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Abstract: 

This report is the culmination of the research phase of the TELEPROMISE project. The aim at this stage is to be able to indicate, on the basis of the research carried out with the end-user communities and initial discussions with the local suppliers and potential service providers in the three pilot areas:

the package of tele-services proposed to be implemented in each of the selected pilot communities (and the underlying reasons for this selection based on end-user demand/expected usage and discussions with potential providers);

the nature and features of these tele-services; 

the proposed providers of these tele-services and the extent, if any, to which their current operations provide an opening to the introduction of a telematics-based service; 

the number and location of the public access terminals (PAMTs) and home terminals (MHTs) proposed; 

the nature of the logistics system for delivery of goods ordered via the system (for reasons of cost-effectiveness aiming at ‘integrated’ logistics in each pilot area and optimal utilisation of any existing systems); 

and the framework for the exploitation basis of the system (this general framework being applicable in all three pilot areas). 

While the findings in the report are specific to each local area, and are clearly strongly influenced by local factors, the concluding chapter seeks to draw out significant general points which will be able to feed into a model for implementing a wide range of tele-services for the general public in rural areas as is proposed in this project. 



Keyword list: tele-services, local suppliers, service providers, tele-service providers, public access terminals, home terminals, logistics, exploitation
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EXECUTIVE SUMMARY



This report is the culimination of the user research phase of the TELEPROMISE project. On the basis of the qualitative and quantitative research carried out in the pilot areas in the Netherlands, Denmark and Ireland, discussions have been held with local suppliers in the selected communities and with potential tele-service providers in each of the areas. As a result, the strategic decisions have been made concerning the tele-services which will be implemented in the project, the providers of these tele-services and various accompanying organisational aspects. The project is now in a position to proceed to the next main area of work which is to determine the functional specifications of the tele-services and of the system as a whole, prior to the building of the demonstrator.



The opening chapter describes the methodology applied in each of the countries (/pilot areas) with regard to:

Pilot communities selected: the rural settlements selected and their suitability in the context of the project.

Location of public access multimedia terminals (PAMTs): the criteria to be taken into account in determining the location of PAMTs (estimated 2-4 per pilot area) such as accessibility, supervision, privacy and cost-effectiveness.

Multimedia home terminals (MHTs): the criteria for selecting hosts for MHTs (estimated 10 per pilot area), notably the target groups elderly or disabled or other households for whom the MHT represents a preferred option to the PAMT.

Tele-service package(s): the packages of tele-services selected, the rationale for the choices made, the nature and features of each of the tele-services, the tele-service providers expected to participate and the extent (if any) to which their current operations are automated plus relevant information for each of the tele-services in relation to the local supplier involvement (where applicable) and the logistics/delivery features.

Expected usage of tele-services / tele-service package: while the market research survey produced ‘hard’ data on the potential demand for, and expected usage of, the different tele-services in each pilot area, the discussions with local suppliers and tele-service providers have added a new perspective from the supply side and these dimensions are brought together in this section.

Logistics/delivery: in each pilot area, the expected requirements for the delivery of the tele-services proposed are outlined (the ‘demand’ side), plus the potential ‘solutions’ for delivery (the ‘supply’ side), in particular taking account of existing delivery systems operating and the potential for integrating the delivery of tangible goods from different tele-services.



Chapters 2-4 then describe in detail the selections and decisions for each of the six points above in the three pilot areas. These will be worked out in more detail during the second year of the project, leading into installation and operation of the demonstrator. An overview of the proposed service packages per pilot area is also given in matrix form in an Annex to the report.



Finally, in Chapter 5 a number of the key general findings and issues which have arisen in carrying out the user research are brought together with a view to their input to a model to be developed in the course of the project and which will clearly be of importance in the wider exploitation of the project’s findings:



The TELEPROMISE concept: how the findings of the user research measure against the assumptions and principles underlying the concept of the project. While the findings generally support the project’s approach, they also bring out the significant ‘local’ differences, for example in the response and the attitude of  the user communities and the role of local suppliers and service providers, which need to be taken into account.

�Package of tele-services:

a broad package of tele-services meeting everyday service needs is critical

expected frequency of use is at least as important as yes/no answer concerning tele-service

service needs of people in rural areas are primarily locally based

to realise potential demand for tele-services requires pro-active marketing

tele-services should be complementary to what is now available from local suppliers - while maximising end-user choice above that base-line.



Local suppliers:

while generally initially wary, local suppliers are usually to be ‘won over’ to the potential of tele-services in the TELEPROMISE concept

local suppliers have a critical role in helping to realise the local support base which the project requires

local suppliers are often the ‘natural host’ for a PAMT.



Tele-service providers:

tele-service providers will generally be based in nearby urban centres

potential tele-service providers generally respond positively to the prospect of participation in the system as proposed

the design of each tele-service will need to take account of the degree and type of automation (if any) in the current operation of the tele-service provider

to maximise end-user choice, the system should be open to as many potential providers per tele-service as possible - but subject to the constraint of complementarity to existing local suppliers.



Logistics/delivery:

delivery system required for tangible goods ordered via tele-services

delivery system should be (a) integrated (b) utilise existing delivery operations as far as possible

both home delivery and collection from a central pick-up point are possible options, depending on local circumstances

the ability for end-users to be able to make payments is required where goods ordered are to be paid for and where a user subscription forms part of the business plan. Means to make payments should be built into the application but also allow for ‘payment on delivery’.

 

       



�





�Part 3

	Introduction

	Project context

The selection of services and the organisational approach to be adopted is the culmination of the research and preparation phase of TELEPROMISE which has taken place in year 1 of the project. The activities leading up to the current position can be summarised as:

selection of pilot communities in the pilot areas in the three participant countries (NL, DK an IE)

building of the fast prototype home terminal, public access terminal and the graphical user interface for the sample services for each pilot area

structured discussions with end-user representative groups in each pilot area as qualitative research into the service needs of users

a quantitative market research survey in each of the pilot areas to detail service needs and estimate expected usage of these as tele-services accessed via the TELEPROMISE system

meetings with local suppliers and service providers� in each of the three regions concerned to gauge their interest in participation as a provider of tele-services in the context of this project, to build up a picture of the logistical situation re deliveries to the selected pilot communities and to identify suitable potential locations for a public access terminal.



This report, therefore, follows logically on from the project’s first three Deliverables, D02.1 for the fast prototypes, and D01.1 and D01.2 which were the results of the qualitative and quantitative research respectively of the service needs of users in the different pilot communities selected. It draws in particular on the outcome of the initial discussions with local suppliers and service providers in each of the areas. The report leads logically in turn to the next main area of work of the TELEPROMISE project, which is to draw up the user requirement and functional specifications of the system and thereafter the building of the demonstrator.



The report also refers to two experiments where useful lessons can be learnt in the project. In one of the selected communities in the Dutch pilot area, the possibility of introducing a prototype service as an immediate response to the closure of the last village shop there has been being investigated and the initial experiences and lessons there are drawn out. In Denmark, a tele-shopping experiment in a neighbouring area is reported on in order to consider lesons which may be learnt in TELEPROMISE from their experiences. 





	Matters covered in the report for each pilot area

	Pilot communities selected 

In each of the three pilot areas, a number of communities has been selected where the project will be implemented. A brief overview of these communities is given with reference to:

description (socio-geographic)

their suitability within the context of this project - current behaviour patterns in meeting service needs, distance from main centre(s) etc.

local suppliers present

support base in the community for the project/concept.



	Location of public access multimedia terminals (PAMTs)

The project intends to validate in each pilot area access to the tele-services both via a public access terminal and via a home terminal. The research phase has included an indication of where public access terminals might most appropriately be located in order to be as accessible as possible to the local residents of the selected communities. In addition, discussions with local suppliers and other interested parties helped to indicate which of these might be interested/willing to have a PAMT located at their premises.



In the planning of the project, the indicative figure was that that there should be about 2-4 PAMTs per pilot area subject to the choice and nature of the pilot communities, the availability of suitable premises, the layout of the villages concerned and the resources available.



The project plan also indicates the types of locations where the PAMTs might best be located. They are envisaged as including a social function and being as generally accessible as possible to local people so that a socially as well as geographically central feature such as a cafe, shop, village hall etc. would seem to be most appropriate. Greatly to be preferred is that these premises are ‘supervised’ on a permanent basis (e.g. a shopkeeper in his shop): to encourage their use (i.e. not having to go to obtain the key of, or sit in, an empty building); for security reasons; and so that assistance is at hand if required. In addition, the design enables the PC component to be ‘hidden away’ so that people are confronted with a PAMT designed to be as user-friendly as possible, rather than a PC, which is known to be off-putting to some potential users.



The PAMT is designed to be free-standing (i.e. not a fixed kiosk) so that it can be placed on a shelf or table at the convenience of the ‘supervisor’ of the premises and so that it is ergonomically most suitable for the range of end-users. The ‘least-cost’ principle embodied in the TELEPROMISE project also effectively rules out the ‘public kiosk’ solution. By their very nature public kiosks are very costly and their viability depends on the sort of high levels of usage which can be achieved with ATMs (i.e. automatic cash dispensers) or in the sale of tickets at railway stations. Public access terminals in villages cannot (and should not) be compared to these types of situations and must be designed (and costed) with a realistic approach to the future exploitation of the concept as a principal consideration.  



	Multimedia Home Terminals (MHTs)

As explained in para. 1.2.2, it is a principle embodied in the project that access to the tele-services via a home terminal should also be included. Important reasons for this are: 

to reach the target group who cannot use, or are reluctant to use, the public access terminal. This should aim to include elderly and/or disabled people who are largely housebound and people who are generally not at home when the premises where the PAMT is located are open e.g. households where the adults work elsewhere

to be able to compare the usage of the two types of terminal - for example which medium do users prefer, which appears to generate most usage, are there differences in service usage between the two mediums, and what are the particular advantages and disadvantages for end-users of the two means of accessing tele-services generally

to investigate and compare the technical features of the two alternatives.



An indicative figure of about 10 MHTs per pilot area was proposed. At the current stage of the project, it is considered premature to decide exactly which households in each of the pilot areas will ‘host’ a MHT. In fact it is only now that the packages of services to be provided are becoming clear that this is considered an appropriate time to discuss with the user groups and the wider community who might be suitable/interested. A final decision can then be made nearer the time when the terminals will be installed in late 1997. Nevertheless, based on the research and the discussions already held, in each pilot area it is now possible to give a first indication of how many MHTs are expected to be provided, in which communities and in which type of household.



	Tele-service package(s)

For each of the selected communities, the tele-services which it is proposed to include on the system have been determined following the (qualitative and quantitative) research with end-users (demand side) and the discussions with local suppliers and service providers (supply side). This is a provisional list which will be subject to review and up-dating in the course of the project. For example, where a particular tele-service has been established, it may well be feasible to ‘add on’ other providers in an area where this can increase consumer choice, provided that this does not conflict with the aim not to act unfavourably to existing local suppliers.  



In each case, the aim is to maintain as wide/comprehensive a range of tele-services as possible so as to try to ensure that the ‘critical usage threshold’ is reached. In other words that there are enough tele-services, and sufficient diversity, to encourage people to take the step of using the system.



Another important characteristic relates to the nature of the tele-services in the TELEPROMISE project and thus in turn to the appropriate providers of these tele-services. In each of the selected communities, the tele-services are matched as closely as possible to the particular needs of the local residents (e.g. as indicated in the market research survey). Local needs generally imply primarily locally-based tele-services and locally-based tele-service providers. This is the case both where an integrated system for the delivery of perishable and other ‘daily’ goods is involved but also for information services, where people’s interest is primarily for locally-based information. 



For each of the different tele-services to be included in each pilot area, a brief description of its nature and its functions is given. These descriptions are set out such that they are able to provide a basis for the work which is next to be undertaken in the project to determine the user requirement and functional specifications of the system.



The expected providers of the different tele-services in each pilot area are given. As a result of information gathered during the meetings held with these organisations over the last few weeks, a number of points is covered with respect to these tele-service providers including:

how providing a tele-service as envisaged fits generally into their current method of operation

the extent, if any, to which their current operations are automated (i.e. an electronically-based service). Where there is the case, TELEPROMISE will need to determine how/whether this could be incorporated within the system to be established within the project. Where no such system exists, it will have to be determined what it is feasible to establish within the context and constraints of the project  

how, in the case of a local supplier, the tele-service can complement the goods and services currently supplied.



	Expected usage of tele-services/tele-service package

The qualitative, and in particular the quantitative, research of the service needs of end-users gave a particular indication of the sort of levels of usage of tele-services which might be able to be achieved in each of the pilot areas. The more recent discussions with local suppliers/service providers throw further light on this subject, according to their particular interpretations of the market potential. These two perspectives are drawn together to consider expected usage of the proposed tele-services and of the system as a whole in each of the pilot areas.



	Logistics/delivery

As emphasised in 1.2.4 above, TELEPROMISE aims to introduce a range of tele-services in each of the selected pilot communities. The different types of tele-services have different implications in terms of their delivery to the end-user. Broadly, one can identify a number of different types of tele-service delivery here:

in the case of some information services, the end-user may simply read off the information required from the screen

where some follow-up action is required, the end-user may wish to make a print, to take away for future reference, of all or part of the information shown on-screen

in the case where ‘form-filling’ is required, the end-user may be able either to print off the required form and fax or post it after completion or complete the form on screen and send it electronically

in the case of a ‘consultation’ function, delivery may be via a videoconferencing link between the end-user and the provider (or simply an audio connection via a telephone link)

built-in to the application in TELEPROMISE is an ordering function such that the order of the end-user for goods/services via the terminal is automatically communicated as a fax to the tele-service provider for action. A payment function is also included, enabling automatic transfer from the bank account of the end-user to the tele-service provider (end-users each having a unique pin code)

integral to the project is then a system for the delivery of tangible goods and products ordered via the relevant tele-services.



It is these latter features where particular attention has to be focused specific to each area in order to realise the goal of TELEPROMISE to provide the general public in rural areas with access to everyday services and facilities for which they currently often need to travel to main centres. It was recognised in designing the project that many projects involving remote ordering of tangible products have a weak link or have failed specifically because too great an emphasis has been on the technology of the system rather than the ‘total product’ as judged by the end-user, i.e. the range of products/services available and their match to needs, the user-friendliness of the system for accessing these services, the inclusion/effectiveness of features such as ordering, payment, confirmation of order etc. - and efficiency/value for money in delivering goods ordered. Thus the intention that built-in to the TELEPROMISE tele-services such as food and non-food shopping will be an ordering and integrated delivery system. 



This logistics system therefore includes the following features:

within the application itself the ability for the end-user to specify delivery details e.g. the next day, within the next X days, as soon as possible etc.

automatic conveyance (as a fax) of this request as part of the order to the tele-service provider concerned

at the ‘tele-service provider’ end, a system to ensure that the goods ordered are ‘assembled’ there and subsequently delivered to an agreed destination in accordance with request of the end-user

for the selected pilot communities, an agreed system for delivery either direct to people’s homes or to a suitable central ‘collection point’.

 

For the delivery system in each area to operate as cost-effectively as possible, two particular features will be sought:

An integrated system for the delivery of the different goods ordered from the different tele-services and tele-service providers to the pilot communities.

Use should be made of existing delivery system(s) wherever possible.



The discussions with the local suppliers/service providers have included gathering information on their own supply and delivery systems. Together with information on local public transport, mobile library, mobile shops etc., a picture has been built up for the selected pilot communities of the current ‘delivery systems’ operating. In some instances, the discussions with the user groups have provided additional information. This research and analysis is brought together for each of the pilot areas to indicate the framework for a logistics system for the project and the matters which will now need to be considered in greater detail in year 2 in the lead-in to installation and operation of the system.





	Input to rural tele-services model

	Tele-services, local suppliers and service providers

The experience of carrying out the research phase of the TELEPROMISE project has brought out the importance of taking full account of the particular cultural, social and geographic circustances pertaining in different communities and settlements but, at the same time, the generic aspects. It is these latter aspects which will hold the key to the wider exploitation of the concept(s) being trialled within this project.



In this report, the final chapter seeks to identify some of these common issues from the research work carried out in the three pilot areas, as input to an emerging model of provision of tele-services for the general public in rural areas. As the project continues, it should be possible to develop this model, building in the results from each stage.



Section 5.1 of the report therefore brings out some of the key issues which the research work carried out in the TELEPROMISE project has identified and the indications as to how these issues should be tackled in providing telematics services to the ordinary citizens of rural areas. Clearly this will be an evolving picture as the project is implemented, culminating in a ‘generic model’ at the time of project completion, when the system has been operating for several months in ‘real-world conditions’ in the different pilot areas.   



	Exploitation approach

The intention at this stage is to set out the parameters for the TELEPROMISE exploitation approach. TELEPROMISE aims to set up a system which is able to operate without dependence on direct continuing public subsidy. To this end, a model will be developed based on financial contributions from end-users, local suppliers and service providers to set against the system’s costs. The ‘cost’ and ‘revenue’ items identified at this stage are set out in this report (section 5.2). These are applicable for each of the pilot areas, while it is the experience which will be gained when the project is operating in the particular ‘real-world’ circumstances in each of the pilot areas which will then enable this model to be tested and refined in order to develop a business/exploitation plan towards the end of the project.



NB. While the principle of being able to introduce charges/payment for using the system in order to to replicate ‘real-world’ conditions during the demonstration phase of the project itself has been agreed with the European Commission, the suitability of implementing such charges will be subject to consideration at the time when the demonstrator is operational.



�

�	Oostermoer area, Netherlands

	Pilot communities selected

	Location and characteristics

In the Dutch pilot area of Oostermoer, in Drenthe in the North-East of the Netherlands, two communities have been selected where the TELEPROMISE project will be implemented: the village of Gieterveen, population about 1000, and the ‘Annerveenschekanaal cluster’ (consisting of four small settlements, each with a population of between 300 and 400, spread over an area of some 8 kms by 4 kms). 

The settlements tend to be of a highly linear development pattern, strung out alongside roads/waterways, reflecting the history of peat extraction which was the main activity there for many years. This linear form of development means that the settlements of the Annerveenschekanaal cluster in particular lack a central focus point readily accessible to most of the residents. This proves to be particularly problematic when considering possible locations for public access terminals (see para. 2.2 below).



Lack of any industrial development or other significant local employment opportunities means that the communities tend to be relatively run-down and with higher than average unemployment. Those moving in to the area more recently have often been commuters, attracted by cheap land/housing.



The rationale for the selection of these communities and basic socio-economic information about them were set out in the Deliverable 01.1. The main factors which played a role in their being selected were:

a shortage of local services and facilities requiring residents to travel to the nearest town(s) to meet many of their everyday service needs

each of the settlements concerned is some 6kms from such a ‘nearby town’ (which makes them relatively remote by Dutch standards and means that residents are required to travel frequently to these towns, largely by means of private car given the poor public transport option)

the two communities, with 1000 and 1400 residents respectively, were felt (intuitively) to be sufficient for achieving a potential critical mass of usage of tele-services.



