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Citizens' RECOMMENDATIONS 
for strengthening digital literacy, 
inclusion and quality of e-services in Croatia


As part of the "Inclusive Digitalization in the EU" project, a crowdsourcing process was launched that enabled citizens to participate in proposing solutions for the ten previously identified challenges, from the lack of basic digital skills to the lack of ICT experts, especially among women. The goal of the project is to improve the participation of citizens and stakeholders in digital transformation, with a special emphasis on inclusiveness. For this purpose, an online crowdsourcing platform was designed that allows citizens and stakeholders to express their opinions and propose concrete solutions to reduce the digital divide. The involvement of citizens is essential for a better understanding of the scale and causes of these problems and for the design of effective and inclusive measures at the EU level.
Methodology
The process was carried out in six European countries — Belgium, Bulgaria, Croatia, Germany, Romania and Spain — and involved more than 1,800 citizens. Citizens identified key problems, proposed concrete solutions for their countries, and voted for those they considered most relevant through an online campaign. This document summarizes Croatia’s priorities according to the number of votes and formulates them into several concrete recommendations for decision-makers and policymakers at the national and European levels. The aim of this summary is to present key insights and recommendations from Croatian citizens for more effective solutions to the identified problems.
Problems identified by citizens
By participating in the crowdsourcing process, Croatian citizens identified 10 key problems for inclusive digitalization: (1) problems in the education system (insufficient encouragement of computer science, large differences in school equipment, and curricula that do not follow the needs of the labour market); (2) lack of quality, accessible education and local support for citizens; (3) lack of interest and lack of awareness of the importance of digital literacy; (4) digital exclusion of the elderly and the digital divide; (5) financial barriers and poverty that limit access to devices, the Internet, and education; (6) distrust of technology and fear of using new technologies, including concerns about the impact of artificial intelligence; (7) technological inequality in rural areas due to weaker infrastructure and lack of educational resources; (8) complexity of using apps, especially public e-services from a user experience perspective; (9) lack of ICT experts and talent drain; and (10) discrimination against women, the elderly, people with disabilities, and other groups in the ICT sector.
What citizens support most
According to the number of votes, citizens most supported solutions aimed at strengthening digital competences through the education system and practical learning programs. The most supported were proposals for the introduction of mandatory digital competences for students, along with systematic training of teachers, and for better adaptation of educational programs to real needs and everyday use. Proposals such as digital mentor programs and simpler and standardized design of public digital services also ranked highly.
Significant support was also received for solutions that expand the availability of digital knowledge to the wider population, including digital literacy for all, the introduction of IT as a mandatory subject in secondary schools, and a broader reform of education in the direction of digitalization. Citizens also strongly emphasized the need for targeted programs for the elderly, for example through digital clubs for the elderly and practical training with the modernization of teaching methods.
In the area of ​​infrastructure and equal access, proposals for subsidizing the internet and devices in cooperation with telecoms were supported. From the aspect of the labour market and inclusion, initiatives to retain digital talents and ensure equal opportunities in the digital world stand out.
Key messages
· The education system is the main lever of digital inclusion. Citizens clearly state that digital competences must be systematically developed through mandatory content in educational institutions and through continuous professional development of teachers, alongside the modernization of learning approaches.
· Digital skills should be practical and connected to everyday life. The strongest support is given to proposals that require computer science education and training to focus on concrete life needs (use of e-services, security, and useful everyday applications).
· Without access to the internet and devices, there is no real inclusion. Citizens support measures that reduce cost barriers and ensure affordable packages and equipment for socially vulnerable groups. 
· Public e-services must be simple, standardized, and user-tested. The complexity of digital interfaces directly creates exclusion; therefore, citizens call for clear UX/UI standards and accessible design.
· Local, on-the-ground support is crucial for older and vulnerable groups. Ideas such as digital mentors and local/thematic clubs show that citizens want a combination of technology and trusted human support.
· Trust and digital security must be built as part of digital literacy. Fear of mistakes, fraud, and loss of privacy is not a secondary issue, but a real barrier that requires ongoing education and clear communication.
· Addressing the shortage of ICT professionals requires talent retention and the promotion of lifelong learning for work in ICT. Citizens recognize that working conditions, salaries, reskilling, and a supportive environment are decisive for strengthening the domestic sector.
The digital transition must be gender- and socially inclusive. Emphasis is placed on measures that increase the participation of women, persons with disabilities, and older people in ICT through mentoring and inclusive employment policies.

