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COMMUNITY NETWORKS

Delivering public information services online

“Here in America, a revolution in technology is underway. It is more than a time of
innovation; it's a time of fundamental transformation, the kind that happens, at
most, every hundred years.Today ... I'd like to speak to you about how we can seize
the potential of this information revolution to widen the circle of our democracy
and make our government much more responsive to the needs of our citizens.”

- Bill Clinton, June 24 200Birst Presidential Internet #¥Cast

“New technology offers unprecedented opportunities for modernisation
throughout our society. We are at the start of an information revolution which is
changing the way companies do business and the way citizens get many of the
services and goods they need.”- lan McCartney MMinister of StateCabinet
Office, forewod to 'e-government, A sttagic framework for public services in
the Information Age' April 2000

“We also have no right to miss the information revolution which is now gaining
momentum in the world.” - Vladimir Putin's State of the Nation Address to the
Federal Assembly July 2000

“I believe that the information revolution can revitalise our democracy.”
- Tory Blairjn a quote promoting the Hansard Society

Introduction

The UK is not the only nation whose leaders sense this time of fundamental change irhe®mute can
use technology to build a differenand hopefully bettersocietyln truth, the impacts of new technology
pay scant respect to international boundaries and while great inequalities remain in the wtirid,
promise of a futureglobal information society holds great virtue to those excited by the means by which
information technology can improve democracy.

Just as the endeavours of localuoty and district authorities to implement e-government are part of a
grander national schemeso too,do the UK's emerging policy frameworks play their part on the wider
stage now established in the minds of leaders everywhereormiation technology is primarily about the
joining-up of people andorganisations - and success in this new knowledge economy can equate to value
and prosperity for all stakeholders, which in this increasingtgmonnected societymeans a very large
number of people indeedIn short, the circumstances are right and there is huge positive momentum

everywhere in the value chain - the opportunity to do some good with technology is now upon us and is
far too good to miss.



This document

While the broad scope of the changing world is exhilaratittys document describes strategy and
tactics for action at the grassroots community levilpresents a framework of pragmatics based upon
research and NetShift's experience of implementing mamblic access computer networks over more
than five years.

Specificallyit describes areas in which NetShift's experience of the self service and public access
information industry can drive real potential for local, coungnd metropolitan authorities to:

mmm Extend the reach of their electronic services
mmm Embrace traditionally disenfranchised communities

mmm Generate significant revenues
mmmm Gain ownership of a strategic resource that will outlast those who put it into place

All of these benefits are achievabiest-effective and strongly aligned with the government's 2005
targets to build modernisedefficient governmentwhich at all levels meets the needs of citizens and
businesses everywhere.

The internet as a technology platform

The Internet and its technologies are central t@yailing ideas of electronic information service
delivery.lts growing ubiquity has led to the emergence of aftermarket technologies, many of which show
evidence of critical mass mandating their prominent appearance on the radar screens of technology
planners everywhere.

Local governmentlthough not in the vanguard of Web er@preneurism, has not been slow to
establish its own Internet-age beachhead - a huge majority of authorities have implemented their own
Web sitessome of which possess extremely impressive capabiliti@ften, static \@b sites are integrated
with payment gateways facilitating transactional services for exampldine payment of Councilak - to
augment and sometimes replace traditional methods of interaction.

The onset of this phenomenon has been relatively rapid and oweshrto the emergence of the
Internet Browser as a universal user-interface standaids is not purely a technology issue - a large
cohort of the general public has become familiar with the idioms and vocabulary of the \id&ering
perceived barriers to understanding - giving them the confidence to engage in newer forms of
interaction.

The Internet is now a unifying platform providing amatving but workable family of consistent
standards for content and service delivefihe key to making it a successful strategic channel for local
government is to understand citizensheir lifestyles, views and habits andaégrating the right product
and service combinations together to match their wants and neeBsnging together all the key
elements and managing the challenges they pose is at the core of this taske6t stakeholders can no
longer assume their consumers will be sitting at home at their PCs connected to the Internet - witness
the dynamic growth of the internet appliance market and mobile computirigpcal authorities now have
the great opportunity to establish a vision of an information services architecture in which core content
can be written or generated once but presented on a huge variety of devipesyiding citizens with the
services they need whenever they want them and wherever they @ehnologies such as XML provide
this capability now.



Multi-user focus within the device access spectrum
An enormous number of devices are now able to interact with theb\Wand it is useful to categorise
them according to their primary mode(s) of use.

For example:
Pager Single user
Cell phone Single user
PDA Single user
CE device Single user
Personal PC Single user
Internet Café PC Multi user
Community network kiosk Multi user

Naturallysingle-user devices are usually owned by their usettsi)e multi-user devices allow access by
people who do not possess Web connectivity or cannot afford a personal-access d&ydenplementing
community networks and Internet Cafés, local authorities are thus ablerhbrace a larger electronic
constituency than that reached by the intended targets of their first-generatioetsites - namely
single-user PC consumers.