In both the communities, the level of services and facilities has been in decline for some time and these are continuing to be lost.

Gieterveen still enjoys a basic level of service provision from local suppliers: a village shop (‘mini-supermarket), a part-time community post office, a hardware shop, a bank and a café plus some additional shops like a flower shop, a garage, a gift shop and a second hand furniture shop. It is visited by a mobile home deep-freeze service and a fish van.

In the Annerveenschekanaal cluster, local suppliers are negligible: a part-time community post office in one of the settlements, and a café and a village hall-type facility in each of them. The settlements are, however, serviced by a fairly wide range of mobile suppliers: a mobile shop, a bread van, a fish van, a laundry service, a home deep-freeze service, a mobile butcher (serving one of the settlements) and the mobile library service.



The level of existing service provision was reflected in the results of the TELEPROMISE market research survey. The level of interest in tele-services was significantly higher in the Annerveenschekanaal cluster than in Gieterveen. The potential demand and expected usage of the different tele-services shown in this survey are included in para. 2.4 below.

�	Local support base



From the outset of the project it has been recognised that a ‘support base’ within the selected communities is essential. Considerable effort has gone into this element in the Dutch pilot area:

3 meetings of an invited end-user group in May/June 1996. Those attending (between 15 and 30 people at the 3 meetings) were members of, or contacts of, the parish councils in the five settlements. These meetings formed the core of the qualitative research of end-user needs

as was suggested at the end-user group meetings, a series of information evenings for all residents was held in October and November 1996, one such meeting in each of the five settlements. The results of the quantitative market research survey were then available, enabling demonstrations of the fast prototypes to be related to the level of interest in different services which had been indicated. In total some 60 people attended these meetings, varying between 4 and 15

the initial meetings with local suppliers were held before the summer holiday period. Apart from informing them about the project, these meetings were designed to gather information about existing service provision and to seek to allay concerns that the project could present a threat to their often already somewhat precarious businesses. Once the results of the market research survey were known, it was possible to determine which other service providers in the area it would be appropriate to talk to (i.e. as potential providers of tele-services) and these discussions have been taking place in October and November 1996. These discussions will be continuing as the selected services are worked out in greater detail

it was recognised as important to involve the local press/media in order to help build up knowledge of, and interest in, the project. While the end-user group meetings were being held, articles appeared in several local newspapers. The time when the results of the market research survey were known was identified as a critical one for reinforcing local support. Local newspapers, radio and television attended a press conference at which a press release was handed out and a demonstration given of the fast prototypes. Good coverage was achieved although the results of this sort of exercise are clearly difficult to assess

finally, particular action has been undertaken with respect to securing the support base in Eexterveen, one of the settlements in the Annerveenschekanaal cluster. There the village shop closed in October 1996 and considerable time and effort are being invested to see whether a fast prototype tele-supermarket service could be established there in the short term. Useful, practical lessons are being learnt about the issues in setting up and operating such a tele-service while a secondary aim is to help to fill what seems to end-users a long time gap between user research and the demonstrator actually operating. The particular experience at Eexterveen is described in more detail in para. 2.7.





	Location of Public Access Terminals (PAMTs)

On the basis that it is fulfilling the function of providing a public access point to the tele-services for as many people as possible in the selected communities, then provision of a PAMT in each of these settlements would be the aim. As mentioned in para 1.1, the linear development pattern of these settlements tends to make the identification of a suitable location for the PAMT particularly difficult.



In the discussions with end-users and with local suppliers and service providers in the Dutch pilot area, the subject of the PAMT and suitable locations was always raised. A number of relevant general points emerged:

location: it should be located in a building in easy walking/cycling distance of people’s homes. If they have to travel to the PAMT in the car, they will be inclined to drive on to the nearby town to meet their service needs

access/supervision: it should be in a building where there is normally someone present (e.g. shop, café etc.) for ease of access and safety/security reasons and so that assistance is at hand if required. A kiosk-type facility or a location in a building like a village hall are therefore not favoured unless there is no alternative. An arrangement for the village hall to be manned and open for this purpose at particular times would be possible in theory but it would entail significant staffing problems

opening hours (see also ‘access/supervision’ above): if possible the PAMT should be available for use in the day but also when people working outside the area are able to use it

portability: the PAMT should be portable such that it can be placed most conveniently in different settings

as alternative to MHT: discussions with end-users have brought out clearly a preference among many people in the Dutch pilot area for accessing the system via a home terminal rather than a public access terminal. This is principally tied to the ‘convenience’ factor, although the wish for privacy in accessing the tele-services also plays a role. This would suggest that in encouraging the use of the PAMT, the ‘social’ aspect will need to be strongly emphasised if people are to be persuaded of its advantages and that the ergonomics will need to be designed such that people do not feel ‘overlooked’ when using the PAMT.



The research indicates the following picture for potential PAMT locations per settlement:



Annerveenschekanaal cluster

(i) Eexterveen

The space formerly occupied by the village shop which has just closed presents an ideal location as concerns location, accessibility and privacy. The owner has indicated his agreement.



(ii) Spijkerboor

The village café appears to represent the only possibility. The possibility has been raised with the owner. It is not clear at this stage whether he will be agreeable.



(iii) Annerveenschekanaal

Apart from the village café, the community post office is an option. The main drawback there is the limited opening hours (four sessions per week) although some modification in these hours may be possible.



(iv) Eexterveenschekanaal

The only possibility would appear to be the village hall, thus with the major disadvantage of having to get the key to gain access plus the lack of supervision/assistance. The low level of interest in this settlement and the overriding issue for local residents of a forthcoming large-scale asylum seekers centre in the village indicate that it may be more appropriate not to locate a PAMT there but to make MHTs available to one or two individuals.



Gieterveen

There are several potential locations under consideration in this settlement. The most suitable for the project would be the village shop (mini-supermarket), which could then also take advantage of the possibilities offered by TELEPROMISE to extend its range of articles offered. Discussions are continuing with the owner as to his willingness to co-operate. If these discussions are not successful, then the bank has indicated willingness to ‘host’ a PAMT (although this would not be ideal, on account of the opening hours). Other options which could then also be investigated are the other shops which are present there, or, if none of these prove suitable, the village hall or school.







	Location of Home Terminals (MHTs)

The aim of the project is that about 10-15 home terminals in total should be placed in the homes of people in the selected communities in the Dutch pilot area. In the first place the intention is that this should be aimed at people (households) who might have particular difficulties in using the PAMT, for example the elderly or disabled or dual-income households who might not be at home at the times when the PAMT was accessible.



The various (open) meetings and discussions held with end-users have been attended by very few elderly people. This is a significant, if not surprising, fact in itself. The attitude of very many older persons, confirmed also in the market research survey, is that this new type of service is not something which is of interest to them. Particular efforts are going to be required leading up the installation of the system to try to overcome this barrier. Initially the intention is to contact the local clubs/organisations for older people and to approach them.



On the other hand, a number of other people attending meetings have expressed a definite interest in ‘hosting’ an MHT. In fact they have tended to suggest a preference for an MHT rather than using a PAMT (see para. 2.2 above). Given the distances from a ‘central point’ in these linear developed villages, it may be that access via an MHT will be generally favoured over use of a PAMT. The project will be examining this issue while it will also be valuable to compare the position in the Dutch pilot area with the experiences in the other pilot areas.



In discussion with the parish councils and other interest groups involved, in the course of the second year of the project a list of potential MHT hosts will be drawn up such that definitive arrangements can be made prior to installation at the end of that year.  





	Tele-service packages

The tele-services proposed are those which emerged as greatest ‘needs’ in the market research survey in the two selected pilot communities. Initial discussions have been held with most of the ‘key’ potential tele-service providers together with the continuing dialogue with existing local suppliers. At this stage, the response of these service providers has been largely positive, in the sense of their being in agreement in principle to participate. More detailed discussions will be held as the nature and features of the tele-services to be provided are worked out in more detail.



The tele-services are divided into the categories: food shopping, non-food shopping, information services and ‘other’ services.



	Food sector shopping

2.4.1-A): Supermarket service (also including baker, butcher, fruit & vegetables, off-license)



Brief description of nature and functions:

Complementary articles to those available in the existing village shop (mini-supermarket) and mobile shops. As part of this, complementary products to those available in the baker, butcher, fruit and vegetable and drinks departments.

Making available for ordering via the TELEPROMISE system additional articles to those which are in stock/on display at the local supplier concerned, the end-user’s order from the terminal being faxed automatically to the tele-service provider for delivery as specified. Databases of the suppliers to the tele-service providers (i.e. shops in the nearby towns of Gieten and Annen) will be utilised.



Reasons for choice:

(i) Demand:

Food sector ‘core’ of everyday needs and thus central to the project’s aim to use tele-services to meet everyday needs of people in rural areas.

Validity of this approach confirmed in the user group discussions in the pilot communities.

Market research survey:

food sector services most important category for 31% of respondents

%age households indicating they would use these tele-services:

supermarket 24%

baker 18%

butcher 15%

fruit & vegetables 15%

off license 11%

estimated monthly usage per 100 households of these tele-services:

supermarket 143

baker 110

butcher 75

fruit & vegetables 111

off license 31

(ii) Supply:

Participation of local suppliers and of service providers (and their wholesalers) in nearby towns appears promising.



Variations in tele-service package per community:

In the case of Gieterveen, based on complementary range of articles to those in existing village mini-supermarket. In the Annerveenschekanaal cluster, complementary range of articles to those in existing mobile shops.



Local supplier involvement:

Gieterveen: existing village mini-supermarket - negotiations proceeding

Annerveenschekanaal cluster: mobile shops, investigating and discussing which might be involved



Tele-service providers:

Commitment in principle to participate by existing wholesale suppliers.

Negotiations underway with relevant shops in Annen and Gieten.

Work undertaken at Eexterveen indicates some of the practical difficulties in integrating the databases of the different wholesalers and also their incorporation into the application while meeting usability guidelines of clarity for the end-user.



Organisation / Logistics:

Database(s) must be transferred to or produced for TELEPROMISE system, modified as necessary.

The tele-service provider will be responsible for order-picking (orders being received by fax from the PAMT/MHT). Where delivery to the home is involved, then the chosen logistics system will be utilised. Where the mobile shops operate, they present the obvious opportunity to utilise their existing delivery systems.

For Gieterveen it will be necessary to implement a delivery service as part of the project (i.e. it will need to be considered as part of the wider ‘integrated’ system there for delivery of tangible goods ordered via the TELEPROMISE system).  



2.4.1-B): Take-away meals (also including meals-on-wheels)



Brief description of nature and functions:

Information on take-away meals from tele-service providers which can be ordered via the terminal, the order then being faxed automatically to this provider for delivery as specified.

Meals-on-wheels similar process but linking into existing schemes for daily delivery of meals, primarily for elderly or disabled people. 



Reasons for choice:

(i) Demand

Function as part of package of everyday food services.

Confirmed in market research survey: 

%age households indicating they would use these tele-services:

take-away meals 34%

meals-on-wheels 6% (all elderly)

estimated monthly usage per 100 households of these tele-services:

take-away meals 63

meals-on-wheels 28 (all elderly)

(ii) Supply

Existing take-away restaurants in nearby towns.

Meals-on-wheels: existing service operating from nearest town.



Variations in tele-service package per community:

none



Local supplier involvement:

Meals-on-wheels service is operating within the selected communities



Tele-service providers:

Take-away meals: pizzeria, Chinese restaurant, other similar outlets to be investigated.

Meals-on-wheels: see above.



Organisation / logistics:

Database for services to be included must be produced.

For tele-service provider a matter of receiving orders by fax from PAMT/MHT. Delivery as at present (i.e. since immediate delivery normally required, distinct from the project’s proposed integrated delivery system).



	Non food shopping (i.e. durable goods )

Three non food shopping tele-services are proposed in the Dutch pilot area. These are described together in this section below since they are broadly similar in their characteristics while their more detailed breakdown/description is given in Annex 2 to this report.



Books, magazines and newspapers; household articles and chemist shop articles

  

Brief description of nature and functions

Essentially same features as for food sector (see para 2.4.1 above) but for ‘daily goods’ of the above-named types of articles complementary to what may be available from local suppliers providing these types of articles.

Making available for ordering via the TELEPROMISE system additional articles to those which are in stock/on display at the local supplier concerned, the end-user’s order from the terminal being faxed automatically to the tele-service provider for delivery as specified. Databases of the suppliers to the tele-service providers (i.e. shops in the nearby towns of Gieten and Annen) will be utilised.



Reasons for choice:

(i) Demand

Apart from food, there are a number of everyday goods which people need and which rural residents referred to in the user group discussions.

Market research survey:

%age households indicating they would use these tele-services:

books, magazines and newspapers 16%

household articles 24%

articles from a chemist’s shop 23%

estimated monthly usage per 100 households of these tele-services

books, magazines and newspapers 42

household articles 31

articles from a chemist’s shop 43

(ii) Supply

Existing local suppliers have expressed interest in participation (largely concerns these types of articles where they are provided as ‘extension’ of their range for mini-supermarket / village shop or for the mobile shops).

Contact has been made with a number of potential tele-service providers (i.e. shops selling these articles) in the nearby towns which likewise suggests interest in participation from their side.



Variations in tele-service package per community:

These tele-services will be provided in each of the selected communities. Actual articles may well vary, however, given the existing greater range of articles available from local suppliers in Gieterveen and the different tele-service providers which are likely to be involved in the two communities (see ‘tele-service providers’ below).



Local supplier involvement:

Gieterveen: mini-supermarket. Household articles - Ketelaar.

Annerveenschekanaal cluster: very limited range, chemist’s articles, mobile shop.



Tele-service providers:

Gieterveen: relevant shops at Gieten plus their wholesalers identified and positive contacts made.

Annerveenschekanaal cluster: relevant shops at Annen, Gieten, Alldro and Annen plus their wholesalers - some initial contacts made, some to follow.



Organisation/logistics

Some existing databases for tele-service providers - but local suppliers have manual systems only, so ensuring complementarity of articles will be problematic.

Points made above re supermarket service (2.4.1-A)) above apply generally also to these services re supply / collection / delivery.



	Information services

The market research survey indicated that over 22% of respondents in the Dutch pilot area rated this category of tele-services as most important and several specific information services were identified as important to them which have therefore been included. The particular services proposed are described briefly in this section below. Once the basic system has been established, it would be investigated whether other information service providers serving the selected communities would wish to make a tele-service available, utilising the system available (where this could be shown to contribute to meeting user needs). 

The general nature and features of these types of services can be summarised as including:

direct, on-screen access to information-based services which would otherwise often require a journey to the office(s) of the service provider concerned by the end-user - and which represent the ‘front end’ of the service as perceived by the end-user

the tele-services should present information in a form which matches end-user needs: ie. the TELEPROMISE system should provide a first port-of-call (one-stop shop) which enables the end-user to guide him/herself through the system to the specific information needed

the information provided on-screen may alone be sufficient to meet people’s needs: for example, what time does the bus leave?; how much benefit will I be entitled to if ....?; what courses are available if I wish to study X?

or it may give the lead to where other information can best be obtained: for example, relevant contact points or more detailed sources of information

the information may lead to the completion of a form which can be completed either on-screen or printed off for completion and return

the information provided on-screen may lead to the wish by the end-user for consultation with someone from the tele-service provider in order to answer their queries. As far as possible, for efficiency reasons, the tele-service and its operation should be designed such that this consultation operation is via the front-office rather than the back-office personnel.



The information services in the Dutch pilot area will be the same for each of the selected communities and will be designed so that they include detailed, specific information for the individual communities concerned as well as more general information applicable to a wider area. For example, information from the local authorities, the employment agencies etc. will relate to their own (wider) catchments - while a ‘goods wanted and offered’ information service will be applicable to the specific communities selected.



2.4.3-A): Council services

Brief description of nature and functions

Gieterveen is in the area of the local authority (‘gemeente’) Gieten while the Annerveenschekanaal cluster is in the area of the gemeente Anloo.

Both gemeentes are currently undergoing amalgamation (due to become operational on 1 Jan 1998) which makes for a problematic policy and decision-making framework re their participation. This has led to delay in being able to arrange meetings with them but these have now been arranged to take place in the coming weeks.

The gemeents are, of course, recognised as prime providers of local public services and local residents clearly indicated the importance they attach to these (information) services during the research carried out.

The tele-service could be expected to include information about the whole range of services and facilities which are the responsibility of the gemeentes. The forthcoming discussions with the gemeentes will be used to determine which information is likely to be most useful to make available to residents in a tele-service plus the features which may be appropriate as well as access to information itself, for example form-filling and consultation.



Reasons for choice

Demand

%age households indicating they would use council information tele-services 38%

estimated monthly usage per 100 households of council information tele-services 31

Supply

Discussions with the two gemeentes concerned shortly.





2.4.3.-B): Banks / insurance

Brief description of nature and functions

Given the widespread nature of their financial operations, the banks could probably offer the range of information required. A positive response to participation in the project has been received from the local bank branches covering the selected pilot communities. At the same time, it is clear that the information-based service suitable in the context of TELEPROMISE can be expected to be totally distinst from the bank’s own ‘tele-banking’ operations and be more in terms of information about the range of services offered by the local bank (plus opening times etc.). Inclusion of a consultation service will be given consideration.



Reasons for choice

Demand

%age households indicating they would use information services from bank/insurance 31%

estimated monthly usage per 100 households of bank/insurance information services 30

Supply

Positive response from branches of the local bank operating in the area.





2.4.3.-C): Post-office

Brief description of nature and functions

As with bank/insurance, this is seen primarily as information about the wide variety of services available via local post-office.

Unlike the bank, the local post office has expressed no interest in participation. This is assumed to reflect its priority (i.e. Post Office national policy) in advancing its own electronic services and not wishing to detract its efforts from that activity. At a later stage in the project a further attempt will be made to encourage the local post office to make information about its services available (as part of the broad package of information services).



Reasons for choice

Demand

%age households indicating they would use information services from post office 27%

estimated monthly usage per 100 households of  post office information services 33

Supply

see above - not interested in participation at present.





2.4.3.-D): Local bulletin board for clubs and societies and events; and for exchange of goods and services between local citizens 

Brief description of nature and functions

A local bulletin board compiled and maintained by local organisations detailing their activities, contact points etc. plus facility for posting news of events, meetings etc. This tele-service could play a very useful ‘community’ role (thus also lowering the barrier to potential end-users). The responsibility for managing and up-dating of the information will be critical to its success. The parish councils, which have been cooperative/supportive in the research phase of the project, would seem to be most appropriate to undertake this function although some form of support, e.g. secretarial, from the gemeente could also be important.

The same facility could also support a ‘local exchange and mart’ enabling local residents (or small businesses) to ‘post’ goods or services wanted or offered. This could also draw on the experiences of the LETS schemes whereby local citizens ‘barter’ their services. As above, the service would require a system operator to control input and the parish councils could also probably best take on this task.