RECOMMENDATION 1
Education Reform for Digital Competences
Ensure that strengthening digital competences is mandatory in primary and secondary education, with an emphasis on learning through real-life situations.
· Introduce mandatory digital competences into the curricula of primary and secondary schools, with continuous professional development for teachers (the most strongly supported measure).
· Make computer science a compulsory subject in all secondary schools through a unified curriculum aligned with the DigComp framework for citizens’ digital competences.
· Redirect computer science teaching toward “digital for life”: e-services, online safety, critical understanding of technology, and encouraging students to transfer knowledge to their families.
· Introduce a “digital classroom for all” standard to reduce differences in equipment and the quality of teaching delivery.
RECOMMENDATION 2
Lifelong Learning, Inclusion and Local Support
Develop an accessible network of learning and assistance that integrates education, mentoring, and support programs in trusted local institutions.
· Launch free workshops and online courses for all age groups, and establish local support centers (libraries, associations, educational institutions), with programs tailored to older people, the unemployed, and persons with disabilities; in particular, ensure the availability of programs in rural and remote areas through mobile teams and partner local centers.
· Change learning methodologies in schools and adult education programs towards interactive, practical work on concrete everyday tasks.
· Establish a national digital literacy platform as a central place for learning, information, and connection with mentors.
· Open community digital centers in municipalities and cities with programs tailored to older people, the unemployed, and persons with disabilities.
· Introduce a program of digital mentors in public institutions and local communities as “trusted points” for assistance in using e-services.
· Organize digital clubs for older people in libraries and retirement homes with the support of volunteers and students.
· Ensure accessible materials and tools for older people and persons with disabilities, and link education with access measures (devices/internet) so that participants can practice after training.

RECOMMENDATION 3
Infrastructure and Secure Access 
Ensure simple, affordable, and secure access to the internet, devices, and e-services, with a special focus on rural and remote areas.
· Prioritize the construction of broadband infrastructure in rural areas, using EU funds and public–private partnerships.
· Establish mobile county-level teams/telecenters for education and practical on-site assistance through a continuous program of visits to micro-locations.
· Develop models of subsidized internet access and devices for socially vulnerable groups, in cooperation with telecom providers.
· Ensure the permanent availability of free programs and volunteer support.
RECOMMENDATION 4
Design of Public E-Services, Trust and Security
Increase the use of e-services through simple design, user support, and continuous awareness-raising about cybersecurity.
· Standardize the design of public digital services according to accessibility-oriented UX/UI principles, with mandatory testing involving users of different knowledge levels.
· Simplify login and authorization processes and enable assistance in “trusted institutions” for citizens without smart devices.
· Consider standardizing terminology and metadata to improve searchability and form completion.
· Conduct continuous campaigns and short training sessions on digital security, data protection, and the responsible use of AI.
· Introduce accessible education on data protection and digital security through media, leaflets, and local workshops.
· Strengthen transparent communication about security measures and encourage public dialogue on the ethics of technology.

RECOMMENDATION 5
Labour Market and Talent
Strengthen the domestic ICT sector through competitive working conditions, reskilling, and active measures to increase workforce diversity.
· Introduce a package of measures to retain digital talent: promoting STEM, strengthening domestic projects and the start-up ecosystem, and ensuring more competitive working conditions.
· Develop tax and organizational incentives that increase the attractiveness of ICT careers in Croatia and systematically invest in reskilling without age discrimination.
· Actively promote “equal opportunities in the digital world” through inclusive employment policies, mentoring, and increased visibility of women, persons with disabilities, and other vulnerable groups.
· Encourage employers to mentor and hire vulnerable groups through aligned adult education and training programs.


	
Primary implementing bodies

· Education reform: Ministry of Science, Education and Youth, schools and CARNET (Croatian Academic and Research Network), with the support of local and regional self-government units.
· Lifelong learning, inclusion and local support: Local and regional self-government units, libraries, associations, and educational and public institutions.
· Infrastructure and access: National authorities responsible for digitalization and regional development, local and regional self-government units, telecom operators, with the support of EU funds.
· Design of public e-services, trust and security: Public administration bodies and national authorities responsible for digitalization, with expert support from data protection authorities (AZOP – Personal Data Protection Agency).
· Labour market and talent: Ministries responsible for labour and education, employers, trade unions, higher education institutions, and professional associations.




Conclusion 
These recommendations show that citizens clearly recognize where the digital divide arises and what can reduce it most quickly: strengthening digital competences through the education system, practical learning focused on everyday e-services, and accessible local support, especially for older and vulnerable groups. The high ranking of votes further confirms that mandatory learning outcomes in schools, modernization of teaching methods, digital mentor programs, and simpler design of public e-services are key measures for inclusive digitalization. At the same time, citizens emphasize that without access to affordable internet and devices—especially in rural areas—there can be no real equality in the digital society.
In line with the above, we recommend an integrated approach that encompasses education reform, lifelong learning and inclusion, infrastructure and access, user-friendly and secure e-services, and measures to retain and develop ICT talent—five key recommendations for inclusive digitalization.
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