This thinking has several important benefits:

mmm |t bridges the digital divide between the 'haves' and the 'have nots'

mmm \Well designed systems can help the technology-shy to use and benefit from electronic services

mmm Providing single-access interfaces can catalyse the organisational stimulus to begin the behind the
scenes joining up process required to re-engineer the organisation

mmm |t provides an occasion to offer goods and services that can generate revenue

Because thdocations of the users are known, powerful community-based communications can be
fostered between all stakeholders in the complete governance process - eventually fromalentr
government through the regions to local businesses and citizens themselves.
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Early multi-user public access devices often supported just one task, while those that are now appearing
all over the UK are multi-function systeniscluding support for a large variety of interactions, such as
customisation of information (e.gselective printing of local transport information), transactions (such as
Council &x payment via credit card) and othéncreasingly personalisedommunity services.



Growing a multi-user community network

Large community networks invariably represent a significant capital investment inig¢tS
experiencethe final decision to embark upon a full rollout is usually taken at,ary\close to, Chief
Executive level.

Such visibility mandates a focus upon risk reduction, and a disciplihetistic approach to the
management of both business and technical issu€Bere are many hazards along the path to a
successful deploymentnd their timely anticipation and circumvention is often best achieved through
access to the skills and experience of those who have travelled along the same road bStfeservice
projects are never straightforwardnd can impose unique challenges across and within all stakeholder
organisationsPublic access projects are frequently just plain difficalten when everyone involved is
aligned and committed to the same success outcome.

When considering the implementation of a self-service netwaénior management teams are forced
to confront numerous factors in an information-sparse environment - the territory ahead is often so
poorly understood that management lacks the context in which to frame decision makirys is the core
of the perception of risk within local authorities, and is treason why most large-scale deployments are
preceded by pilot programsWhatever the outcome of a pilot prograrthe very least that can be said at
its conclusion is that all stakeholders are very much more aware of the key business and technical issues
involved.

From its many years of experienbietShift's professional services division has developed a model of
the self-service applications lifecycle that truthfully reflects the technologysiness, human factors and
financial realities involved in such projects.

A full-scale self-service project has a definite structure:

mmm Planning

mmm Design

mmm Implementation

mmm Deployment

mmm Management and optimisation

In a full-scale project, each of these areas has considerable depth - the plahaxa to address and
integrate multiple (and perhaps conflicting) policiethe design may have to accommodate many types
of user and the deployment may span several categories of locatiosuch a real project, each of these
components takes a large investment of timenergy and brainpower - yet it is not until we approach the
end that we gain any insights about the overall success of the plan.

Apparent risk

Planning Design Implementation  Deployment Management
Apparent risk through the stages of a full-scale deployment



The risk perceived by management increases through tleditife of the project because it keeps
consuming huge and variable investments along the way and providesglittl the way of positive or
negative feedback until the very end@y analogyit is like a game of poker in which the stakes get higher
and higher,and in which every player is forced to keep raising the ante.

NetShift's approach

NetShift's methodology has been designed to make it easy to embark on a community network pilot,
and,perhaps more importantlyto ensure that it accurately reflectisy, a smaller scale, the grety of the
grander design i.e. that is valid No aeronautical engineer would subject a model aircraft to wind-tunnel
tests if it didn't have any wingsnd yet, ly analogymany public access networks are doomed to failure
from the outset for broadly corresponding reasons.

NetShift pilot program - approach and risk profile

M~
NetShift Pilot
\\Apparent risk
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The NetShift approach recommends fully executing @lvdefined slice of an entire implementation
plan. It differs from a full-scale project in both its commercial and technical impact.

mmm All costs of the pilot program are specified and agreed up front avoiding the risks of the variable
cost structures of more major programkideed,as the pilot moves aheadlprward risk is
significantly reduced because progress tends to equal cladtyd a movement from uncertainty to
understanding.

mmm Technicallythe pilot program is carefully planne@tinclude a representativeon-trivial subset of
the complete value proposition of the networkt includes participating in every phase of the full
project, and is kept manageable and timely by careful scopiMany pilots fail  not completing
the entire path from Planning through to ManagementVorse stillsome pilots are claimed to be
falsely successful resulting in incorrect management information being passed into the subsequent
go/no-go decision for the full roll-out.

mmm A pilot program must involve a sufficient number of devices to allow stakeholders toetigvthe
experiencegxpertise and knowledge of 'living with a network' rather than with an isolated island
of technology.

Pilot project timescales naturally vary on a case by case basis, butefésgirle to keep them as short
as is reasonably practical to ensure continued momentum and management commitmiantletShift's
experience pilot programs typically take between 3 and 6 months.