Reasons for choice

Demand

%age households indicating they would use these tele-services

local events and organisations 29%

goods wanted and offered (exchange and mart) 21%

estimated monthly usage per 100 households of these tele-services:

local events and organisations 67

goods wanted and offered (exchange and mart) 50

Supply

The good relationships established with the parish councils should provide the basis for the information input to the local bulletin board.



2.4.3.-E): Job vacancies

Brief description of nature and functions

A database compiled from local employment agencies of local job vacancies. In consultation with these agencies, it will be explored whether form-filling and consultation can be included within the application.



Reasons for choice

Demand

%age households indicating they would use job vacancies information service 21%

estimated monthly usage per 100 households of job vacancies information service 51

Supply

Employment agencies in the nearby towns.





2.4.3.-F): Public transport information

Brief description of nature and functions

The only form of local public transport available is the ‘buurtbus’, a small bus connecting the villages and providing a service to the nearby town. The service runs on fixed routes and a set timetable. The information to be provided would therefore correspond with the ‘paper’ timetable, giving details of the times and stops. Information on connecting trains etc. should also be included.



Reasons for choice

Demand

%age households indicating they would use public transport information service 27%

estimated monthly usage per 100 households of public transport information service 37

Supply

Information available from buurtbus operator.





2.4.3.-G): Travel agent information

Brief description of nature and functions

This information service would enable people in rural areas to have access to information about the services and ‘deals’ offered by the travel agents in the nearby towns (and would therefore require regular up-dating by the tele-service providers). It would not be envisaged to provide links into the travel agents’ own automated reservation and booking systems via TELEPROMISE but ordering and/or form-filling features will be investigated which would enable end-users to use the system to request the travel agent to make a booking etc.



Reasons for choice

Demand

%age households indicating they would use travel agent information service 22%

estimated monthly usage per 100 households of travel agent information service 8 (indicative of a highly seasonal demand)

Supply

Travel agent offices in the nearby towns



	Other services

The ‘other’ services category includes specifically tele-services with an ordering and logistics component but which do not immediately fit into the three earlier categories described above. They therefore fulfil an important function within the TELEPROMISE concept and design in terms of the potential for reduced travel by the end-user to the service or facility located in a main centre. This is most notably the case for those services which currently require a ‘double journey’ for picking up and then returning items. 



2.4.4.-A) Library

Brief description of nature and functions  

Consultation of, and direct remote ordering by the end-user via the terminal from, (existing) centrally held database of catalogue of books, articles, CD’s, videos etc. Additional features such as consulting electronically held references, consultation etc. to be investigated. The existing mobile library service could be utilised as the basis for delivery and pick-up of items ordered.



Reasons for choice

Demand 

%age households indicating they would use library tele-service 30%

estimated monthly usage per 100 households of library tele-service 69

Supply

The provincial library service based at Assen has agreed to participate in the project.





2.4.4.-B) Video-hire

Brief description of nature and functions

Similar to the ordering of books from the library, this service will enable end-users to consult a database of available videos for hire from nearby video-hire shops or the library, to place an order and to arrange for delivery and subsequent pick-up. The order will be received directly as a fax and acted on accordingly (order-picking at the convenience of the provider). The integration into the proposed logistics system will require further investigation, for example via the mobile shops (the mobile library service probably offering too infrequent a service). Payment may be made either directly within the application at the time of making an order, as with the tele-shopping services, or arranged as part of the delivery system (see para. 2.6). 



Reasons for choice

Demand 

%age households indicating they would use video-hire tele-service 25%

estimated monthly usage per 100 households of video-hire tele-service 49

Supply

There is a ‘videotheek’ in Gieten while some videos are also available for hire from the provincial library service (see above).



2.4.4.-C) Photo developing service

Brief description of nature and functions

The service will enable people to select the type of service they require from the on-screen information and to make an order and payment accordingly. In this instance, the pros and cons (time, cost, convenience) of delivery via the normal post will need to be compared with the other logistics options to be provided.



Reasons for choice

Demand 

%age households indicating they would use photo developing service 20%

estimated monthly usage per 100 households of photo developing service 10

Supply

Existing shops offering photo development service at Annen and Gieten.



2.4.4.-D) Reservations: restaurant, cinema, theatre 

Brief description of nature and functions

A database with details of these types of services available in the nearby centres will be compiled such that the end-users in the villages can browse, make selections and then orders. A system operator will be required to ensure the regular up-dating of the database. The orders will be faxed directly from the terminal to the tele-service providers concerned, for seat or table reservation, ticket etc.



Reasons for choice

Demand 

%age households indicating they would use this tele-service 27%

estimated monthly usage per 100 households of this tele-service 31

Supply

Restaurants, cinemas, theatres in nearby towns.

  





	Expected usage of tele-services

The results of the market research survey concerning potential demand and expected usage of the different tele-services in the Dutch pilot area are given in detail in Deliverable D01.2 and relevant figures have been included in para 2.4 above and in Annex 2 (i). 



The findings of this survey have in turn formed part of the input to the continuing discussions which have been taking place with  local suppliers, service providers and with the general public in the selected communities. These discussions have given rise to a number of additional points concerning potential demand and expected usage including:

the use of the system will be far greater where a choice of service providers is available for a tele-service (in the cases where this will be appropriate); in particular, services like tele-shopping are likely to appeal where they include shops which are at the ‘cheap’ end of the range. This point was brought up at several of the meetings with people in the communities. It is perhaps logical that people will be more inclined to use this method of purchasing for the lower-priced articles rather than at the upper end of the price range which have a higher ‘see and feel’ requirement

the importance of implementing the system such that it supports the still existing local suppliers of services came through very strongly, not just from these businesses themselves but from the local community. This emphasises the guiding principle of TELEPROMISE to select / design tele-services which are complementary to what is currently provided by local suppliers

supplementary to the preceding point is the particular vulnerability of (and importance attached to) mobile shops/suppliers, which play an important role in the selected communities in the Dutch pilot area. The particular case of Eexterveen (see para. 2.7) has demonstrated that cooperation with an existing  mobile supplier can be achieved in setting up a tele-service which is complementary to his current operation. The situation where mobile suppliers refuse to participate with the TELEPROMISE approach clearly requires careful handling to ensure that their understandable concerns do not as a result become a self-fulfilling prophecy

the question of timing has emerged as important. On the one hand, too long a gap (as perceived by those in the community) between user research and a system being operative risks loss of interest; on the other hand, any attempt to be too hasty in implementing a ‘limited’ system risks users finding the system disappointing such that they are then later difficult to bring back into the fold when a more comprehensive package of services is available. In addition, a ‘limited’ system can be expected to increase the costs of the logistics/delivery

marketing of the system clearly requires considerable attention. The discussions with the people in the communities would suggest that ‘local champions’ will play a particularly important role in drawing in other people who are generally more reticent about use of such a system.



Tentative conclusions can be summarised as follows:

the market research survey indicates the potential for a critical mass of usage of the system to be achieved while the discussions in the selected communities demonstrate that a well thought through marketing strategy is required to realise this potential. Clearly the value and benefit which people gain in using the system will ultimately determine what level of usage is reached and maintained

the need for as comprehensive a range of tele-services as possible to be included on the system is undoubted, including ‘everyday’ services if critical mass / viability is to be achieved

potential tele-service providers in the area are largely keen to participate and both local suppliers and service providers recognise potential benefits.





	Logistics/delivery

In the design of the project, it is recognised that a system of logistics/delivery is critical where ‘physical’ goods or articles are ordered via the system i.e. they cannot be delivered electronically. These goods have to be delivered from the service provider concerned to the end-user, saving the end-user the journey to collect the goods him/herself. It is also recognised that to minimise costs, the delivery system should as far as possible be integrated i.e. one system serving the different service providers and that it should seek to utilise existing mechanisms. While the post may be an option in some cases, one of the strengths of the system is seen as the provision of a better (e.g. cheaper) option while, of course, food products ordered would not normally be suitable for delivery by post anyway.  



In the case of the two selected pilot communities in the Oostermoer area, the situation is that the settlements concerned are linear in form and they are each at least 6 kms from a nearby town. From a logistics viewpoint, there is a clear advantage in the service providers themselves being selected from the two or three nearby towns. This sets the parameters for the logistics/delivery. 



Investigations in the area and the discussions with local suppliers and service providers suggests one favoured approach:

there is clear potential to utilise the logistics which already ‘serve’ the selected pilot communities in the Dutch pilot area in the form of adding goods and products ordered to the stock of the various mobile suppliers/shops. This can clearly be beneficial in cost terms. As a bi-product, the existing relationship between the mobile supplier concerned and the ‘customers’ in the community can be built on. An important additional advantage of utilising the mobile suppliers is that a number of them have a fridge/freezer compartment for appropriate items

this implies that a system of ‘home delivery’ rather than via central pick-up points is possible. This also emerged very clearly as the favoured option of the residents of the communities

the mobile suppliers visit the selected communities twice or three times per week. This fact needs to be planned into the design of the logistics system

there would seem to be two alternatives for the most appropriate mechanism for the assembly of the goods to be delivered. The different tele-service providers could themselves drop the goods at a suitable point (in the town where they are located) for picking up by the mobile supplier. Or the mobile supplier could pick up from each of the tele-service providers. The relative costs and benefits of the two possibilities will need to be investigated in defining the logistics system in more detail.



While this logistics system is favoured, other options cannot be ruled out at this stage. Should the cooperation of the mobile suppliers not prove forthcoming, it may then be necessary to set up a ‘purpose-built’ system specifically for TELEPROMISE. While this would incorporate the advantages of there being one, integrated system specifically designed to the requirements identified, the costs would clearly be greater than utilising what already exists. To this extent, it should be kept as a last resort, although it may be appropriate to supplement any deficiencies in the ‘mobile supplier’ based approach.  



The logistics system will be worked up in detail as part of defining and building the system in year 2 of the project.    



The logistics system needs also to be considered in terms of the payment options for goods purchased via the system. The discussions which have been held have given rise to a number of possibilities which will need to be considered in the design of the system:

with ‘delivery to the home’, then the customer pays on receipt of the goods. Payment by cash may be the ‘simplest’ option while mobile pinning or a chipcard are also options which should be investigated in terms of their costs, availability etc.

the authorisation for a direct transfer payment on receipt of an order by a service provider will also be built into the application itself (based on unique pin codes for each end-user).   





	Eexterveen: fast prototype tele-service in response to closure of last village shop

In the settlement of Eexterveen in the Annerveenschekanaal cluster, the last village shop closed in October 1996. The TELEPROMISE project was thus faced with this event during the research phase. It was decided that it would be appropriate to investigate how a fast prototype tele-service might be introduced in as short a time period as possible. The intention would be to see how this might help to fill the gap left by the closure of the shop, offering a positive perspective on the project to local residents and using the opportunity to gain experience in the organisational, technical, logistical etc. factors which come up in seeking to implement a service in a ‘real-world’ situation. This activity is still underway but it is felt to be useful to report on the experiences so far, in particular with a view to the lessons of general interest.



The aim is to locate a fast prototype PAMT in the premises of the former shop. The mobile shopkeeper serving the village agreed to participate. His two principal wholesale suppliers were approached and they both agreed to make their databases available for this pilot. These databases themselves gave rise to particular problems: compatibility with the ordering system of the fast prototype application; text written for business purposes, not suitable for customers; difference in prices between what is shown in the database and what the mobile shop charges. The mobile shopkeeper wishes to see all possible articles from his 12 wholesale suppliers incorporated. All these elements are considered possible to resolve but they require considerable investment of time and effort.



At the same time, the potential end-users were approached. Letters were sent out to all former customers of the shop, most households in the settlement were individually approached and a public meeting to present and explain what was intended was held. The most important conclusions from these activities were as follows:

the prospect of a fast prototype tele-supermarket service based on a single supplier would appear to generate a low level of interest among potential end-users

what end-users want is as wide a possible range of choice within the scope of such a tele-service, not least including the ‘cheap’ end of the market. This perfectly understandable view clearly conflicts with the primary role foreseen for the mobile shop (e.g. the principle of extending the range of articles of the local suppliers and for reasons of the delivery system he offers) whose prices tend to be above average 

the level of consumer response is low: the conservatism of the population in such an area seems likely to represent a major barrier to be overcome

interest is highest among people in the age group 30-45, largely commuters who have moved out from the surrounding urban areas, where both partners are working and where they have some experience with computer technology

interest in the tele-service is least among the elderly who see it also as a threat to their social contacts. They also view the technology itself with the greatest caution

the preference of most of the local people who have taken part in discussions is clearly to access the system via a MHT rather than a PAMT

the intention to seek to provide as immediate a solution as possible to the new circumstances has come up against the fact that people appear to be generally satisfied with the new arrangements which they made to cope with the closure of the shop i.e. new behaviour patterns are very quickly established which one is then seeking to change once more.



These findings need to be carefully considered both in the context of Eexterveen and in the other selected pilot communities in the Dutch pilot area and in the project as a whole.



�



�	Kjellerup, Denmark

	Pilot communities selected

This sub-section provides a brief overview of the Danish pilot area and of the reasons for selecting the three pilot communities in order to provide a basis for describing, in the rest of this section, the services selected and organisational approach proposed. A full description is provided in the qualitative and the quantitative user analysis reports (deliverables D01.1 and D01.2).





	Background characteristics of pilot area

Kjellerup Kommune (District Authority) is a mainly rural area located in the middle of the peninsula of Jutland. It is situated in the extreme south eastern corner of Viborg Amt (County), bordering on Århus and Ringkøbing Counties, and is some 50 km from Denmark’s second city of Århus. The County itself comprises the north-western part of Jutland, and stretches from the centre of the peninsula to the north-west coast.



Between 1981 and 1991, Kjellerup Kommune lost about 2% of its population mainly through out migration of the economically active moving up the urban hierarchy to larger towns and cities in the region. As a rural area, the number of retired persons increased markedly over the same period and more than the national average and there was, at the same time, a tendency for this age group to move out of the villages and into the main centres of the Kommune because of the higher level of services available here. As far as children are concerned, the numbers fell dramatically between 1981 and 1991, although there has been a clear tendency during the 1990s for the number of under sixes to increase again because of a mini baby boom.



As far as economic and employment characteristics are concerned, the relatively rural nature of Kjellerup Kommune is reflected in the fact that, although primary activities (mainly agriculture) declined by only slightly less than the national decline between 1981 and 1991, the proportion of primary workers is over twice as high. The importance of secondary activities is also much higher than average, whereas that of the service sector much less. Economic activities are thus characterised by agriculture and ancillary activities, small scale industries as well as physical and social services, all serving a relatively limited geographical area.



Apart from retail outlets, there are 26 specially designated commercial areas, consisting mainly of light industry and small traders and physical services, spread throughout the Kommune. These are, however,  concentrated in three main nodes: two on the outskirts of Kjellerup town and one on the outskirts of a secondary settlement.

 



	Characteristics of the three pilot communities and their local suppliers

Three pilot areas have been selected within Kjellerup Kommune: 



(i) Sjørslev-Demstrup: a local centre lying about 7 km north of Kjellerup town, and with a population of about 1,000. Public transport to Kjellerup town is satisfactory because the two villages are adjacent to the main road linking Viborg, via Kjellerup town, to Silkeborg.



Local suppliers (i.e. local services and facilities) in Sjørslev-Demstrup consist of:

supermarket/daily goods shop: i.e. small everyday goods, mainly food and household articles

bakers

TV and radio shop

electrician

carpenter

nursing home for the elderly



The settlement pair of Sjørslev-Demstrup has been selected because it represents a typical rural centre in this part of Denmark with a reasonable size of population for generating a critical mass for teleservices. Its selection also enables it be be used for focusing on the needs of the elderly, in addition to the general public, particularly but not exclusively in the nursing home. Services for this group could be of two types. Firstly, those designed to assist professional and other support workers in providing Kommunal services for the elderly both in the nursing home and in their own homes. Secondly, simple do-it-yourself services which can be used by the old people themselves.



(ii) Vium-Hvam: a pairing of small villages about 10 km north-west of Kjellerup town with between 500-600 inhabitants. Hvam is a local centre sitting astride a main north-south regional highway (which does not pass through Kjellerup town), and Vium is a small village nearby. Public transport connections to Kjellerup town are poor.



Local suppliers (i.e. local services and facilities) in Vium-Hvam consist of:

supermarket/daily goods shop: i.e. small everyday goods, mainly food including groceries, bakery products and butchery, and household articles. The shop includes a postal collection point and the sale of over-the-counter pharmaceutical goods.

childrens’ kindergarten/nursey

doctors’ surgery

heating/ventilating/plumbing service

carpenter

lorry transport company

taxi (mainly serving customers in Kjellerup town)

car workshop

small savings bank

small tele-centre in an old school building, with 3 PCs for use by local residents (financed by Kjellerup Kommune as part of a Four Leaf Clover project).



The settlement pair of Vium-Hvam has also been selected because it represents a typical rural centre in this part of Denmark with a reasonable size of population (although lower than Sjørslev-Demstrup) for generating a critical mass for teleservices. In addition, it may be appropriate to build upon the existing tele-centre, as here there is already a conducive environment, organisation and set of animators and users which could act as a springboard for new ideas and applications.



(iii) Gråmose: a hamlet lying about 15 km south-west of Kjellerup town and sitting astride a main north-south regional highway. The population is about 150, of which half live in the hamlet itself and half live in the surrounding area. There are no shops, nor any other provision of public or private services, apart from a single small car workshop. The nearest shop is situated more than 4 km away in Knudstrup.



Gråmose, as a small community, represents a particular challenge to TELEPROMISE, but one which it is felt is worthy of consideration in order to help test the project’s concept in very various rural contexts.





	Potential support for teleservices: household characteristics and current behaviour

The quantitative user analysis (reported on in deliverable D01.2) indicated that household structure in the three pilot areas was dominated by households with 2 adults with children (45%) and 2 adults without children (33%), whereas 1 person households constitute only 18% and households with 1 adult and 1 child only 3%. Only 11% of households are without access to a car and 31% have access to two or more cars.



As indicated above, the two settlement pairs of Sjørslev-Demstrup and Vium-Hvam, represent typical small rural settlement centres in this part of Denmark and the household description above fits them very well. Gråmose, however, is a much smaller centre with a much more dispersed settlement pattern even than the other two communities. The household and population structure also tends to show a higher than average age of resident living in smaller households, with a lower disposable income, and lower access to a car, etc.



The quantitative user analysis clearly showed the much greater interest in teleservices by households which are larger, younger, better off in terms of income, working longer hours and with higher car ownership. Similarly, households owning a computer are much more likely to be interested in teleservices than those without (55% compared to 37%). This set of characteristics tends to be typical of double income families with young children, typically those which have the resources, skills and awareness to be interested in teleservices, but also which have less time to access services by traditional means because of work and family pressures.



