to 75 have never used the 
internet, the corresponding total for females is 43 per cent, a difference of 10 
percentage points. This difference grows to 14 percentage points for males and 
females aged 75 years and over. 
 
Some people also self-exclude. It is estimated that between two and five per cent of 
the UK adult population are socially included, yet digitally excludedviii. This 
corresponds to between 1 million and 2.4 million people and of this group 28 per 
cent is over the age of 65ix. This is supported by evidence that 82 per cent of all 
digitally excluded older adults see no value in e-mail even if the benefits are 
explainedx. 
 
Older workers 
 
There also remains a significant minority of people coming up to retirement who 
have never been online – 9 per cent of people aged 45 to 54 and 15 per cent of 
people aged 55 to 64. A lack of IT skills has been identified as one of the primary 
barriers facing older jobseekers. 25 per cent of all advertised vacancies are online 
only, meaning that an offline jobseeker who cannot conduct an online job search and 
fill in an online application form is excluded from a large proportion of the labour 
market. In addition, most employers require a minimum level of IT skills for 
performing a job – only 4 per cent state that email skills and 7 per cent that word 
processing are unnecessary.  
 
What does being ‘digitally included’ mean? 
 
The term ‘digital inclusion’ is widely used, but rarely defined. Where a definition can 
be found, it tends to be based around an expectation that digital inclusion happens 
when all members of society are able to access the functionality offered by the use 
of technology. Those that can’t are generally seen to be suffering inequality and the 
idea of inclusion also embraces concepts of accessibility, use, and participation. 
We need to consider what level of inclusion is necessary or desirable. Many older 
people may have access to the internet, but is this sufficient to define them as 
digitally included? 
 
Government tends to use the terms online and offline to indicate users of the 
internet, without differentiating much further, however Ofcom points out that even 
those who do have access may be ‘narrow users’; defined as those carrying out 1 – 
6 of the 18 types of internet use. For example, in their 2011survey, older users aged 
55 and over were more likely to be narrow users (33 per cent for 55-64, 46 per cent 
for 65-74 and 50 per cent for 75+ vs. 21 per cent)xi. The research concludes that 
narrow users are considerably less likely, compared to all users, to have utilised the 
internet for banking or paying bills, which means moves to provide more services 
online may adversely impact more significantly on this group, which includes a 
greater proportion of older people. 
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3. Barriers to older people getting online 
 
Research that has looked at this area in the past tends to focus on two distinct 
groups and this is mirrored by current government policy: 

 the digitally excluded, who have little or no opportunity of accessing the 
internet; and 

 the digitally dismissive, who have (or potentially have) a means of accessing 
the internet, but choose not to use it. 

 
For example, research carried out by Age UK in 2009xii concluded that the main 
barrier to the use of computers and the internet among a sample of people in the 55- 
64 age group and those over 65 appeared to be a lack of understanding and 
confidence with ‘how it works’. Those interviewed said they struggled to comprehend 
how to use the actual equipment and required explanation as to ‘what to press and 
when’. A number of fears and anxieties were expressed about ‘doing something 
wrong’, as well as about the security of the internet. 
 
The issue of affordability should not be disregarded, even though this appears to be 
outweighed by other barriers and several of the research participants commented 
that the price of computers and internet packages has come down. 
 
Other reasons that frequently come up when older people are asked about their 
attitude to being online include:  

 age-related issues such as impaired vision, problems with manual dexterity 
and mobility, memory and cognition challenges (such as remembering 
passwords), and limitations with activities of daily life; 

 the characteristics of existing technology; including complex screens and 
small print, a standard computer keyboard format, usability issues with system 
designs, computer jargon and the fact that some technologies are complex to 
use, change frequently or simply do not work well; 

 training and support issues; including financial barriers to accessing training 
and the absence of training opportunities – particularly those with suitably 
qualified trainers who are sensitive to the needs of older people; 

 internet security issues; combined with the lack of understanding and 
confidence of how the internet ‘works’, this contributes to a feeling of 
vulnerability and anxiety with respect to the internet.  

 
It is also important to note that frail older people will need considerably more support 
than younger, more physically able older people and they will need it for longer and 
may eventually become unable to use existing technology or adapt to changes in 
technology. 
 
What is more encouraging from the research is that despite a low level of 
understanding about how the internet works, knowledge of its potential benefits is 
surprisingly high. However, those taking part acknowledged that they can access 
these benefits indirectly through friends and family using the internet on their behalf, 
which raises the issue of the potential for abuse and a loss of independence if older 
people become reliant on others. 