NetShift project components map closely to the structure of a full implementation ama¢pombination,
provide an opportunity for an authority to develop the expertise to deploy larger and different
implementations as its e-Government strategy evolves over tiffige focus at all stages is on partnership
and knowledge transferand the customer is very strongly encouraged to participate at all staghs.
ultimate deliverable is not just a small-scale self-service community network, bo¢a team with the
capability to deliver successfully on a larger scale.



Making community networks pay

The public sector has been rather slower than the peveéctor to consider the revenue-generation or
'monetization’ potential of their networksWhile this is understandabl&etShift has helped numerous
authorities to integrate commercial functionality into their networks - authorities are uniquely placed in
many ways they are positioned better than commercial vendors - to provide a winnomglination of
information and commercial services in ways which benefit whole communitigsfact, the motivation to
provide electronic service delivery has to stem from an understanding of the needs of citizens not simply
from a wish to comply with government initiatives.

The great opportunity for such value-added services is that they are specific to the communities they
serve, so examples are somewhat liedtwithout context.This saidmany local authorities are
successfully implementing a variety of revenue-earning applications in which the revenue-generating
feature(s) is/are simply one of a number of functions resident on a multi-function device:

Some simple examples:

mmm Pay to surf - whereby people can pay to surf the Web via a @esipipped with a credit card
reader,coin mechanism or note acceptor

mmmm Pay to print - whereby people can print off customised information (perhaps local information) in a
value-added format e.c large scale tourist map of a city

mmm Advertising/Vouchers - whereby strong relationships can be &std with local businesses or other
organisations helping to promote them within their own communities

mmm Jobs/recruitment - whereby jobs within the community can be promoted via prominent devices
conveniently located around the area

When local authorities become attuned to the potential of including reue-earning services within
community networks, they can find the situation immensely liberatirgince it allows them to 'think
outside of the box' and consider auxiliary devices (such as plasma panels) and communications options
not normally associated with local authority networks. 'Scenario assly a common marketing tool can
be used to generate and explore exploitable concepts and ideas within the new medium.

While it is not possible here to consider all of the options availabledtal authorities, a number of
factors are key to the success of such networks:

mmmm Authorities must retain network ownership - particularly important while we are in this period of
rapid change - it is the network owner that owns the network's revenue potential

mmm Architectures must remain flexible and easy to adapt - strategies adamd, SO must our
infrastructure

mmmm Their implementation and success requires commitment and support from all stakeholders

mmm The ability to centrally manage and control networks is important - networks thrive by being
available and by being up-to-date with the latest content and servidest large networkgentral
command,control and monitoring is the only cost-effective optioand it also empowers the
Network with the capability of offering truly innovative future services as technologies evolve.



The future of public access networks
Perhaps one day we will see the entire countnycontinent, ‘join-up' in an irggrated electronic
strategy.Maybe that event will simply be a symbol of a more integrategtengineered state.

Regardless - centrally managed public access networks hold the key to the deployment of some
radically exciting shorter term possibilities based upon fine-grained personalisation of device content.
This can open up new options for consumers and stakeholder organisations alike.

For exampleall or part of a network can have its 'personality’ dynamically changed based upon
centrally-specified criteria time of dalgcation, local events ancdson. Such dynamic personalisation can
affect far more than advertising real estate and embraces the whole 'branding' of the user interface.

With the next evolution of networking technologyroadband congnt is likely to emerge as a richer
medium for a wide variety of messaging and information services - a number of content management
strategies can cope with the higher infrastructure demandgpending upon the context.

Wireless commerce offers yet nequossibilities - eventually to personalise every consumer's interaction
with all devices to which they have acceSome supermarkets are already experimenting with
bluetooth-tagged shopping trolleys - these identify shoppers wherever they are in the store and present
opportunities for completely customised communications.

NetShift

NetShift is the undisputed technology and commercial leader in the field of public access applications
with experience of thousands of public access projects over many y@&&tShift has contributed to
successful projects in over 70 countries and possesses the largest worldwide installed base in its category.
Headquartered in NewburyJK, the company isdetked by Shell Internet Vemtes BV (Shell Ventures)
who,in 2001, became a major iastor.

Public access technology is delivering a new generation of business and social benefits to many vertical
markets, and NetShift provides software solutiongentoring,consultancy and professional services to
strategic partners and public access network operators across key sectors such as local and central
government,transport, retail and telecommunications

NetShift is proud to have thousands of customers worldwiffem very small organisations to global
companies with operations in all continentsuch as IBM, BritirelecomBP AmocoCSFB, Merriliyach,
SchlumbergerWincor Nixdorf and many others.

“NetShift has become an industry standard for public Internet access software”
- Summit Research
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