Given that Gråmose has a lower proportion of households in these categories, the difficulties of creating a critical mass of demand in Gråmose due to its small size are compounded. It is still intended, at the present time, to offer teleservices to Gråmose residents in order to test TELEPROMISE’s goal of investigating where the delicate balance lies between a clear need in a community for providing missing services, on the one hand, with the need for that community to be able to generate a critical mass of demand, on the other. This balance is especially interesting in Gråmose as the community contains a higher proportion of weaker target groups (such as the elderly) living in their own households, which are a special concern of the Telematics Applications Programme, than the other two pilot communities. However, it is clear that the situation in Gråmose will need to be kept under special review.





	Location of Public Access Multimedia Terminals (PAMTs)

At the present time, 5 PAMTs are under active consideration. The actual disposition will be determinded on the basis of detailed agreements with potential PAMT hosts and the technical and financial situation at that time:



Sjørslov-Demstrup: supermarket: part of a grocery chain (De friske butikker) and a natural meeting point in the village.



Sjørslov-Demstrup: nursing home for the elderly: for use by the elderly and/or nursing staff on the elderly’s behalf.



Vium-Hvam: supermarket: part of the same grocery chain as in Sjørslev-Demstrup (De friske butikker) and again a natural meeting point in the village.



Vium-Hvam: small tele-centre in an old school building, with 3 PCs for use by local residents (financed by Kjellerup Kommune as part of a Four Leaf Clover project).



Gråmose: supermarket in Knudstrup, 4 km distant: part of the nationwide cooperative organisation (FDB) and a natural meeting point, not just for Gråmose but also other surrounding settlements. The fact that there is no public, semi-public or other natural meeting place in Gråmose adds to the difficulties of this pilot community. However, the FDB organisation has an on-going and successful home shopping project (successful in the sense that many technical, commercial and social lessons are being learnt) in a neighbouring kommune from which it is hoped to draw support.



In addition, it is expected that two PAMTs, not financed by TELEPROMISE but as an additional investment by Kjellerup Kommune, will be located as follows:



Kjellerup town: in the town hall’s service shop section where citizens can obtain rapid answers to more routine questions. A PAMT located here would be outside of the three pilot communities but may still be an attractive proposition given that the user investigations have indicated that information services are by far the most popular teleservices being requested and that the majority of these will involve Kommune-wide (as opposed to pilot community specific) information involving no logistics problems (see section 4 below). This means that it will almost certainly make sense from an exploitation potential perspective, depending of course on the financial situation and the technical platform finally adopted, to offer such services throughout the Kommune as well as in the three pilot communities themselves. A TELEPROMISE terminal located here would have an important synergy affect on the Kommune’s existing information services and functions.



Kjellerup town: in the library where the fast prototypes are presently located. The same arguments as 6 apply here also. In addition (see section 4 below), the user investigations revealed that library services are some of the most heavily requested, so it would be natural to locate a PAMT here.





	Multimedia Home Terminals (MHTs)

It is expected that TELEPROMISE will locate about 10 MHTs in Kjellerup. The aim will be to distribute these:

within the three pilot communities in relation to the population of each, for example 5 to 6 MHTs in Sjørslev-Demstrup, about 3 in Vium-Hvam and 1-2 in Gråmose.

to households most likely to access the teleservices provided, as described in section 1 above, for example about 7-8 MHTs

to households containing elderly residents in order to test the needs and reactions of this population group, for example about 2-3 MHTs.



In addition, it would be hoped that additional MHTs will be provided by households themselves wishing to participate in TELEPROMISE, or financed from another source. There are strong arguments for attempting to maximise the number of potential users of the service in order to adequately validate and assess the services as well as boost its long term sustainability. 





	Tele-service package(s)

As described in both the qualitative and quantitative user analyses (deliverables D01.1 and D01.2) there are no great differences between the three pilot communities in terms of the potential demand pattern for tele-services. Despite a somewhat smaller potential demand in Gråmose (for the reasons explained in section 1 above), especially in relation to food shopping and one or two information services, it is therefore proposed in principle to offer the same tele-service package in each of the three pilot communities. In practice, however and as explained in the following and in section 5, there will be small differences in the supermarket services to be developed due to the different organisations involved and the different stocking policies of the existing local supplier supermarkets upon which it is proposed to base the services.



The proposed tele-service package is described in the following. It is based upon a very high coincidence between the findings of the qualitative and quantitative user analyses, and the matching of these findings with suitable service suppliers expressing strong provisional interest. For each of the services described in the tele-service package, a brief description of its nature and function is given and of the local suppliers and/or service providers. These descriptions (backed by the greater detail contained in earlier deliverables as well as on-going investigations) will form the basis for subsequent work in defining the user requirement and functional specifications of the system.





	Shopping services

Brief description of nature and functions:

Tele-shopping for supermarket goods provided by and/or through the local supplier in the three pilot communities. It is necessary to appreciate that in the rural communities concerned, the local supermarkets function not only as food shops but as daily goods shops, so that between one quarter and one third of the items they offer are everyday non-food items.



Reasons for choice:

Demand: qualitative analysis:

no great demand for shopping in general but some demand for supermarket shopping.

Demand: market research:

food shopping was first choice of 19% of whole sample

22% of whole sample indicated would use the various food shopping categories

overall estimated monthly usage per 100 households of supermarket service: 185

overall estimated monthly usage per 100 households of (all of the following are sold in a limited product range in the three local supermarkets):

supermarket service: 185

baker: 92

butcher: 75

fruit and vegetables: 73

off-license (alcoholic drinks): 50

books, magazines and newspapers: 133

household articles: 49

chemist’s articles (popular items not requiring a doctor’s prescription): 31

do-it-yourself articles: 33

garden, agricultural and pet products: 22

car and cycle parts: 23

Gråmose: estimated monthly usage per 100 households of supermarket service was 119.

Vium-Hvam: estimated monthly usage per 100 households of supermarket service was 191.

Sjørslev-Demstrup: estimated monthly usage per 100 households of supermarket service was 216.

Supply: it seems likely that the relevant service provider in each community would be willing to participate.



Variations in service package per community:

There will be small differences in the supermarket services to be developed due to the different organisations involved and the different stocking policies of the existing local supplier supermarkets upon which it is proposed to base the services:

Gråmose/Knudstrup: present number of product items is XX, potential number of product items from wholesale chain (FDB) is XX.

Vium-Hvam: present number of product items is ca. 4,500, potential number of product items from wholesale chain (De friske butikker) is ca. 16,000.

Sjørslev-Demstrup: present number of product items is ca. 7,000, potential number of product items from wholesale chain (De friske butikker) is ca. 16,000.

The design of the food shopping service in each community will take account of the detailed results of the quantitative survey and analysis. It is important to underline that the supermarket service in each of the three local communities will be designed to extend the range of goods available to customers of the local shops, and in this way increase their potential competitiveness vis à vis larger retail outlets in regional towns and cities.



Local supplier involvement:

In each of the three pilot communities the local supermarkets have indicated willingness to partcipate. In Vium-Hvam this participation is conditional upon no requirement to invest in the project.



Service provider:

In each pilot community, the chain wholesaler has indicated willingness to act as service provider:

Gråmose/Knudstrup: FDB, the nationwide cooperative organisation with an existing trial in a neighbouring kommune.

Vium-Hvam and Sjørslev-Demstrup: De friske butikker.

One possible problem was mentioned by FDB, i.e. that if a customer wished to order a product not stocked by the supermarket this would have to be for a complete pack where there is more than one item per pack, even if the customer only wished to purchase one item. This problem may also apply to the De friske butikker wholesale chain.



Logistics:

Each of the three local suppliers and their service suppliers already order goods and take stock electronically. In Demstrup and Hvam, order picking for the existing delivery service already takes place.

Gråmose/Knudstrup: no existing delivery service to customer addresses, but are prepared to consider this in this context of the project.

Vium-Hvam and Sjørslev-Demstrup: there is an existing delivery service to customer addresses and this would in principle be made available for the project depending on final administrative and financial arrangements.





	Information services

Details about specific information services are given in B-1 to B-4 below.



Brief description of nature and functions:

Whole variety of informational services relating to the local communities and the Kommune as a whole.



Reasons for choice:

Demand: qualitative analysis:

a large general demand for many types of information services; greater than for any other type of tele-service.

Demand: market research:

information was first choice of 43% of sample

46% of sample indicated would use different informational service categories



Variations in service package per community:

There will be no variations, as in general all the information services lend themselves to kommune-wide application. However, stress will of course be made on first and foremost providing information related directly to the 3 pilot communities. For example, information about events, clubs or issues concerning only the 3 pilot communities will be given first priority in the development of the service.



Local supplier involvement:

Not relevant.



Service provider:

The Kommune and relevant agencies are all prepared to participate.



Logistics:

Not relevant as service is information only. Where materials (such as forms or notes) need to be exchanged, this will be done either electronically or by using the postal system, as appropriate. There may also be a facility for users to print information documents direct from the terminal.





	Local authority (i.e. Kommune) services

Brief description of nature and functions:

Tele-information services concerning local authority information about the whole range of Kommune services and activities, facilities for electronic mail between citizens and Kommune officials, completion of forms, tax calculations, etc., in relation to the following:

children:

child care

kindergartens

after-school clubs

youth clubs

school busses

swimming

school dentistry services.

local health services

services for the elderly

income support and supplementary benefits

local service declarations, i.e. Kommunal service definitions, rights and obligations, contact persons, opening times and telephone numbers:

town hall facilities

child minding

elderly

town hall services:

council meetings: schedules, agendas, minutes, etc.

council secretariat

finances: budgets, accounts, charges and rates, etc.

children and culture

technical services

social services

service shop: provision of selected electronic information and form filling for tax, housing allowances, and citizen registration.

tax: calculations and statements, declarations, general information, deadlines, etc.

opening times

educational services:

schools

youth schools

evening schools

leisure and entertainment services

library services

news from the Kommune: this was one of the most supported suggestions

mail to the Kommune

AL-huset: old people’s club:

arrangements

news

opening times

events and arrangements calendar:

sports

culture

local clubs and societies



It should also be remembered that tele-information-services, like these, would also be useful internally within the Kommune’s offices, as it is impossible for staff to keep fully informed of everything.



Reasons for choice:

Demand: qualitative analysis:

High demand.

Demand: market research:

58% of the sample indicated would use the local authority information service

42% of the sample indicated would use the health and welfare information service

49% of the sample indicated would use the tax information service

overall estimated monthly usage per 100 households of the local authority information service is 156.

overall estimated monthly usage per 100 households of the health and welfare information service is 78.

overall estimated monthly usage per 100 households of the tax information service was 31.

Supply: the Kommune is keen to participate!





	Local trade, business development and employment

Brief description of nature and functions:

Tele-information services concerning local business development and employment:

general business and tourist information provided by the Kommune’s business and tourist offices

today’s special offer: local traders and small businesses can offer services and advertisements to the general public (could be free in project period and at a small charge subsequently)

general employment information

jobs vacant

special vocational training facilities and courses for the unemployed or persons seeking a change in employment



Reasons for choice:

Demand: qualitative analysis:

High demand.

Demand: market research:

34% of the sample indicated would use the job vacancy service

51% of the sample indicated would use the banks or insurance companies information service

overall estimated monthly usage per 100 households of job vacancy service is 94.

overall estimated monthly usage per 100 households of the banks or insurance companies information service is 128.

Supply: the Kommune and the relevant agencies, such as the job centre, employment agency, the business and tourist office, etc., will participate.





	Transport information

Brief description of nature and functions:

Tele-information services concerning transport arrangements within and involving the Kommune:

VAFT, regional bus company

taxis

special excursions

local and regional public transport outside Kommune

local traffic news

information on, and ordering of, tele-bus (a possible local project)



Reasons for choice:

Demand: qualitative analysis:

High demand.

Demand: market research:

39% of the sample indicated would use the public transport information service

overall estimated monthly usage per 100 households of public transport information service is 93.

Supply: the Kommune and the relevant agencies, such as the VAFT company, will participate.





	Local bulletin board for clubs and societies, etc.

Brief description of nature and functions:

Listing of local events and of clubs and societies (presently about 400 in Kjellerup Kommune), plus facilities for posting membership details, news about events, etc.



Reasons for choice:

Demand: qualitative analysis:

High demand.

Demand: market research:

62% of the sample indicated would use information about local events and organisations (the highest potential demand of any service)

overall estimated monthly usage per 100 households of information service about local events and organisations is 242 (the highest potential use of any service).

Supply: the Kommune and the relevant agencies, including local organisations such as clubs and societies, will participate.





	Other services

1) Library



Brief description of nature and functions:

Specific services planned:

book (plus other library items) register: already in electronic form and therefore readily accessible on-line for information, reservations and delivery of item 

new books, including descriptions

CDs and news

news for children

general news

library arrangements

general information:

on library itself

other public services

booklets and brochures scanned in

sound  newspaper: weekly audio news for the sight-impaired, presently available by telephone.

library bus: schedules, opening times, etc.

transmission of video material (still pictures) and audio material (e.g. speeches) is a future possibility.



Reasons for choice:

Demand: qualitative analysis:

a large general demand for library information, reservation and delivery services.

Demand: market research:

49% of the sample indicated would use the library information service

48% of the sample indicated would use the library reservation and delivery service

overall estimated monthly usage per 100 households of the library information service is 138

overall estimated monthly usage per 100 households of the library reservation and delivery service is 104.

Supply: the Kommune and the library service will participate.



Variations in service package per community:

There will be none.



Local supplier involvement:

Not relevant.



Service provider:

Both the Kommune and the library service will participate.



Logistics:

Not relevant for the information service. For the reservation and delivery service, the postal services will be used, as at present, as will the mobile library service which already visits the communities at least once a week.



2) Local exchange and mart



Brief description of nature and functions:

This should be compared with the well-known manual exchange and mart bulletin boards to be found in local shops, public places, etc., where members of the public are free to post messages of various types. This is typically for the exchange and purchase of goods and services (cf. LETS schemes) between members of the public: including potentially everything from books, cars, accommodation for sale and rent, holidays, baby-sitting, gardening, odd jobs, hair-cutting, simple repairs, cleaning, laundry and domestic help, etc.



Reasons for choice:

Demand: qualitative analysis:

High demand.

Demand: market research:

56% of the sample indicated would use information about goods/services wanted and offered

overall estimated monthly usage per 100 households of information service about goods/services wanted and offered is 204

overall estimated monthly usage per 100 households of hairdresser services is 21

overall estimated monthly usage per 100 households of odd job services is 23

overall estimated monthly usage per 100 households of cleaning services is 22

Supply: the households themselves. The Kommune will assist in organising the service for households.



Variations in service package per community:

There will be none.



Local supplier involvement:

Not relevant.



Service provider:

The households themselves. The Kommune will assist in organising the service for households.



Logistics:

Not relevant. The adverts will be to a standard format which will include address/telephone numbers of households placing the advert in order for the supply of the good or service to be agreed.





	Expected usage of service package/services

Relevant results from the detailed qualitative and quantitative user analyses regarding expected usage of the services in the service package are given in section 4 above, and are themselves derived from deliverables D01.1 and D01.2. The following reports on further discussions on this issue with local suppliers and tele-service providers.



	Shopping, supermarket tele-service

The local suppliers and service providers for the proposed tele-supermarkets generally find it difficult, at this stage, to judge how closely actual user demand will reflect the detailed results of the quantitative market research survey, but they consider those results a useful start and are prepared to participate in the project on this basis at this stage.



The mixed experiences from the supermarket tele-shopping trial in a neighbouring kommune are uppermost in everyone’s mind. This trial started when the local supermarket in the village of Vellev closed and customers campaigned for a home-shopping experiment to replace it. Another supermarket manager in the nearby village of Ulstrup, FDB (the wholesale chain) and IBM were persuaded to finance the trial which started in 1995. Thirty households participated with computers provided by IBM, and FDB invested in the development of the necessary software and network application. One year after the start, FDB have now withdrawn financial support and active participation because the trial is not yet economically viable for them, but continues to offer advice and practical assistance and to encourage the start of similar projects as they are confident that tele-shopping will become very important to them in the future. The existing shop manager in Ulstrup is now continuing the trial himself. Twenty of the original households have purchased the PCs from IBM and now use the service for most, if not all, of their everyday food shopping from a product range of about 2,500 items. They also arranged for the service to be transferred to an internet-based application because all participants (including FDB) are convinced that this was necessary to ensure the trial’s successful continuation.



On the face of it the trial could be represented as a failure with only 20 of the original households still participating and the main financial backers halting further investment. However, another and the most widely held view is that a remarkedly high two thirds of the original households supplied with free equipment, free delivery and free assistance are sufficiently satisfied with the system and convinced of its future that they have invested their own money to buy the PCs and modems and subscribe to the internet, have organised their own weekly delivery system costing 15 DKK per household per week, have themselves provided user training and technical trouble-shooting, and have been active enough to work with the Ulstrup supermarket manager to convert the system to one based on the internet. Further, although the present 20 households only represent about 4% of the total number of households using the Ulstrup supermarket, they represent 10% of Vellev households and the service has attracted some new customers because it is internet-based and the advantages it offers. Households using the service report as advantages saving time, saving transport (e.g. in one case a shift from using a large super store on the outskirts of Århus), avoidance of impulse buying and thus saving money, a better overview of the family budget and meal planning, and goods which are just as fresh and high quality as if they were purchased in person. Further, some of the time saved is used by some households for shopping in more specialist shops within the local community, rather than further afield.



The Ulstrup supermarket manager is very satisfied with progress and is convinced that he has retained custom which otherwise would have been lost to larger regional supermarkets. He has at present no costs in running the service, apart from some of his time in order-picking and packing orders, and is planning to send his weekly bargain advertisement newspaper by internet and thus save paper. The present payment system is by normal giro or check in response to an invoice sent to households each month by post. The only real problem he reports is the failure to attract the elderly into using the service because of their unfamiliarity with computers, and he is therefore in the process of discussing with the Kommune authorities the possibility that the home-help personnel can order groceries on their behalf.



Tele Danmark Internet (TDI) division, the main ISP in Denmark, is promoting tele-shopping over the internet given that now one half of Danish households have a computer and 10% have an internet connection (although this latter figure was found in the market research survey to be only 2% in the pilot communities). TDI reckons that the potential for internet-based tele-shopping of supermarket type goods on a national basis is about 2% of households during the next couple of years but will take off after that. A suitable internet payment mechanism will be available during the next six months. The main household types using such a service will be families with young children and busy working people, precisely the groups identified in the quantitative user analysis in Kjellerup as being interested in the supermarket service. As far as logistics are concerned, solutions being pointed to are special to-the-home delivery services organised by the Danish postal authorities and the establishment of local collection points where customers can pick up their groceries on their way home from work.