8 

 

 
Cost and accessibility issues 
 
As noted above, affordability is often assumed to be a reason for remaining offline, 
whereas in reality, it tends to be outweighed by other factors. Nevertheless, there are 
a number of key questions around cost that need to be addressed, primarily whether 
the price of hardware/software is set at a level to be affordable to the target market. 
Assuming the answer is affirmative, other issues arise. For example, are some 
services so essential that the cost of online access should be included in any means 
test? 
 
There are also areas of Britain, and especially rural areas, which are still operating 
with slow broadband and are digitally isolated as a result of this and patchy 
coverage.  
 

4. Government policy 
 
Digital by default 
 
The Government announced in November 2010xiii that it would pursue a policy of 
‘digital by default’ so that public services would be “delivered online or by other 
digital means”, in order to drive better services and lower costs, although it also said 
that “this does not mean we will abandon groups that are less likely to access the 
internet”.  As well as Universal Credit, other areas where online service delivery is 
currently being developed include voter registration; online versions of the Lasting 
Power of Attorney form; and Jobseekers Allowance, where DWP is aiming at 80 per 
cent of claims online. 
 
As part of this process there is a new Cabinet Office team; the Government Digital 
Service (GDS), tasked with "transforming government digital services to meet 
people’s needs”. GDS will be publishing a Digital Efficiency Report in October, which 
will accompany the cross Government Digital Strategy. The aim of the report will be 
to demonstrate how a channel shift to digital by default can deliver public services 
more efficiently, but it will also say that government has a responsibility to deliver 
these services to people who cannot use them independently online. This is the 
group the GDS has identified as the ‘never wills’ and who are predominantly 
disabled, old or living in a very rural area.  
 
GDS is undertaking further research that they predict will provide definitive 
information about who will need assistance, but at present they have concluded that 
the ‘never wills’ are a small group (without saying how small), that will never use 
digital services independently, will remain more or less constant in number and who 
are heavy users of services. This suggests they accept that there will remain a need 
for assistance well into the future. 
 
By contrast, GDS has identified a group who could use digital services 
independently, but currently aren't able to, perhaps because they don't have the 
skills or confidence. They envisage that this group will decline over time. 
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Everybody else GDS puts into the category of people who should use digital 
services, or in fact already do. In other words they have the skills and can access 
online services, and they will not need assisted digital (see below). All of the above 
currently remains no more than a statement of principle and does not represent 
government policy, but it does clearly indicate the direction of travel. 
 
Local government 
 
Local government is also moving resources online. A 2011 report, ‘Online 
government services and the offline older generation’,xiv found that: 
 

 at least three quarters of local government officers and local councillors 
thought the use of the council website would increase over the next year 
(2011/12); 

 the majority of councillors said that their councils were encouraging more 
people to use the council website for information on local services; 

 
However, the research highlighted that this shift would not necessarily meet the 
needs of older people as it also found that: 
 

 more than 70 per cent of older people said that if more services were provided 
on the internet, they would still visit or phone their local council to receive 
services; 

 a similar percentage also disagreed with the notion that, ‘if more council 
services were provided online I would use the internet more’; 

 
The drivers for change 
 
Better use of technology is fundamental to Government policy on open government 
and choice, facilitating developments such as the move to personalised care. 
Greater efficiency is another aim, and the GDS acknowledges that delivering 
services online will save large amounts of money. Calculating what these savings 
are likely to be however is not easy and even harder if we try to determine what 
contribution would be made by getting just those excluded older people online. 
 
Nevertheless, through ‘Race Online 2012’ Price Waterhouse Coopers was 
commissioned to undertake research in 2009 that gave some indications of the 
potential cost savings, or ‘digital dividend’. The report assessed the expected 
economic benefits of reducing digital exclusion in key areas and considered the 
aggregate potential benefits of reducing digital exclusion depending on how many of 
the digitally excluded could be brought online. 

Among its key findings were that households offline are missing out on savings of 
£560 per year from shopping and paying bills onlinexv, which obviously doesn’t 
include the cost of getting online in the first place. But it also concluded that in terms 
of improved government efficiency, each contact and transaction with government 
that was switched online could generate savings of between £3.30 and £12.00.  
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Extrapolating further, the report suggested that if all digitally excluded adults got 
online and made just one digital contact each month instead of using another 
channel, this would save an estimated £900 million per annum. The total economic 
benefit from getting everyone in the UK online was estimated to be in excess of £22 
billion over the lifetime of all those who were then defined as digitally excluded, 
assuming that would happen within two years, which of course it did not. 
 
The above study needs to be carried out again by government and could provide an 
argument for funding to be made available both to provide support to get older 
people on low incomes online and provide them with the hardware to do so. 
 
Assisted digital  
 
The stated aim of the GDS is to help people get online as well as providing offline 
access where necessary, and they have pledged to work with government 
departments on the strategic planning and implementation needed to achieve this. 
The policy is one of 'assisted digital', which they define as 'strategies to ensure no 
one is left behind by moves to digital by default delivery of government services'.  
 