	Information tele-services

Kjellerup Kommune, and the other agencies which it is proposed act as service suppliers, have a duty to move as rapidly as possible towards the provision and delivery of services to citizens by electronic means. This is both because there is a national as well as local consensus that in so doing substantial financial savings can be made which can either provide resources for increasing the scope, range and quality of services, or reduce the local income tax through which the Kommune receives a substantial proportion of its finances. In addition to Kommunal services as such, there is optimism that demand can also be found for other information services. For example, for travel timetables (provided by the transport utilities and companies), and for a local bulletin board for non-profit exchanges or buying/selling. Many of the relevant data are already in electronic form, including those generated by local organisations such as clubs and societies, or are rapidly being converted to this form.





	Other tele-services

The local library service is an essential component of the Kommune’s cultural and information responsibilities vis-à-vis citizens and the business community alike. Library users in Kjellerup have a rich tradition of creative use of library facilities and demands are increasing for more locally available services which can be accessed in library buildings or in the individual’s own homes or public terminals in small communities. There is optimism that sufficient demand will be forthcoming, especially because both local and national use of the library system’s electronic services and products, especially those using the internet, is growing rapidly. Similarly, there is optimism that the local exchange and mart service will be popular.





Service providers for all the services in the proposed service package have emphasised that:

there will be no data security problems in relation to Danish legislation or practice.

up-dating of data, where relevant, is of utmost importance for the credibility of the project and therefore also for its success. In this context, it is imperative that decisions are taken at the appropriate time regarding who is responsible for up-dating, and how often and how it is to be done.





	Logistics

Proposals concerning logistics have been given for each service in the service package in section 4 ‘Tele-service packages’ above. 

In addition to those mentioned, a number of other logistics arrangements, based upon existing services, would be possible:

Danish postal services will be used for the irregular and occasional delivery of letter and small package size items but this would otherwise constitute an expensive solution. The advantage of the postal service is, however, that visits to individual households are potentially made six days a week.

The Kommune’s meals-on-wheels and home help services visit selected elderly, sick and disabled persons’ households on a daily or very frequent basis, and could be used for these user groups. The meals have to be delivered within a very short space of time and the home helps typically have many other duties, so that it could be problematic burdening this service with extra responsibilities. However, this could be offset by the advantages which the project could offer in saving of the time and trouble now required of these people or their carers in order to ues these services. 

The local and regional bus companies, VAFT and DSB, make both regular as well as on-demand tours around the Kommune, and thus could be considered in further discussions concerning logistic arrangements if this was necessary.



There will be a very limited need during the project period for large scale logistic arrangements, with the exception of the supermarket service. In the latter case, as specified in the description of this service above, the existing delivery services will be used and arrangements made to initiate a similar arrangement for the Gråmose local community if the provision of the service there is realised.



 �

�	Aran Islands, Ireland

	Pilot communities selected

	Background characteristics of pilot area

The selected pilot community in Ireland for implementation of the TELEPROMISE project is the Aran Islands.  The Aran Islands are located at the mouth of Galway Bay at the western end where it opens into the Atlantic Ocean. The islands are one of the most westerly lands within the land area of the European Union. 



The islands are approximately 20Km from the mainland of County Galway at their closest point and more than 60Km from the nearest city which is the city of Galway. Aran comprises three islands - Inis M—r (The Big Island), Inis Me‡in (The Middle Island) and Inis Oírr (The Eastern Island). They are totally rural with much of the population grouped in small communities or villages. Villages in the context of the islands means groups of houses rather than a traditional village in its true meaning. In the context of Europe as a whole the communities would more realistically be described as hamlets or settlements. In Ireland these descriptions are not used. Consequently the common description of each small community is a village. There is one main centre on the islands - that is Kilronan on Inis M—r which is the only true village. Kilronan has the traditional services for a rural village which are two shops, a church, a bar and a school. The remainder of the island population could more accurately be described as a scattered rural population.



The population of the islands are Inis M—r 836, Inis Me‡in 216 and Inis Oírr 270. The economy of the islands is derived from fishing and tourism. The opportunities for these activities are very limited as the weather on the west coast of Ireland makes the useful season for both very short. There is little or no agricultural activity on the islands. There is one small manufacturing industry located on two of the islands, Inis M—r and Inis Me‡in.



The islands are barren with limestone rock outcropping on more than 80% of the island surface. They rise from sea level on the eastern side to sheer cliffs at the western side that are  up to 300m above sea level facing the north Atlantic. They are very picturesque and are very attractive to visit as a tourist. The problems of living on the islands are clearly evident from a short visit. The islands are very poorly served by any public and private services. Shopping is limited to basic food and other than having a doctor living on Inis M—r there are no other public services available. During the three months of the summer there is a bank open for one half day each week. Some restaurants are operated by the islanders for the tourists and some additional stalls open to cater for tourist business. 



The islanders have adopted a lifestyle that requires them to travel to Galway city on a regular basis to avail of most basic services that the mainland community take for granted. The islands are well served by ferry boats and have a daily flight to Galway all the year around. The costs of the flights are subsidised for the island community to enable them to travel on a regular basis. From the mainland point of view the region of Galway city is also poorly served by access to public services however the islanders see this region as a model of services which should be available to them. The islands never had access to any of the services that the mainland community take for granted. In the present age of telematics it is possible to bridge the gap of services and provide electronic access to many services for such an isolated community - the context thus for the R&D underlying the TELEPROMISE project. 



	Local suppliers

The primary intention of the TELEPROMISE project is to develop a range of services that meet the needs of, and are supported by, the local island communities. To facilitate this, services will be delivered via public access terminals which will be located in the premises of some of the major island local suppliers (as well as via home terminals). There are two types of local suppliers on the Aran Islands. The first are the privately operated local shops and restaurants which provide a range of goods and services to the island community and to visitors to the islands. The second type of local suppliers are the island Co-operatives which provide and facilitate a range of services in the private and public sector to the communities. The Co-operatives provide or facilitate three basic services. These are:

¥	billing and collection of accounts to the island community for electricity supply

¥	purchase of building materials for any islanders who do not wish to deal directly with the mainland suppliers

¥	an information centre to advise the local population where they should go or who they should contact regarding any public or private services on the mainland



The involvement of local suppliers in the TELEPROMISE project is necessary so that it will integrate the services with existing activities that are currently available (i.e. to be complementary rather than competitive). In the context of the islands the Co-operative is the most important local supplier and the most suitable for integrating the services as it is owned and directed by the community. 



On Inis M—r many of the private service suppliers are directed particularly at the tourists that visit the island during the summer months. The primary local shop supplier for the island community is the Supermarket in Cill R—n‡in. They did not see the proposed tele-services as having an impact on their local business.  The other small island shops did not see it having any impact on their activities. Of course, these initial reactions will be kept under review in the course of the implementation of the project. All of the local service suppliers welcomed the introduction of the TELEPROMISE service as members of the island community. 



Similarly, on Inis Me‡in and Inis Oírr the local service suppliers did not expect the service to impact on their business. As with the suppliers on Inis M—r they welcomed the introduction of the TELEPROMISE service as members of the island community. 



The question of locating PAMTs in the premises of ‘private’ local suppliers was discussed at length but it was not considered realistic as a large element of the TELEPROMISE service is directed at Public Service Information. The local suppliers did not see their function as providing facilities for a local Community Information Service. They felt that this type of facility could be better fulfilled by a Community Development Group or through a Public Authority Building. Unfortunately there are no Public Authority Buildings available on any of the islands, consequently the only viable option is to consider the use of Community Development facilities such as the offices of the island Co-operatives.



The main problems that the local island suppliers have with the selection of goods which they stock is the size of the customer base which they serve. The customer base is stable but expands greatly during the Summer months when the islands are crowded with tourists. The primary sales that are made to the tourists are souvenir and craft items along with basic foodstuffs and consequently have no impact on the expansion of the items ‘normally’ stocked in the shops. The use of the TELEPROMISE system to offer an expanded range of items is seen as a possible option for the local suppliers. The use of the system to expand their range of goods was considered but they would not wish to include Public Information integrated with ‘their’ package of services. 



Generally local suppliers are sceptical of the benefits of telematics based services for shopping, not least since such a system has not been tried or tested with the local communities. They did not see the use of tele-services for expansion of their own business as having a significant impact on their level of sales unless they could offer the kind of comprehensive range of goods that would be available in a major department store in Galway.  The development of a relationship between the three island supermarkets and one of the three proposed household goods suppliers in Galway City is being discussed in the context of the project. This would enable the local supplier to widen the range of goods that they would have available to the local community. One of the issues which has been raised is the conflict that could arise between the supplier that is associated with the island shops and the other two shops that would have to 'stand alone' through the terminals which are to be located in the Co-op offices. An unfair advantage could be introduced to the overall service by favouring one mainland supplier over other competing suppliers who are interested in participating in the project. An arrangement such as this could lead to two of the three mainland suppliers deciding not to participate as 'stand alone' suppliers. During these discussions it is important to keep the requirements of the island community to the forefront. They specifically requested competing services. 



Discussions are also under way to develop a broader range of supermarket products through networking the island supermarkets with their regular wholesaler. This is a possibility but serious consideration will have to be given to the supply of bulk orders of products from the wholesaler when the order placed by the purchaser is for one single item. The local suppliers would have to purchase a consignment of products for each single product order that a client requested. This would give rise to storage problems and possibly a serious oversupply of seldom requested items in the local supplier premises. Thus a link between the local supplier and a larger supermarket on the mainland would probably represent a better option. One on the questions which has been raised is the legal issue of resale of goods which have been purchased in a retail outlet. This will be investigated in full before a final decision is made on either proposal.



The development service to facilitate tourists to the islands is not considered to be a realistic option in the context of the project. Most tourists are very short term and would not stay on the islands long enough to necessitate the purchase of any goods through the service. In many cases they would have departed the islands before deliveries would be made. The question of registration/suscription and payment for use of the system would also have to be considered. Purchases made by most tourists would be in the area of crafts and souvenirs. It is considered unlikely that tourists would purchase from an electronic catalogue of souvenirs to be delivered from the mainland. 



As a new service to the community, the local suppliers were in agreement with the use of the PAMTs as discussed with the User Groups. As members of the community, they felt that the broad range of services which had been discussed should have a significant impact on the availability of information to the islands and would prove the viability of the use of electronic services as a community service. In the longer term they felt that the expansion of their business by the use of this technology could be considered but their initial view was to see this linking to a large outlet with a developed on-line service.



	Potential support base for teleservices:  current behaviour patterns

The islanders are grouped in small villages although none could be realistically considered a traditional village except for Kilronan on Inis M—r.  Most of the villages are groups of houses few if any services. Inis M—r is divided into 14 villages while Inis Me‡in and Inis Oírr are divided into 9 and 5 villages respectively.  All three islands are very poorly served by both private and public services. The only shopping which is available is basic supermarket on Inis M—r. All three islands have a daily Postal Service. There is one doctor on Inis M—r to serve all three islands. All islands have daily boat and air services to Galway which is the nearest city. Each of the islands have junior level schools. Inis M—r has a full six year cycle second level school. Inis Oírr has a senior level school with the first three year cycle only. Inis Me‡in has no senior level school.



The social infrastructure on Inis M—r is well organised with a  number of different voluntary groups undertaking development and social activities on the islands.  Inis Me‡in and Inis Oírr are not as well structured.  Each of the islands have a Co-Operative, called a Comharchumann, who liaise with Public Service Agencies on the mainland regarding basic infrastructural facilities.  They do not undertake any direct business activities except on Inis Me‡in and Inis Oírr where they manage the island airport facilities. The Co-operatives which have been established on a voluntary basis by the island communities each have a full time Manager/Administrator. To support the appointment of this Manager / Administrator, they receive an annual grant for the Government Department which has responsibility for island development. Without this assistance the Co-operatives could not operate effectively as an Island Representative Association at National Level.



While the Qualitative and Quantitative analysis of the User Needs were being carried out the island communities gave their full support to the implementation of the TELEPROMISE Service. Their appreciation of the concept and the benefits that it could bring to their communities were well understood. This understanding was mainly based on the experience of Gairm Scoil ƒinne on Inis M—r with telematics supported distance Education classes during the period November 1994 to June 1996. Also the implementation of a telematics supported link between the Inis M—r Health Centre and the Public Hospital in Galway during late 1995 clearly demonstrated the benefits of such services to remote communities such as the Aran Islands.



As a community based project, the User Groups stressed that the benefits must be directed at the local population. The location of the Public Access Terminals will be an important element in establishing the credibility of the service as a community service. The groups considered that the use of local supplier premises for the PAMTs would not be suitable. As a large element of the tele-services is being directed at Public Information it was considered that the use of non-commercial facilities would be more appropriate. Another element for consideration in establishing the credibility of the system was indicated by the User Groups. This involved the development of a system which would directly benefit a local supplier.  The User Groups indicated that, if such a system was developed and made available through the premises of the local supplier, that the costs of development should be funded in full by the local supplier. They would strongly object to the use of project resources to the benefit of a local supplier. Their primary interest was in the development of a broad range of services which would be of benefit to the total community of the islands. 



As the Aran Islands community are native Irish speakers it will be necessary to provide the TELEPROMISE services on a bilingual basis. The system will have to be available in both the Irish and English languages with the user selecting which language version they would prefer to use when they logon to the terminal. 





	Location of  Public Access Multimedia Terminals (PAMTs)

The suggested locations for the PAMTs on each of the three islands were discussed with the User Groups during the User Group meetings and subsequently after completion of the Market research of the User Needs. The results of the Market research gave a firm base to the needs for the service and the support which the local communities gave to the service development. 



The location of the terminals was discussed in the context of the proposed package of services. As this package includes a significant element of Information Services which individuals would be accessing for personal reasons, it was agreed that the terminals should be located at a location where privacy and confidentiality is available for personal discussions by phone or video conference with the information service providers. 



It was agreed that Public Access Terminals (PAMTs) will be installed a follows:



Inis M—r	-	2 Terminals located in the offices of Comharchumann Forbartha Inis M—r in Cill R—n‡in and the other in the offices of Comharchumann Fearann at the other end of the island. These locations will afford the best opportunity to the total island community to use the PAMTs without the necessity to travel an excessive distance. 



Inis Me‡in	-	1 Terminal located in the offices of Comharchumann Inis Me‡in. 



Inis Oírr	-	1 Terminal located in the offices of Comhar Caomh‡n.



Is was agreed with the User Groups that these locations would be the most suitable for general use. The locating of the PAMTs in the premises of ‘private’ local suppliers was rejected (see para. 4.1.2). It was felt that users would require privacy which could not necessarily be guaranteed if the terminals were to be located in the premises of these local suppliers.



The advantages of locating the terminals at these locations are:



¥	the offices are strategically located on the three islands in relation to the village communities 



¥	the offices are established locations where the locals seek assistance and support 



¥	the offices carry out activities on behalf of the island communities through liaison with Public Authorities on the mainland



¥	the co-operatives are owned and supported by the communities



¥	the co-operatives do not have any vested business interest which would influence the promotion of any particular service



¥	the offices can provide privacy for users who may wish to access specific information 



¥	the offices can provide important additional services to users through the provision of telephone facilities for follow-up contact with Information Service Providers for clarification of any elements of their services while accessing the details of the service



¥	assistance to end-users can be provided by the co-operative full-time staff



¥	management of the PAMT can be provided by the  co-operative full-time staff



¥	maintenance and updating of the terminal systems and files can be facilitated by the  co-operative full-time staff in association with the system managers



¥	management of the logistics associated with the delivery and fulfilment of business can be facilitated by the  co-operative full-time staff (see section 4.6)



¥	facilities for video phone contact with mainland Service Providers can be provided and managed (this may not form part of the TELEPROMISE package but will be an important add-on service which will be considered as an element of exploitation and expansion)





	Location of Multimedia Home Terminals (MHTs)

The households in which the MHTs will be installed have not yet been selected. The User Groups suggested that members of the community would be requested near the time when the service was ready to be implemented. At this time the communities will be more aware of the system/tele-services offered and it will be more suitable to approach potentially suitable ‘hosts’. It was also suggested that members of the User Groups could be available for installation of the MHTs but that the selection should be opened to the total population before decisions were made.



The number of MHTs that will be installed, subject to suitable participants being selected,  were provisionally agreed as follows:



Inis M—r	-	4 terminals



Inis Me‡in	-	2 terminals



Inis Oírr	-	2 terminals



When households for installing the MHTs are being selected it may be decided to adjust the number of MHTs per island. The target will be 8 MHTs overall with a 4:2:2 breakdown. This might be adjusted to a 6:1:1 or other ratio between the islands depending on the households that make themselves available for installation of the terminals. Locating of MHTs to facilitate any elderly or disabled members of the community will be investigated. 





	Tele-service package(s)

During the User Group meetings discussions were encouraged on the types of services that the island communities would like to be able to access via the TELEPROMISE terminals. Many different possible service needs were discussed (without reference to the suitability of the terminal or the logistics in fulfilling the physical delivery of goods ordered vai the system) . This process was encouraged as it enabled the island communities to express openly their wishes and expectations for telematics based services. The overall list of possible service needs that were discussed at this series of meetings on the three islands were listed in order of priority within the three ‘categories’ of services (see table below). These services were included in the Market research Questionnaire to determine the level of interest which the communities expressed in relation to each specific service. 



Following completion of the Market research further discussions were carried out with the User Groups and with possible service providers. The results of the market research survey indicated the potential demand shown in the table below. Specific details of proposed service suppliers are contained in paras. 4.4.1 - 4.4.3  below.



Potential demand for the service via TP  	Percentage	Comments



Household Shopping Services



Household articles	81	Agreed for inclusion

Kitchen and electrical appliances	80	Agreed for inclusion

Building materials (do-it-yourself)	41	Agreed for inclusion

Chemist Shop	71	Under consideration. 

Garden Products	55	Included under Household Articles



Information Services



Relating to council services	66	Agreed for inclusion

About social welfare and benefits	71	Agreed for inclusion

About health and community care services	78	Agreed for inclusion

About training and employment	49	Agreed for inclusion

From government departments	67	Agreed for inclusion

About enterprise and development	39	Agreed for inclusion

About island transport services	83	Agreed for inclusion

About mainland transport services	77	Agreed for inclusion

About local events	78	Agreed for inclusion



Other Services



Book and magazines 	77	Agreed for inclusion

Video film rental	60	Agreed for inclusion

Laundry Service	44	Existing arrangements satisfactory

Photo Developing Service	47	Existing arrangements satisfactory

Library Service	66	Under consideration

Travel Agent	42	Under consideration



There are specific issues relating to some of the selected services that cannot be resolved at this early stage. Other services are not seen as benefitting from inclusion as tele-services in the TELEPROMISE system. The specific issues are:



Chemist Shop	One of the main user needs with respect to products from a Chemist Shop is the provision of prescription drugs.  It is necessary for an original prescription to be provided to the Pharmacist. As this prescription cannot be delivered electronically, alternative procedures will have to be discussed. It may not be possible to overcome this problem as legal and national regulatory control issues are involved.



Laundry Service 	Existing arrangements which are operated on the island are satisfactory.



Photo Service 	Existing postal arrangements which are operated on the island similar to all other parts of Ireland are satisfactory.



Library Service 	This service is under consideration. Discussions have been carried out with the Public Library Service which is operated by the Local Authority in Galway City. They do not have any existing computerised system although there are intentions to develop one. If it is available within the time scale of the TELEPROMISE project it will be included. In the meantime, other possible options will be discussed.  



Travel Agent 	This service is under consideration. What is being considered is the provision of a general information service for holidays and special offers. It is not possible to access the integrated booking system that is available to all Travel Agents from the Tour Operators and Airlines.  



The tele-services that have been agreed for inclusion in the system at this stage are grouped in three categories:



¥	Durable goods Shopping to include Household Hardware, Household Goods and Building Materials



¥	Information Services to include comprehensive information relevant to the island residents on the responsibilities and the services available from many Public Authorities and Government Departments



¥	‘Other’ Services to include Books and magazines and Stationery Shopping and Video Hire



Initial meetings have been carried out with proposed service providers. The background and concept of the project was explained along with the structure and delivery of the proposed telematics service. Overall the proposed service providers were supportive of the project and they all agreed to participate. The service providers have very differing levels of technology in use in their own organisations ranging from no computerised systems to fully integrated and networked mainframe systems in the larger organisations. These early discussions were not aiming to discuss the technical solution or structure of the TELEPROMISE service. It was explained that the functional specification of the service will be developed during the early months of 1997. The common experience of all service providers discussions was that none of the Department Stores or any of the Public Authorities have a database of a type suitable for easy public access. The tele-services in the TELEPROMISE project will have to take information as it is available from the service provider and structure it to comply with the system to be designed. 



A facility to make direct telephone contact with the Information Service Providers will be a basic requirement of the service. An added facility to have a video conference with public service officials will be necessary to exploit the full potential of the overall service. This facility would remove the necessity for the island communities to travel to the mainland to meet officials or alternatively for the officials to travel to the islands for local discussions.



None of the service providers expressed a definite preference concerning what delivery platform or software system should be used for the system. 



	Durable goods Shopping Services

The Service Providers who were involved in initial discussions on the provision of these shopping services are all based in Galway City and include:



Household Hardware

¥	Roches Stores, Galway & Dublin (including Garden Products)

¥	Naughtons, Galway

¥	McDonaghs, Galway



Household Fittings

¥	Roches Stores, Galway & Dublin

¥	Naughtons, Galway

¥	McDonaghs, Galway



Building Materials

¥	McDonaghs, Galway

¥	T. OÕhUiginn, Galway

¥	Brooks, Galway

¥	Buckleys, Galway

¥	N. OÕConncubhair, Leitir M—r



The total number of Department Stores and Builders Providers included in the above list is seven.



	Information Services

The Service Providers who were involved in discussions on the provision of the Information Services are the main relevant Public Authorities and Government Departments:



Service Provider	Service provided

FçS - National Training Authority	Administration  of national training schemes

Galway & Dublin	and employment opportunities. Information

   	also available on incentive schemes for 	employers and employees in relation to ‘back-to-	work' subsidies. 



Teagasc- Agricultural Advisory Service	Administration of all aspects of agriculture

Athenry & Dublin	including subsidy schemes.

 



òdar‡s na Gaeltachta, Galway 	Administration of the incentive grants which

 	are available for the development of industry 	within

	the Gaeltacht regions.



Forbairt - Industrial Development	Administration of the incentive grants which

Galway & Dublin	are supplementary to those available from òdar‡s na

	Gaeltachta.



County Enterprise Board, Galway 	Administration of the incentive grants which are 	available for the development of small 	enterprises.



Galway County Council, Galway 	Administration of the Local Authority Services 	which include sanitary services, roads, housing 	and the environment.



Social Welfare Services, Galway & Dublin	Administration of all schemes which are operated 	under the social welfare policy of the country.



Western Health Board, Galway 	Administration of the Public Health Services.



Community Care Services, Galway 	Administration of the community care services of 	the Health Board which include social services 	and the care of the elderly and disabled.



An Roinn na Mara , Dublin	Administration of all aspects of the fishing (Department of the Marine)	industry and the regulations that pertain to EU 	compliance. Details of licensing and operation of 	fishing and fish processing.



BIM (Bord Iascaigh Mhara), Dublin	Administration of the incentive schemes that are 	available to the fishing industry for development 	of the fishing fleet and the salmon farming 	industry.



Department of the Environment, Dublin	Administration  all schemes and services relating 	to the national infrastructure and the environment. 	Administration of the Local Authorities.



An Roinn Eala’onn Cultœr agus Gaeltachta 	Administration of the incentive schemes that are (Department of the Gaeltacht) 	available to Co-operatives and the operation of the

Galway and Dublin	Summer 'Irish Summer Colleges’.



Bord F‡ilte (National Tourist Authority)	Administration of the tourist industry and the Dublin	regulations regarding licensing and operation 	under

	Bord F‡ilte approval.



Ireland West Tourism, Galway	Administration of local tourism information and 	accommodation reservation service.



Island Ferries, Galway  	Information on all ferry transport services to the 	islands including fares, timetables and special 	offers.



Aer Arann, Galway	Information on all airline transport services to the 	islands including fares, timetables and special 	offers.



Iarnr—d ƒireann (Irish Rail), Galway 	Information on the fares and timetables of the 	mainland rail services



Bus ƒireann  Galway	Information on the fares and timetables of the (Irish	Public Bus Transport ) mainland public bus services.



City Link, Galway 	Information on the fares and timetables of the 	mainland privately operated bus service



Nestor's, Galway	Information on the fares and timetables of the 	mainland privately operated bus service



Local Bulletin Board	Information on local events and services. Proposed to 	be administered by the 3 island Co-operatives.



The total number of Information Providers included in the above list is twenty two.



The discussions with the Information Service Providers included the provision of information on all services which the organisation administers along with details of application procedures and contact addresses. An important element of the discussion with the public authorities was the inclusion of application forms (‘form-filling) as part of the service. The facility to complete these on-line was discussed although no decisions were possible. It will be necessary for each organisation to consider the implications of electronic applications for services where no signature on a form is available.  The other option which was discussed was the facility to print application forms locally and to fax or post the completed form to the organisation after it has been signed. 



The incorporation of a facility to hold face-to-face meetings with Public Authority Officials was discussed as a necessary element of the service package. This facility could be provided through the incorporation of PC based video conferencing technology into the PAMT. The majority of the Public Authorities or Government Departments who were involved in the discussions do not have these facilities and most do not expect to install them in the foreseeable future. òdar‡s na Gaeltachta, Western Health Board and Community Care Services are the only organisations who have access to this technology. Some of the other information service providers indicated that they may be willing to install a video conferencing terminal from their own resources to enable the face-to-face, consultation element of the TELEPROMISE service to be more widely available.



Discussions are continuing with possible suppliers to complement the range of products which could be made available through the island supermarkets. Discussions with Chemist Shop suppliers, the Library and Travel Agents are continuing.



	‘Other’ Services

Arising from the Market research survey, the demand for tele-services giving access to articles such as Books and magazines/Stationery and a Video Rental service were demonstrated. Whereas these services had not been anticipated during the initial User Group meetings it was necessary to look at the possibilities of fulfilling the requirements. The Service Providers who were involved in discussions on the provision of the Other Services are:



Books and magazines & Stationery	-	Easons, Galway



Video Film Rental			-	O'Connor TV & Video Rental, Galway



The operation of a video film rental service has not been tried out to enable the servive providers to quantify the ‘elapsed time’ for videos which are sent to the islands. This will be necessary so that an economic cost for use of the service can be established. The cost of the service, when available, will confirm the viability of the service from the users perspective. Videos are normally rented on a daily basis. The provision of a service to the islands will involve up to three days rental. The rental company will consider the implications in the context of value for money for the user and their own potential income. 





	Expected usage of service package(s)

The results of the Market research Survey were very positive in the responses received from the communities regarding the estimated use of the service. The results indicate a firm basis for exploiting the full potential of telematics based services to the advantage of the isolated and remote community. The social benefits will be significant and will be used as a model for establishing similar service packages in other rural regions. 



The results of the survey established the range of services which are of most interest to the community. This information has enabled the project partners to list potential service providers such that the end-user needs can most effectively be met. 



To enable the benefits of telematics based services to be properly evaluated it was necessary to establish the behaviour patterns of the islanders in meeting everyday service needs before the proposed system is implemented so that the potential of the TELEPROMISE service can be established and compared later with the after situation when the system is fully operative. 



The shopping habits of the islanders are specific to the islands as the use of boats and planes are included in their normal shopping activities. The only shopping service that is available on the islands is food. It is necessary for the islanders to travel to the mainland for all other shopping. This is done on a regular basis with special fares being available to them on the transport services to the mainland (although still a costly item). Travel to the mainland for shopping and other services is a normal part of life on the islands. Although the weather is a significant factor in travelling to the mainland, the boat and plane services are very reliable.



	Shopping

The amount of time spent on shopping on the islands is significantly different from mainland communities. The location and isolation is the main factor in this difference. The frequency of shopping (more than half the respondents visiting the local shop at least three times per week) would be very similar to the mainland but the amount of time spent shopping would be significantly higher, allowing for the time taken for a trip to the mainland.



In all cases, getting access to the services of Public Authorities and many private businesses or organisations involves travelling to the mainland. It is usual that these trips are combined with shopping so that the time involved in travelling can be used most efficiently for each activity. Combining activities reduces the amount of travel time necessary to avail of each individual service when averaged over a monthly period.  



The result of the quantitative market research survey clearly demonstrated that the most important categories of tele-services required by the island communities are non-food shopping services at 48% and information services at 41%. Those considering other household services as most important was negligible at 3%. These findings were expected from a community that does not have local access to services except for the provision of basic shopping for food items. The demand for other services, both shopping and information, clearly reflects the situation of a geographically isolated community. 



The expected frequency of use of all the proposed tele-service sectors is greater on the two smaller islands of Inis Me‡in and Inis Oírr. This result could reflect the earlier situation when travel from these islands was significantly more difficult than from Inis M—r. Up to 20 years ago, access to these islands by sea was extremely difficult with totally inadequate landing facilities. The island ferry service which, at the time was operated by the National Transport Authority, could not berth at either of the islands. Goods and passengers had to transfer to 'curraghs' (the traditional local boats made of canvas) to get to and from the islands. This transfer was totally dependent on the weather and the sea swells. The sense of isolation was more evident on these islands and this feeling probably remains with the older generation although access to transport services is now equal for all three island communities. 



The percentage of respondents specifying non-food shopping services as the most important was fairly evenly spread between different household sizes and over the different age categories, but with a slightly higher percentage in the over 60 age groups. 54% of female respondents considered this as the priority category of tele-services more often than 33% of males.



The survey results show that the types of articles for which people would most frequently expect to use the TELEPROMISE system were household articles, kitchen and electrical appliances, stationery and books and magazines. Building materials, which had been discussed specifically during the user group meetings did not score as highly as expected. This could well reflect the relatively low number of male respondents in the survey. 



	Information

The percentage of respondents specifying information services as the most important was most marked in the younger age groups compared to older people. It could be expected that the younger age groups would have a greater requirement for information services than the older sections of the community. The information services for which potential demand is greatest are Local Authority, Social Welfare, Health & Community care, Local Events, Government Departments and Transport Services. Demand for these information services was highest for respondents with higher incomes. 



The potential demand for the telematics based service in relation to specific service sectors and providers has been established as a percentage of the population. This figure when converted to an estimated usage per 100 households per month establishes a value on which service providers can estimate demand and use for their specific service. The realisation of the estimated level of use will take some time after the service is implemented. The users will have to establish their own 'comfort level' with telematics based services. This 'comfort level' will only be realised if the service is dependable and if the logistics of fulfilling the required service is efficient. 



The total number of service providers who are included in the list for development of the TELEPROMISE service is thirty one. This is made up of seven household shopping providers, twenty two information providers and two other service providers. As a bilingual service has to be developed there will be substantial effort required to translate everything into Irish.

The potential demand for the service and the frequency of use of the various service sectors is summarised in the table below:



Potential demand for the service via TP  	Percentage	use/month/ 100 Households



Household Shopping Services



Household articles	81	125

Kitchen and electrical appliances	80	89

Building materials (do-it-yourself)	41	37

Chemist Shop	71	80

Garden Products	55	43



Information Services



Relating to council services	66	80

About social welfare and benefits	71	98

About health and community care services	78	87

About training and employment	49	71

From government departments	67	89

About enterprise and development	39	44

About island transport services	83	307

About mainland tranport services	77	136

About local events	78	359



Other Services



Book and magazines 	77	417

Video-hire	60	244

Library Service	66	184

Travel Agent	42	59





	Logistics

The logistics associated with the delivery of the Durable goods shopping Services, the Information Services and Other Services will be significantly different. The requirements of the different services will determine the most suitable approach to the delivery which will be based on the need of the community. 



To facilitate users to use the TELEPROMISE terminal it is proposed that the Co-operatives on the three islands will act as agents and facilitators for all the service providers. Users who wish to use the TELEPROMISE facility for the purpose of shopping or information will have to register with their Co-operative and will be issued with a User Identification Number (UID). Based on the results of the Market research survey over 40% of the island community indicated that they would be willing to pay a contribution of IR£2.00 per month to have the terminal facility available. Based on this response it is considered reasonable to expect end-users to pay an annual registration (subscription) fee of IR£20.00 to the Co-op for this facility. This UID will be required by the user to access the system. It is not proposed to have unrestricted access available without UID control. There will be no separate user fee in respect of each transaction or use of the terminal.   



In all cases the delivery of goods will be on an 'same day or following day' basis. All service suppliers will be obliged to fulfil orders immediately so as to despatch the goods on the same day in respect of goods ordered before 12.00 noon and on the following day for goods ordered after 12.00 noon.  Bulky orders for large kitchen appliances and building materials will by necessity take longer to put together and to deliver than single orders for household items. Delivery of all items will be arranged by ferry unless specific requests are included with the order to arrange urgent delivery by air. Delivery by air will obviously be more expensive than delivery by sea. Ferry deliveries will have two options - small goods can be despatched on the passenger ferry which operates a number of return trips each day whereas larger goods will be despatched on the cargo ferry which operates only one return trip per day. For most small items passenger ferry deliveries will be most suitable.



The initial approach to the logistics for each of the services can be summarised as follows:



	Durable goods Shopping Services

The Durable goods shopping Service will have two functions:



(i)	to enable users to compare product prices in the various Department Stores and Builders Providers before travelling to Galway to make the purchases personally. The first function does not require any logistics arrangement as it only involves the user in consulting information on the terminal screen.



(ii)  	to enable the users to select goods for purchase and to transmit the order electronically to the relevant supplier. This function involves the putting in place of a logistics arrangement for payment and delivery of the goods from the supplier to the end-user. 



Three methods of payment are being considered for inclusion in the project. 



¥	By direct transfer from the purchaser’s bank account through the new PIN service which has recently been introduced by one of the major banks in Ireland. The suitability of this service will depend on their successful exploitation of the market with consumers and in particular with the island community.



¥	By direct debit, necessitating the purchaser signing relevant documents from the stores and the bank where their account is held to authorise direct bank transfers.



¥	By arrangement with the Co-operatives on each of the three islands where they would act as agents for the shopping service providers. 



In a typical scenario for the delivery of goods in the situation where it is proposed that the Co-operatives on the three islands act as agents for all the service providers, their offices will be used as a depot for delivery of goods which they can deliver to the purchaser or have the purchaser collect as appropriate. The order for purchase will be transmitted electronically from the terminal to the shopping tele-service provider. The order will be referenced to the Co-op where the terminal is located and to the UID. The goods will be delivered to the Co-op offices along with an account for the total cost of the product(s) which will include purchase and delivery. The Co-op will collect the payment due from the purchaser and reimburse the tele-service provider as appropriate. A fee (e.g. 1% of the of the total cost of the transaction) will be retained by the Co-op to cover the administrative cost of this transaction. This arrangement will be between the Co-op and the tele-service provider and will not involve any additional cost to the purchaser. 



The delivery of goods will be facilitated by the island ferry company as an independent agent for all suppliers. Suppliers will deliver the goods to the ferry offices in Galway City. The ferry operator will complete the delivery to the Co-op offices on each of the islands. The fee for this delivery service will depend on the size of the goods but will range from a minimum fee of IR£1.00 to a maximum depending on the size and weight of the delivery. Alternatively, deliveries by air can be arranged through Aer Arann however this cost will be considerably greater. Deliveries by air will cost a fee of IR£2.00 plus IR£0.50 per kilo. This is not considered to be realistic except in exceptional circumstances where immediate delivery is urgently requested. Deliveries by air would be handled in the same way as deliveries by ferry. The service provider will deliver the goods to the airline offices in Galway City. The airline operator will complete the delivery to the Co-op offices on each of the islands. 



As part of the ordering process the user will have the option to select the method of delivery. They will be given choice on screen to specify delivery by ferry or by air. The screen will indicate the comparative costs of each option so that no disputes arise when the delivery has been completed. 



Delivery of goods from PAMT and MHT terminals would be handled in the same way depending on the type of payment process which is finally agreed.



	Information Services

The Information Service will have five functions for each service provider. There will not be any delivery logistics of any tangible end product. The functions of the service will be as follows:



(i)	information on the services which are available from the service provider



(ii)	information on the schemes (incentives, employment, assistance, etc.)which the service provider administers 



(iii)	contact information for the service provider to include names, phone & fax numbers and Email



(iv)	application forms for specified incentive, employment and assistance schemes



(v)	video phone contact information with selected service providers (this facility will not be available from the MHT’s 



The first three functions will not require any logistics arrangement as they are strictly sources of information. 



The fourth function will require an electronic logistic solution for the transmission of completed application forms. The users will have two options:



(a) print out the application form at the terminal. Complete it manually and send it to the service provider through the postal system.



(b) complete the application form an screen and despatch it electronically to the service provider. Any follow up correspondence between the user and the service provider will be carried out by normal correspondence or by phone as it would most likely involve confidential discussions which could not be handled through public terminal access.



The video phone function will require the use of computer based video conferencing technology over basic rate ISDN to be incorporated into the PAMT. This facility will enable the user to make face-to-face contact with officials in selected Public Service Agencies who are included in the Information Services package. The use of this facility will be by appointment only. It is not envisaged that the facility will be available for use on-demand. The use of the facility will be co-ordinated by the Office Manager of the Co-operative who will make an appointment for the user to have their discussion with the selected Public Official. The use of this facility will be charged as a separate activity to the normal use of the terminal. The charge will be the actual cost of the ISDN call plus a proposed facility charge of IR£5.00 per hour. This facility charge will be necessary as the use of this function of the service will necessitate the locating of the terminal in a room where privacy and confidentiality will be guaranteed to the User. The charge does not represent an economic rate for use of such a facility. To promote the attractiveness of this section of the service it will be necessary to charge an amount which will be lower than the actual cost of travelling to the mainland by ferry not taking into account the time involved if such a journey was necessary. A proposed charge of IR£5.00 is considered realistic at this stage.