There is not much information available yet about what assisted digital will mean, but 
the GDS accepts the strategy will take different forms for different users and 
services. So in some cases it could be about helping people learn to use the internet 
so they can use digital services by themselves, or providing an environment where 
people can go to get help using a digital service. Crucially however, they 
acknowledge that for people who need it, assisted digital could be about providing 
services by phone or face to face. The stated role of GDS is to make sure that 
government takes a coherent approach to different users and services. 
 
So in practice, the strategy will have two parts; to help get people online and provide 
other ways in to digital services. The former will be done by improving broadband 
and supporting digital inclusion (e.g. through Go ON, UK Online Centres and 
libraries), the latter by retaining access by ‘phone, face to face and intermediaries.  
 
However, GDS has described what they call a ‘marketplace’ for assisted digital 
provision, allowing a range of private and voluntary sector organisations to provide 
other ways into digital services. Government departments might provide some of 
these themselves, for example, retaining contact centre or face to face resource to 
help people use digital services.  
 
But, another example they have given is for a service with a lot of older users where 
older people’s charities would provide a face to face way in to the digital service on 
the government’s behalf. The anticipated cross government digital strategy due in 
October may provide further detail, but there could be significant implications for Age 
UK if government anticipates charities such as ours to act as intermediaries for older 
people to access digital services, not least the increased cost of providing such a 
service. 
 
Government must therefore make clear exactly who it thinks will need face to face 
services, who it thinks will provide them and what funding will be available to ensure 
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all those who need assistance in this way will receive it. If there is a separate group 
that government thinks will be able to access digital services by means of 
intermediaries, this also needs to be made clear and how it expects the additional 
costs to be met.  

 
5. The private sector 
 
Older people who are not online face the following challenges as consumers: 

 price discrimination: utilities and other services are typically provided at a 
discount to those who manage their accounts online and these tariffs often 
constitute the lowest price for consumers. Some utilities are obliged to ensure 
that any discount reflects cost, however there are concerns that in some 
sectors, online discounts go beyond cost and as a result, offline customers 
are subsidising online users;  

 exclusion from services: as yet few goods and services are truly ‘online only’,  
but not being able to buy (for example) tickets to a popular event online may 
mean you miss out; 

 reduced independence and control if the only way that people who are not 
online can access services is by relying on friends and family.  

 
It is important that older people are protected against potentially discriminatory 
behaviour to do with the delivery of digital services, but the law is not particularly well 
developed in this area. However, the implementation of the Equality Act provisions 
outlawing indirect age discrimination or age discrimination in the provision of goods 
and services may give some scope to challenge discriminatory conduct. 
 
One area that has been looked at independently is price comparison websites and 
the problems that older and disabled people have accessing them. A report from 
Ability Net in April 2012 highlighted contraventions of the Equality Act.xvi This is 
important, as for many of us price comparison sites play a significant role in ensuring 
that we get the possible deal in the current difficult financial climate. The review 
found that most comparison websites are either difficult or impossible for disabled 
people to use, meaning they couldn’t access important price information.  
 
A similar study was carried out by Desktek on bank websites, testing web pages 
from 11 leading banks and building societies for 15 problems that older and disabled 
customers are likely to face. The worst of those tested failed on 35 out of 64 tests, 
with even the best failing 18 timesxvii. 
 
The Royal National Institute for the Blind (RNIB) has initiated at least two cases on 
the accessibility of websites for disabled people, but both were settled without being 
heard by a court.  
 
It is unacceptable that all websites are not yet fully accessible and even more so that 
those of banks and price comparison companies do not comply with minimum 
standards, such as those laid down by the FSA.   
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6. The implications for older people 
 
Getting everyone online would mean that we would all benefit from the improved 
service delivery and savings to the economy that this would bring. There could be 
particular benefits to older people, both in terms of practical help (e.g. shopping, 
banking and healthcare online) and in terms of staying connected (e.g. e mail and 
Skype). However, these benefits will only be delivered if the technology is 
accessible, affordable and attractive to older people.  
 
Currently the majority of people over 75, around half of people aged 65 to 74, and 
around one in six people coming up to retirement have missed out on the digital 
revolution. Many older people are concerned about marginalising those who do not 
want to become connected. The more people who are online the more the pressure 
will grow to close any remaining offline services, particularly as the overhead cost 
per user will increase. There are already indications that in relation to the 
introduction of Universal Credit the back office to deal with what are described as the 
‘vulnerable’, will be thinner to allow for a “massive web-enabled internet channel for 
the vast majority of the transactions”xviii.There is also the risk that the more that 
government moves services online, the more likely the private sector is to follow suit 
and withdraw offline services.  