	‘Other’ Services

The ‘Other’ category of the TELEPROMISE tele-services will be as follows:



(i)	The purchase of books and magazines and stationery. 



(ii)	Access to video hire from a video library on the mainland. 



The logistics applied to purchase of books and magazines and stationery will be exactly the same as that which is applicable to the Durable goods Shopping category tele-services. The books and magazines and stationery will be selected on the PAMT and the order sent electronically to the service provider on the mainland. The goods will be delivered to the island by ferry and available for collection at the offices of the Co-op. Payment will be made as specified for the household goods with a deduction of the handling charge by the Co-op before payment is forwarded to the service provider. Deliveries by air can be arranged if specifically requested.



The logistics applied to the video hire service will be somewhat different in so far as there is a return function involved in all transactions. The users must registered with the video hire service provider as members of their ‘library’ to enable them to use the service. It is hoped that this membership number can be the same as the UID which the Co-op will issue to registered users. Ordering of videos will generally be based on the following day delivery. This will be necessary to ensure that the video is available for despatch to the user. The user will select a video from the PAMT and the order will be sent electronically to the service provider. Deliveries will be arranged for the following day on an afternoon ferry. The normal cost will be one and a half times the mainland daily rate. The video will be delivered to the Co-op offices for collection.

 

The user will collect the video and confirm the return date. No payment will be made at this time. On the specified day the user will return the video to the Co-op office before midday and pay the full amount due. The Co-op will return the video to the service provider by ferry on the afternoon sailing. The video will be available for hire in the premises of the service provider that same evening. This amount that will be payable to the Co-op will be the agreed charge for one evening plus, for late returns, an additional full day charge for each day that the video is overdue. The additional full day charge will be the same as that which applies to mainland late returns.   





�

�	Input to rural tele-services model

	TELEPROMISE user research findings

	The TELEPROMISE concept

The background to the TELEPROMISE concept is that the general public living in rural areas are travelling to an increasing extent to nearby urban centres to meet their everyday service needs, with an associated decline in local services and facilities. The project aims to demonstrate how telematics-based services can ‘intervene’ in this process by enabling people’s everyday needs for a variety of services to be accessed directly by them from their ‘remote’ place of residence, to the benefit of the ordinary rural citizens themselves; to existing local suppliers by seeking to ensure that the tele-services are complementary to what they currently provide; and to service providers in nearby urban centres who provide these tele-services, giving them a more cost-efficient means of service delivery and ‘direct access’ to their rural customers.     



In the different phases of the project, the underlying assumptions of this model are tested in the real world circumstances pertaining in the three pilot areas to see how ‘robust’ they are, how they may need to be modified and how they may ultimately be constructed into a ‘generic’ model for the provision of a broad range of tele-services meeting the needs of ordinary citizens in rural areas in Europe.    



The user research phase which has been carried out is the start of this ‘testing’ process. The findings have provided initial indications of some of the crucial factors which need to be taken into account in the implementation, and future exploitation, of the concept. While some of these factors are measurable, for example current patterns of service provision, accessibility of nearest centre(s) with a ‘full’ range of services, size and composition of the population of the rural settlements etc., other aspects are proving to be at least as important although generally more difficult to measure, for example the prevailing local social and political circumstances and cultural conditions. Thus in seeking to introduce tele-services, at least as much account may need to be taken of such ‘attitudinal’ factors as of more readily available ‘hard’ data.



Some concrete examples which have been experienced in the TELEPROMISE project help to illustrate this point. In two of the project’s pilot areas, the members of the local community were keen to support measures which improved the viability of ‘their’ local suppliers. In the third area, any new initiatives supported by public funds which might prove of financial benefit to particular local supplier(s) were considered unacceptable. These differences can be of crucial importance in implementation of ‘the TELEPROMISE approach’, for example in selecting the most suitable location for public access terminals or in selecting appropriate complementary tele-services or in the options for the delivery of tangible goods ordered via the system.



Another striking difference was with respect to the role of the local authority and thus the extent of of local citizens’ contact with it. In one of the pilot areas (in Denmark), the local authority has a fairly all-embracing role with respect to local service provision - and local citizens therefore expect to have regular contact with ‘their’ local authority regarding a whole range of matters. Both parties are therefore conscious of the potential advantages of improved communication between them and ready access to the authority’s information services. In the other pilot areas in the project, the local authority has a rather more ‘detached’ role and ordinary citizens’ contact tends to be far less frequent. This has clear implications for the types of public services which it may be appropriate to include as tele-services, both from the point of view of need as perceived by the end-user and what the local authority as service provider is likely to be interested in providing.



The general attitude towards tele-services of ordinary citizens, local suppliers and service providers in the different pilot areas has also provided significant findings. As far as ordinary citizens are concerned, a certain scepticism was to be expected and was generally found for telematics-based services in what are, by their nature, essentially conservative areas (contrast traditional, agricultural, rural areas with the dynamism associated with cities). Nevertheless, the extent to which people appeared to be ‘open’ to change, here meaning in the sense of expected usage of tele-services, showed a much more complex picture. On the Aran Islands in Ireland, the residents are acutely aware of being ‘cut-off’ from access to many of the everyday services which people on the mainland tend to take for granted. As a result they welcome such initiatives which they see as an opportunity to put them on a more equal footing with people on the mainland (without the ‘traditional’ response of actually having to move). Quite a different attitude is experienced in an area like Drenthe in the Netherlands, where most people have little perception of being ‘cut-off’ where they live (in fact in the densely populated Netherlands, some might wish that they could be more remote!) while car ownership levels are very high. While the TELEPROMISE concept can certainly be valid in both types of areas, not only are people’s everyday service needs different but the exploitation design must also take account of these different types of circumstances (see para. 5.2 below).



In paras. 5.1.2 - 5.1.6 below, these types of general issues which have come out of the research which has been carried out are explained briefly with regard to the package of tele-services; local suppliers; tele-service providers; and logistics/delivery.           



	Package of tele-services

The research (both qualitative and quantitative) with end-users has confirmed the basic principle of the project that a broad package of tele-services meeting everyday service needs is critical in order to be able to reach a critical mass of usage and to keep as low as possible the threshold to use of the system by the ordinary citizen (i.e. there is ‘something for everyone’). In general, the conclusion is that the system must from the outset include as broad a range of tele-services as possible meeting everyday service needs while that the system should be designed such that is open to the addition of further tele-services (/tele-service providers) as easily as possible.



In relation to viability/exploitation potential, expected frequency of use of a tele-service is equally important to take into account as whether people state that they would expect to use the service or not. This may seem self-evident, but it is striking that a number of initiatives for public information services have floundered because too little account was taken of the frequency (or lack of it) with which people required certain information rather than simply a yes or no as to whether they would need it.



The everyday needs for services of people in rural areas are primarily locally based. This was confirmed in both the qualitative and the quantitative uses research. This has implications not only for the selection of tele-services themselves but for the appropriate providers of these tele-services and for the logistics/delivery relating to tangible goods ordered (see para. 5.1.6 below).



The user research in the TELEPROMISE project has encompassed both quantitative market research and qualitative research in the form of structured discussions. The two approaches were valuable in complementing one another while the latter was also valuable in throwing light on how the potential demand shown in the quantitative research might best be realised in practice. It showed that a pro-active approach based on a clear ‘marketing strategy’ for introducing tele-services to the end-users will be important.



End-users, perfectly reasonably, look to tele-services to give them as wide a range of choice as possible (of both services and service providers) and at competitive prices. This needs to be balanced against seeking to ensure that tele-services are complementary to the provision of existing local suppliers so that their often precarious position is not further threatened. The approach should be to investigate the provision from local suppliers first, and then to examine the scope to extend this by means of  tele-services, starting from this ‘base line’.   



	Local suppliers

While they may be initially wary of tele-services, where perceived as a potential threat to the already difficult situation of many local suppliers in rural areas, these local suppliers can often prove to be ‘natural allies’ when they appreciate the opportunity which tele-services can open up to extend the range of goods and services they can offer by adding in what can be made ‘remotely’ available to that which they are able to hold in stock. This can include items with a relatively low turnover but also bulky items and/or ‘occasional’ items which have a relatively high profit margin.



In seeking to ensure the required local support base in the settlements where a ‘tele-services system’ is to be introduced, local suppliers can have a crucial role. There is often a strong bond between local residents and local suppliers such that the residents will actively support measures designed to help maintain ‘their’ local suppliers. This has to be contrasted with local residents’ desire for the system to maximise their choice and price advantage (see the last point of para. 5.1.2 above) so that the project will need to examine and test where the balance should most appropriately lie.



A local supplier will normally be the ‘natural host’ for a public access terminal. The premises will generally be readily accessible and represent a meeting point within the village, while being supervised such that assistance can be offered to people if necessary.



	Tele-service providers

The providers of tele-services in the system will generally be based in nearby urban centres - this is a natural consequence of the research finding that: “the everyday needs for services of people in rural areas are primarily locally based” (see para. 5.1.2 above). Secondly, this location is important in terms of the practical aspects of establishing an integrated logistics/delivery system for tangible goods ordered. 



In the research phase of the project, potential tele-service providers have generally responded positively to the principle of participation in such a system:

they recognise the potential for improved service delivery to their rural ‘customers’

commercial operators see the potential for reaching a particular market

most of the service providers concerned have no experience of delivering their services by means of telematics and are interested in the ‘experiment’ which the project makes available.  



The nature and the design of the tele-service which a tele-service provider will be able to provide will depend, among other things, on the degree of automation in their current operation. In some instances, no database or automation is currently in use - thus the tele-service will be constrained by what it is viable/feasible to produce within the context of the system as a whole. Where an automated system and/or database is available, then effort has to be concentrated on adapting it as appropriate to the specifications of the system as a whole. In some instances, tele-service providers operate their own closed networks which the system would not expect to access (e.g. banks, travel agents).



As has been drawn to attention in para. 5.1.2 above, the issue of utilising the system to maximise competition (by including on the system as wide a range of choice as possible within a tele-service) has to be weighed against the principle of ensuring that tele-services are complementary to the provision of local suppliers, in order not to make their position still more precarious. As set out above, the ‘base line’ is to determine the provision of local suppliers - beyond that, the system should be designed to be open to provision by as many tele-service providers as possible.  



	Logistics/delivery

The everyday service needs which are the subject matter of the TELEPROMISE project include some tele-services which involve the delivery from ‘provider’ to ‘customer’ of tangible goods ordered while the delivery of other tele-services is ‘contained’ within the communications technology. The importance of integrating a logistics/delivery component within the design of the system was recognised in the project design. The research phase has confirmed the requirement for this component of tele-services in the ‘real-world’ conditions of the the three pilot areas. 



Such a delivery system includes two starting principles in order to maximise cost-effectiveness:

utilising existing delivery systems already operating within the area concerned

integrating delivery as far as possible into one system rather than fragmented per tele-service.

The research has confirmed that these principles can be followed in each area. However, to achieve them it is also clear that the ‘system manager’ will be required to take responsibility for the planning and operation of delivery, even if this can be linked into existing systems.

   

Two possibilities were mooted for delivery to the end-user: to the home or to a central pick-up point for collection. The research indicates that both options need to be retained. In the situation where people are accustomed to going regularly to a certain place as part of their everyday way of life  (for example as is the case in the pilot area of the Aran Islands), then a central pick-up point is suitable. In the pilot areas in Kjellerup, Denmark, and Oostermoer, the Netherlands, however, the requirement to go to a pick-up point for goods ordered would represent an additional barrier and home delivery is required.



The means of making payments has also been considered within the context of logistics:

the user research confirmed that about 75% of people would be prepared to make some payment for the use of such a system (e.g. a quarterly/annual subscription) - and this is a component of the exploitation potential (see para. 5.2 below). However, in the case of public services which people have a right to without charge, it will be necessary to ensure that this possibility is also built in. 

where goods requiring payment are ordered via tele-services, two options are identified: a payment mechanism built in to the application and based on a unique pin code for end-users linked to a bank authorisation; or ‘payment on delivery’ (by whatever means is most appropriate). It is likely that both possibilities will need to be maintained to meet different situations. 







	Exploitation approach

The research activities have helped to clarify and identify the different ‘cost’ and ‘revenue’ items which will need to be taken into account in constructing a business plan / the exploitation approach for the TELEPROMISE project (due to be submitted at the end of the project). 



Implementation will provide evidence for the values of these variables as the different elements of the project come into operation. Clearly, the data for many of these variables will be different per pilot area depending on the local circumstances operating there. From these findings, therefore, a generic business plan will be able to be developed where reference to key ‘external factors’ is built in, for example: availability of existing local services and facilities, distance from main centre(s), household composition, car ownership levels and availability of public transport, ability and willingness to pay etc.  



At this stage, therefore, it is just the different cost and revenue items themselves which have been identified which are listed such that they can be kept under review and data collected as it emerges during project implementation.



Costs

x PAMTs @ a ECU

y MHTs @ b ECU

maintenance of PAMTs and MHTs

system operator

network and running costs of PAMTs and MHTs

establishing and up-dating tele-service databases on the system (per service provider)

equipment for tele-service providers (minimum fax and phone, possible DTVC equipment) 

order-picking

materials required for delivery system (storage boxes etc.)

operating delivery system

management and administration of the system as a whole

quality control of tele-services

liaison with existing and prospective tele-service providers and with end-users



Revenue

end-user subscription

contribution by tele-service providers:

initial:

fixed: for entry on the system

variable: per subscriber / end-user

during operation:

related to number of end- sers and their expenditure / extent of use

PAMT ‘host’ subscription and related to number of users and their expenditure

end-user payment for delivery

other funding:

public administrations (as part of rural development / sustainable development programme)

sponsorship - e.g. bank

advertising on the system



�

�ANNEX 1: Glossary of some key terms in the report





end-user:

The ‘clients’ for the tele-services. In the case of TELEPROMISE, the end-users are the ordinary residents living in the rural settlements selected in the three pilot areas.



local supplier:

Existing businesses or organisations established and operating within the pilot communities which have been selected for implementation of the TELEPROMISE project.



service provider:

Existing businesses or organisations located outside of, but providing services to people living within, the pilot communities selected for implementation of the TELEPROMISE project.



tele-service:

A service provided to the end-user by making use of telematics.



tele-service provider:

Businesses or organisations which will be providing the tele-services to be implemented in the TELEPROMISE project.

	

�ANNEX 2: Overview of proposed service packages in (i)Dutch (ii) Danish and (iii) Irish pilot areas



(i) TELEPROMISE: overview of proposed service packages, Oostermoer, Drenthe, NL

Service characteristic (

Service description & functions (�

Demand:

quantitative user survey:

potential % usage�

Supply:

tele-service provider�



Local supplier role�



Existing electronic service?�



Logistics���������Supermarket:

1 information; 2 ordering

3 payment; 4 delivery�whole sample:

24% supermarket

per month per 100 households = 143.������Gieterveen

�Gieterveen:

per month per 100 households =  94�Wholesale chain: (Ee-markt) Cordis at Roden 

C1000 supermarket at Gieten�Supermarket in Gieterveen:

Ee-markt.

Possible PAMT.�Electronic ordering goods and stock already taking place. Some order picking for local delivery taking place�No existing delivery service but project Telepromise is prepared to start one.��Annerveenschekanaal-cluster

�Annerveenschekanaal-cluster:

per month per 100 households =  177�Mobile SRV-shops by extension    

of their commodities.De Boer supermarket at Annen. C1000 supermarket at Gieten�2 Mobile SRV-shops.Several other mobile shops.Possible PAMT in local café/village halls.�Electronic ordering goods and stock already taking place.Some orderpicking for delivery taking place�Existing mobile delivery service.

Telepromise survey of complementary transport out of Annen and Gieten.���������Bakery:

1 information; 2 ordering

3 payment; 4 delivery�whole sample:

18% Bakery

per month per 100 households = 110.������Gieterveen

�Gieterveen:

per month per 100 households =  89�Wholesale chain: Cordis at Roden, 

C1000 supermarket at Gieten

Local bakery from Gieten�Supermarket in Gieterveen:

Ee-markt.

Possible PAMT.�Ordering goods and stock taking already electronic�No existing delivery service but project Telepromise is prepared to start one.��Annerveenschekanaal-cluster

�Annerveenschekanaal-cluster:

per month per 100 households =  124�Mobile Broodboetiek by extension of its commodities.Wholesale chain.�Mobile Broodboetiek.Several other mobile shops, like mobile SRV-shops. Possible PAMTs in local café/village halls.�Ordering goods and stock taking already electronic�Existing mobile delivery service; Telepromise survey of complementary transport out of Annen and Gieten.���������Butcher:

1 information; 2 ordering

3 payment; 4 delivery�whole sample:

15% butcher

per month per 100 households = 75.������Gieterveen

�Gieterveen:

per month per 100 households =  63�Wholesale chain: Cordis at Roden,

Local butcher at Gieten

C1000 supermarket at Gieten



�Supermarket in Gieterveen,

Ee-markt; in short supply.

Possible PAMT.�Partially electronic ordering goods and stock�No existing delivery service but project Telepromise is prepared to start one.��Annerveenschekanaal-cluster

�Annerveenschekanaal-cluster:

per month per 100 households =  83�Mobile SRV-shops by extending commodity range

De Boer supermarket at Annen.

C1000 supermarket at Gieten�Mobile shops (SRV, Broodboetiek) in short supply. Mobile meatshop. Possible PAMTs in local café/village halls.�Partially electronic ordering goods and stock�Existing mobile delivery services.

Telepromise survey of complementary transport

out of Annen and Gieten.���������Fruit and Vegetables:

1 information; 2 ordering

3 payment; 4 delivery�whole sample:

15% fruit and vegetables

per month per 100 households = 111.������Gieterveen

�Gieterveen:

per month per 100 households =  108�Wholesale chain: Cordis at Roden,

Fruit and vegetables-shop atGieten.

C1000 supermarket at Gieten�Supermarket in Gieterveen:

Ee-markt.

Possible PAMT.�Partially electronic ordering goods and stock�No existing delivery service but project Telepromise is prepared to start one.��Annerveenschekanaal-cluster

�Annerveenschekanaal-cluster:

per month per 100 households =  113�Mobile SRV-shops by extending  

commodity range.

Martens Annen: fruit,vegetables

De Boer supermarket at Annen.

C1000 supermarket at Gieten�Mobile shop: de Fruitkar.

2 Mobile SRV-shops..

Possible PAMT in local café/village halls.�Partially electronic ordering goods and stock�Existing mobile delivery service.

Telepromise survey of complementary transport

out of Annen and Gieten.��



�������Off-license:

1 information; 2 ordering

3 payment; 4 delivery�whole sample:

11% off-license

per month per 100 households = 31.������Gieterveen

�Gieterveen:

per month per 100 households =  18�Wholesale chain: Cordis at Roden,

Off-license shop Gieten

C1000 supermarket at Gieten�Supermarket (Ee-markt)in Gieterveen.

Local café  possible PAMT.�Partially electronic ordering goods and stock�No existing delivery service but project Telepromise is prepared to start one.��Annerveenschekanaal-cluster

�Annerveenschekanaal-cluster:

per month per 100 households =  41�Off-license shop Annen

Wholesale chain SRV shops�Local café’s

2 Mobile SRV-shops.

Possible PAMT in local café/village halls.�Partially electronic ordering goods and stock�Existing mobile delivery services:Telepromise survey of complementary services out of Annen and Gieten.���������Take-away type meals:

1 information; 2 ordering

3 payment; 4 delivery�whole sample:

34%  take-away type meals

per month per 100 households = 63.������Gieterveen

�Gieterveen:

per month per 100 households =  51�Pizzeria at Gieten

Chinese Restaurant Gieten. Others?

�none�No existing electronic database�Geared to receiving orders by phone (fax?). Existing delivery service.��Annerveenschekanaal-cluster

�Annerveenschekanaal-cluster:

per month per 100 households =  72�Pizzeria Gieten

Chinese restaurant Gieten. Others?

�none�No existing electronic database�Geared to receiving orders by phone (fax?). Existing delivery service.����������������Meals-on-wheels:

1 information; 2 ordering

3 payment; 4 delivery�whole sample:

6% meals-on-wheels

per month per 100 households = 26.������Gieterveen

�Gieterveen:

per month per 100 households =  48�Tafeltje Dek Je  Gieten

Probably extending product range and target-groups.�Tafeltje Dek Je Gieten:

Welfare-organsiation�None�Existing delivery service:

by voluntaries��Annerveenschekanaal-cluster

�Annerveenschekanaal-cluster:

per month per 100 households =  14�Tafeltje Dek Je, Annen

Probably extending product range and target-groups.�Tafeltje Dek Je, Annen:

Welfare-organisation�None�Existing delivery service:

by voluntaries��



B) NON-FOOD



�������Books,magazines and newspapers:

1 information; 2 ordering

3 payment; 4 delivery�whole sample:

16% books,magazines and newspapers

per month per 100 households = 42.������Gieterveen

�Gieterveen:

per month per 100 households =  46�Wholesale chain Cordis Roden

Primera Gieten

C1000 Gieten�Local supermarket Ee-markt: very limited range.

�Partially electronic ordering goods and stock�No existing delivery service but project Telepromise is prepared to start one.��Annerveenschekanaal-cluster

�Annerveenschekanaal-cluster:

per month per 100 households =  40�De Boer supermarket at Annen.

C1000 supermarket at Gieten

Primera Gieten�None�Partially electronic ordering goods and stock�Existing mobile delivery services.

Telepromise survey of complementary transport service out of Annen and Gieten.��Household articles:

1 information; 2 ordering

3 payment; 4 delivery�whole sample:

24% household articles

per month per 100 households = 31.������Gieterveen

�Gieterveen:

per month per 100 households =  29�Wholesale chain at Veendam or

elsewhere.

Novalux-shop Gieten �Local shop: Ketelaar

�None at Ketelaar

Electronic ordering goods and stock already taking place at Novalux

�No existing delivery service but project Telepromise is prepared to start one.��Annerveenschekanaal-cluster

�Annerveenschekanaal-cluster:

per month per 100 households =  32�Ketelaar Gieterveen + wholesale

chain at Veendam or elsewhere.

Novalux Gieten�None�None at Ketelaar.

Electronic ordering goods and stock already taking place at Novalux�Existing mobile delivery services. Telepromise survey of complementary transport service out of Annen and Gieten.����



�����Articles from the chemist’s, shop:

1 information; 2 ordering

3 payment; 4 delivery�whole sample:

23% articles from the chemist,s shop

per month per 100 households = 43.������Gieterveen

�Gieterveen:

per month per 100 households =  39�Wholesale chain:Cordis Roden

Chemist Gieten

C1000 Gieten�Supermarket in Gieterveen:

Ee-markt:limited range.�Electronic ordering goods and stock already taking place�No existing delivery service but project Telepromise is prepared to start one.��Annerveenschekanaal-cluster

�Annerveenschekanaal-cluster:

per month per 100 households =  46�Chemist Annen: Alldro

De Boer supermarket at Annen.

C1000 supermarket at Gieten�2 Mobile SRV-shops.

No other local supplier



�Electronic ordering goods and stock already taking place�Existing mobile delivery service. Telepromise survey of complementary transport service out of Annen and Gieten.��



C) INFORMATION SERVICES



������Council Services:

1 information; 2 ordering

3 delivery�whole sample:

38% council services

per month per 100 households = 31.������Gieterveen

�Gieterveen:

per month per 100 households =  23�Local council Gieten�None�Much information in electonic form�Existing delivery service:

by post. In future by telematics.��Annerveenschekanaal-cluster

�Annerveenschekanaal-cluster:

per month per 100 households =  37�Local council Anloo�None�Much information in electronic form�Existing delivery service:

by post. In future by telematics.���������Banks and insurance companies:

1 information; 2 ordering

3 delivery�whole sample:

31% banks and insurance companies

per month per 100 households = 30.������Gieterveen

�Gieterveen:

per month per 100 households = 31�Rabobank headoffice Gieten�Local bank office Gieterveen�Much information in electronic form�Local branch bank 

Telematics��Annerveenschekanaal-cluster

�Annerveenschekanaal-cluster:

per month per 100 households =  28�Rabobank headoffice Annen�Local bank hour at Anner-

veenschekanaal�Much information in electronic form�Local branch bank at Ann.

kanaal.Telematics���������Post-office:

1 information; 2 ordering

3 delivery�whole sample:

27% post-office

per month per 100 households = 33.������Gieterveen

�Gieterveen:

per month per 100 households =  23�Doesn’t wish to participate�Small (p-t) community post office in village�Some information in electronic form�Customer has to go to the local post office.��Annerveenschekanaal-cluster

�Annerveenschekanaal-cluster:

per month per 100 households =  41�Doesn’t wish to participate�Only small (p-t) community post office at Ann’schekanaal�Some information in electronic form�Customer has to go to this

small post office or to the 

nearest village���������Local events and organisations:

1 information�whole sample:

29% local events and organisations

per month per 100 households = 67.������Gieterveen

�Gieterveen:

per month per 100 h/holds =  56�Parish council and local organisations and sportsclubs �Parish council and local organisations and sportsclubs�None�Telematics

��Annerveenschekanaal-cluster

�Annerveenschekanaal-cluster:

per month per 100 h/holds =  75�Parish council and local organisations and sportsclubs�Parish council and local organisations and sportsclubs�None�Telematics���������Job vacancies:

1 information  2 ordering?  3 delivery? �whole sample:

21% job vacancies

per month per 100 households = 51.������Gieterveen

�Gieterveen:

per month per 100 households =  33�Employment service bureau

Employment agency�Local newspapers

None�Some information in electronic form�Telematics��Annerveenschekanaal-cluster

�Annerveenschekanaal-cluster:

per month per 100 households =  64�Employment service bureau

Employment agency�Local newspapers

None�Some information in electronic form�Telematics���������Goods wanted and offered

1 information�whole sample:

21% goods wanted and offered

per month per 100 households = 50.������Gieterveen

�Gieterveen:

per month per 100 households =  47�Parish council and local organisations and sportsclubs �Parish council and local organisations and sportsclubs�None�Telematics��Annerveenschekanaal-cluster�Annerveenschekanaal-cluster:

per month per 100 households =  52�Parish council and local organisations, sportsclubs�Parish council and local organisations and sportsclubs�None�Telematics���������Public transport:

1 information; 2 ordering?�whole sample:

27% public transport

per month per 100 households = 37.������Gieterveen

�Gieterveen:

per month per 100 households =  26�Veonn Assen: Bus

Dutch Railways:NS�Buurtbus�Some information in electronic form�Information by telematics

and/or phone��Annerveenschekanaal-cluster

�Annerveenschekanaal-cluster:

per month per 100 households =  44�Veonn Assen

Dutch Railways:NS�Buurtbus�Some information in electronic form�Information by telematics

and/or phone��



D) OTHER SERVICES

�������Library:

1 information; 2 ordering

3 payment; 4 delivery�whole sample:

30% library

per month per 100 h/holds = 69.������Gieterveen

�Gieterveen:

per month per 100 h/holds =  43�Provincial Library Organisation

Assen�Mobile Library�Electronic catalogue and ordering system of books, Cds etc.�Telematics

Mobile service exists��Annerveenschekanaal-cluster

�Annerveenschekanaal-cluster:

per month per 100 households =  88�Provincial Library Organisation

Assen�Mobile Library�Electronic catalogue and ordering system of books, Cds etc.�Telematics

Mobile service exists���������Video-hire:

1 information; 2 ordering

3 payment; 4 delivery�whole sample:

25% video-hire

per month per 100 households = 49.������Gieterveen

�Gieterveen:

per month per 100 households =  32�Provincial Library Organisation

+ Videotheek Gieten�Mobile Library�Almost all information in electronic form�Telematics:information and ordering. Delivery by mobileservice; Telepromise prepared to start one��Annerveenschekanaal-cluster

�Annerveenschekanaal-cluster:

per month per 100 households =  61�Provincial Library Organisation

+ Videotheek Gieten�Mobile Library�Almost all information in electronic form�Telematics: information and ordering. Delivery by

existing mobile service.���������Reservation cinema,theatre,restaurant

1 information; 2 ordering

3 payment; 4 delivery�whole sample:

27% reservation cinema,theatre,restaurant

per month per 100 households = 31.������Gieterveen

�Gieterveen:

per month per 100 households =  28�Cinemas, theatres and restaurants in nearest towns�None�None�Telematics

��Annerveenschekanaal-cluster

�Annerveenschekanaal-cluster:

per month per 100 households =  34�Cinemas, theatres and restaurants in nearest towns�None�None�Telematics����������Travel agent

1 information; 2 ordering? 3 payment?; 4 delivery?�whole sample:

22% travel agent

per month per 100 households = 8.������Gieterveen

�Gieterveen:

per month per 100 households =  10�Travel agents at Assen, Stadskanaal or Veendam�None�Much information in electronic form - but probably not appropriate for use here. Need to investigate possibilities re other types of information.�Telematics

By phone

By post��Annerveenschekanaal-cluster

�Annerveenschekanaal-cluster:

per month per 100 households =  7�Travel agents at Assen, Stadskanaal or Veendam�None�Much information in electronic form - but probably not appropriate for use here. Need to investigate possibilities re other types of information.�Telematics

By phone

By post���������Photo developing service:

1 information; 2 ordering

3 payment; 4 delivery�whole sample:

20% photo developing service

per month per 100 households = 10.������Gieterveen

�Gieterveen:

per month per 100 households =  13�Alldro Annen�None�None�Telematics:ordering

Deliveryservice: Telepromise is prepared to start one��Annerveenschekanaal-cluster

�Annerveenschekanaal-cluster:

per month per 100 households =  8�Chemist at Gieten�None�None�Telematics: ordering

Delivery service by existing mobile services.��



�(ii) TELEPROMISE: overview of proposed service package, Kjellerup, DK



Service characteristic (

Service description & functions (�Demand:

quantitative user survey:

% interest in using service

potential frequency of use per month per 100 households�



Supply:

tele-service provider�





Local supplier role�



Existing  electronic service?�





Logistics��

A)  SHOPPING�������Supermarket/daily goods shop:

1 information; 2 ordering

3 payment; 4 delivery�whole sample:

interest in supermarket = 32%

frequency for supermarket = 185.������Gråmose

�Gråmose:

frequency for supermarket = 119�Nationwide coop wholesale chain: FDB�Supermarket in Knudstrup. Possible PAMT.�Ordering goods and stock  taking already electronic.�No existing delivery service but prepared to start one.��Sjørslev-demstrup

�Sjørlsev-Demstrup:

frequency for supermarket: = 216�Wholesale chain: De friske butikker�Supermarket in Demstrup. Possible PAMTs in supermarket & elderly nursing home.�Ordering goods and stock taking already electronic. Order picking for delivery service already takes place.�Existing delivery service.��Vium-hvam

�Vium-Hvam:

frequency for supermarket = 191�Wholesale chain: De friske butikker�Supermarket in Hvam (but not interested in investing). Possible PAMTs in supermarket and tele-centre.�Ordering goods and stock taking already electronic. Order picking for delivery service already takes place.�Existing delivery service.��

B) INFORMATION�������1) Local authority (i.e. Kommune) services

information

e-mail - staff & users

completion of forms�interest in local authority info = 58%

interest in health & welfare info = 42%

interest in tax info = 49%

frequency for local authority info = 156.

frequency for health & welfare info  = 78

frequency for tax info = 31�Kommune.

Possible additional PAMT in town hall.�Not relevant.�Much information already in electronic form.�Not relevant.��2) Local trade, business development & employment

information�interest in job vacancy service = 34%

interest in banks or insurance companies = 51%

frequency for job info = 94.

frequency for banks or insurance companies = 128�Kommune and relevant agencies, e.g. job centre, employment agency, business and tourist office, etc.�Not relevant.�Much information already in electronic form.�Not relevant.��3) Transport information

information�interest in public transport info = 39%

frequency for public transport info = 93.�Kommune and relevant agencies, e.g. VAFT company

�Not relevant.�Much information already in electronic form.�Not relevant.��4) Local bulletin board for clubs and societies, etc.

input advert

information�interest in local events & organisations info = 62% (highest demand)

frequency for local events & organisations info = 242 (highest potential usage)�Kommune and relevant agencies, including local organisations, such as clubs and societies.�Not relevant.�Some information already in electronic form.�Not relevant.��

C) OTHER SERVICES�������1) Library services:

information

e-mail - staff & users

reservation & delivery�interest in library info = 49%

interest in library reservation & delivery = 48%

frequency for library info= 138

frequency for library reservation & delivery = 104.�Kommune and library service. Possible additional PAMT in library.�Not relevant�Most information, including book catalogue, already in electronic form.�For delivery  postal services will be used, as at present, as will existing mobile library visiting communities at least once a week.��2) Local  exchange & mart

input advert

information�interest in goods/services wanted & offered info = 56%

freqency for goods/services wanted & offered = 204

freqency for hairdresser = 21

freqency for odd jobs = 23

freqency for cleaning = 22�The households themselves. The Kommune will assist in organising the service for households.�Not relevant.�Some information already in electronic form.�Not relevant. The advert will include telephone numbers of households placing the advert.��

�(iii) TELEPROMISE: overview of proposed service package, Aran Islands, Ireland



Service characteristic (

Service description & functions (�Demand:

quantitative user survey:

% interest in using service

potential frequency of use per month per 100 households�



Supply:

tele-service provider�





Local supplier role�



Existing  electronic service?�





Logistics��

A)  SHOPPING - Household Hardware�������Household Hardware

1)  Articles

2)  Fitting

3)  Chemist�Interest in household articles = 80%

Frequency for household articles = 125������Inishmore�Frequency for household hardware =  130�Roches Stores

Naughton’s

McDonagh’s�Co-op  - possible PAMT

Supermarket possible�None except McDonaghs

who have an integrated

ordering/stock control�Existing arrangements for delivery by ferry or air will be utilised.��Inishmaan�Frequency for household hardware = 45�Roches Stores

Naughton’s

McDonagh’s

�Co-op - possible PAMT����Inisheer�Frequency for household hardware = 45�Roches Stores

Naughton’s

McDonagh’s�Co-op - possible PAMT����

SHOPPING - Building Materials

Building Materials



�Interest in building materials = 41%

Frequency for building materials = 37������Inishmore�Frequency for building materials = 52 �McDonalgh’s

T. O’hUiginn

Brooks

Buckleys

N. O’Conncubhair�Co-op  - PAMT

�All would have an electronic stock control system�Existing arrangments for delivery by ferry or air will be utilised.��Inishmaan�Frequency for building materials = 35�McDonalgh’s

T. O’hUiginn

Brooks

Buckleys

N O’Conncubhair �Co-op - PAMT����Inisheer�Frequency for building materials = 23�McDonalgh’s

T. O’hUiginn

Brooks

Buckleys

N. O’Conncubhair�Co-op -  PAMT����









B) INFORMATION�������1) Council Services�Interest in council services = 66%

Frequency for council services = 80�*  Galway County Council�Not relevant - PAMT in Co-op offices�Existing Information only in brochure form�Not relevant.��2) Social Welfare Benefits

�Interest in social welfare benefits = 71%

Frequency for social welfare benefits = 98�*  Department of Social 

    Welfare�����3) Health and 

    Community care   

    services

�Interest in health and community care services = 78%

Frequency for health and community care services = 87�*  Western Health Board

*  Community Care  

    Services�����4)  Training and Employment

�Interest in training and employment = 49%

Frequency for training and employment = 71�*  FÁS

*  Teagasc�����5) Government Departments�Interest in government departments = 67%

Frequency for government departments = 89�*  Department of the 

    Marine

*  Department of the  

    Environment

*  Department of the 

    Gaeltacht�Not relevant - PAMT in Co-op offices�Existing Information only in brochure form�Not relevant��6) Enterprise and Development�Interest in enterprise and development = 39%

Frequency for enterprise and development = 44�*  Údarás na Gaeltachta 

*  Teagasc

*  Forbairt

*  County Enterprise Board

*  BIM

*  Bord Fáilte

*  Ireland West Tourism�����7)  Transport Services�Interest in transport services = 79%

Frequency for transport services = 250�*  Island Ferries

*  Aer Aran

*  Irish Rail

*  Bus Éireann

*  City Link

*  Nestor’s�����8)  Local Bulletin Board�Interest in local bulletin board =  78%

Frequency for bulletin board = 359�*  The Community�����

C) OTHER SERVICES�������1) Books and Magazines�Interest in books and magazines = 77%

Frequency for books and magazine = 417�*  Easons Bookshop�PAMT in Co-op�Computerised stock list�Existing arrangement for delivery by ferry or air will be utilitsed.��2) Video Rental�Interest in video rental = 60%

Frequency for video rental = 244�* O’Connor’s TV and Video   

   Rental�PAMT in Co-op�Computerised booking and rental system���3)  Library Service�Interest in library service = 66%

Frequency for library service = 184�*  Local Authority Library�PAMT in Co-op�No Electronic service available���4)  Travel Agency�Interest in travel agency = 42%

Frequency for travel agency = 59�*  Travel Agent in Galway City�PAMT in Co-op�No Electronic service avialable to the public���





� see Annex 1: definition of terms
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