 

7. Policy principles 
 
In developing our policy proposals, we propose to adopt the following principles: 
 

 Those older people who are able to and can afford to do so, should be 
encouraged and supported to get online. 
 

 The Government must meet its obligation to provide public services, 
irrespective of whether or not someone is online.  Online services need to be 
high quality and easy to use, and there must not be any suggestion that 
services are somehow ‘rationed’ if you are not online. 
   

 Where essential services are supplied by the private sector, such as energy, 
water, telecoms and banking, similar considerations about ensuring access 
apply as for public services. Industry regulators should meet their Public 
Sector Equality Duty and ensure that the move of services online does not 
disadvantage those who are digitally excluded. 
 

 Older people and people coming up to retirement who are not already online 
should be supported to get online and to maintain and extend their digital 
capability. This will require significant investment and ongoing support and a 
proportion of the cost should be met by diverting savings from moving 
services online. 
 

 Government must provide grant funding for programmes to promote digital 
inclusion, funded through savings from channel shifting, or from the £55m 
underspend on digital switchover. 
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 Government should be clear about what level of digital capability is needed to 
function effectively and work with partners to support people to achieve and 
maintain that capability. 
 

 Technology, websites and online services must be inclusively designed to be 
accessible, affordable and attractive to older people.  
  

Funding for digital inclusion work 
 
Government will need to significantly increase investment going into digital inclusion 
work if it is to meet its policy aspirations. Currently, there is no national public 
funding, whereas for the digital television switchover that has now been completed 
Digital UK had a marketing budget of £201m to persuade people to switch that came 
from the Department of Culture, Media and Sport (DCMS) via the licence fee. 
However digital inclusion differs in that it is not a one off process and moves towards 
getting everybody online are taking place with a different administration and in very 
different economic times.  
 
It has been reported that Digital UK will come in under budget by about £55m. The 
destination for the underspend will be a matter for discussion between the BBC Trust 
and the Department for Culture, Media and Sport.  
 
One approach could be for the government to recoup this money and use it to 
promote digital inclusion, or provide more offline access to those who cannot get 
online. Alternatively, it could be argued that Government should fund digital inclusion 
and the assisted digital programme by using a proportion of the anticipated savings 
from getting people online. Government should also use this funding to support 
delivery of digital inclusion by third sector organisations 
 
For people approaching retirement, the government must ensure that all welfare-to-
work providers – including private sector Work Programme contractors – provide 
appropriate support and training wherever necessary. 
 
Question: Where should the funding digital inclusion come from? Should 
funding be targeted at particular groups, such as the older, poorer and more 
vulnerable?  
 
Digital by default 
 
Age UK’s position has been that there should remain alternative methods to the 
internet in public service delivery and other essential services. The question is 
whether ‘assisted digital’ will provide them. Proper resourcing and full transparency 
is needed, and the public interest should be represented throughout the 
development of each service through an independent panel with powers to request 
and publish information and with a specific brief to consider the needs of 
disadvantaged groups. 
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Given the lack of clarity over ‘assisted digital’, and the large numbers of older people 
still not online, Age UK believes that Government should still maintain offline access 
for key services. In deciding which services go on to a ‘digital by default’ programme 
in future, it should take into account the extent to which the likely target market is 
digitally included; the risk of individual and public detriment if the service cannot be 
accessed and the public sector equality duty under the Equality Act 2010. This 
requires public bodies to consider all individuals when carrying out their day to day 
work. 
 
Question: How do we protect those older people who, for whatever reason, 
cannot get online? How do we help those older people who can get online, but 
who will need ongoing support?  
 
The role of the private sector, regulators and government 
 
More needs to be done about the overall level of service provided by the private 
sector. In many areas they are not delivering in terms of accessibility of hardware, 
websites and online services and as set out above, in some cases this has led to 
legal challenges. Consumer organisations, advice agencies, trade associations and 
regulators should work together to ensure that older people are not disadvantaged in 
the market place by being offline and that online services are affordable and 
attractive to older people. 
 
Regulators should meet their Public Sector Equality Duty and ensure that the move 
of services online does not disadvantage those who are digitally excluded. 
 
Government could help by ensuring that websites comply with the Equality Act and 
are accessible to disabled people, as many currently fail to comply. At the very least 
we expect government to comply with the Public Procurement Regulations when 
using its significant purchasing powers. These regulations mean that when they 
issue an invitation to tender for the procurement of any ICT goods and services 
(including software, hardware and websites), it should include appropriate 
requirements in relation to the accessibility of that ICT. 
 
Question: Should we rely on the Equality Act provisions outlawing indirect age 
discrimination or age discrimination in the provision of goods and services as 
the mechanism for challenging discriminatory conduct? 
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