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1. Introduction

Very early in the life of the mass market Internet we are looking for and finding evidence of a divide in society between those who use the Internet and those who do not. Just as computer skills have become a basic skill for education and employment, it is becoming clear that IT skills and access to the Internet will be key factors for economic life, and even essential to participation in society
. What is more, IT and the Internet are being touted as tools to solve existing social problems, notably the exclusion of a significant minority from participation in mainstream economic, cultural  and political life. 

The fact remains that the Internet has only been readily accessible to the general public for about 4 years
, and although it has been adopted far faster than almost any other comparable, expensive and complex innovation we are still at an early stage in its diffusion and innovation. Most of the information, entertainment and commercial services, and the social networks which make it useful and relevant, have not even existed this long. It is small wonder that many have not yet had time to digest this change, find a reason to adopt and find the resources to pay for it. Other innovations have emerged at the same time, such as pay-as-you-go mobile phones, and digital TV services, which many people find more exciting and useful. In the UK mobile phone ownership is more than twice as great as use of the Internet. 

Other key social technology-services such as the motor car, telephone and radio started as business and military tools and luxury items, but eventually reached much of the population. Public provision of these technology-services has always been key to their availability and diffusion
, and public policy and government subsidy has often played an important role. This public provision serves many out of choice, but it remains a necessity for an important minority of the poorest and least able in society.

Amongst the poorest groups in society the uptake of any new technologies is very low. Lack of money, skills, mobility, social support networks, opportunities for employment, secure housing, prevalence of crime and other factors can make the Internet seem rather irrelevant. The digital divide is no more than a new name for an old problem for these people. Looking to ICTs as a solution is not new, with many years of programmes to train people with ICT skills for work Social inclusion projects including those based on ICTs will give some people a way out, but still seem to fail others.

Optimistically, it has been argued that many disadvantaged groups could benefit due to the particular characteristics of ICTs, most notably many disabled people; those isolated geographically from centres of population, or living in areas with little employment opportunity; and those restricted in their mobility and availability due to commitments such as family, or religious restrictions . Of course some of these people could be seen as not wanting to compromise their existing values and relationships, however they could use the technology to expand social participation and economic activity. The potential use of ICTs for community participation, development of local cultural expression, and flexible, distance work and education could be particularly beneficial.

Whatever the resources people have to adopt new innovations such as the Internet, there is always considerable reluctance on the part of a large number of people. Factors such as fear and distrust of new technology, the companies that promote it and the possible social changes put people off. Lack of self-confidence with technology is another barrier that many people without experience have to cope with.  Often a new technology has to become an understandable, reliable and acceptable part of everyday life before much of the population  consider adopting it. 

This paper reviews some of the latest survey data on the adoption of the Internet, and looks at some of the barriers that have been found that prevent people adoption. The final section summaries the recent UK public policy initiatives designed to help overcome those barriers.

1.1. Social exclusion

Before discussing the Internet and the digital divide it is worth considering the concept of social exclusion .   (Atkinson 1996)
 identifies three elements in social exclusion:

The first is that of relativity. People are excluded from a particular society: it refers to a particular place and time….Exclusion may indeed be a property of groups of individuals rather than of individuals. Economists tend to consider individuals and their families in isolation: for example, taking no account of whether the respondents in a sample survey come from the same street or neighbourhood. Yet social exclusion often manifests itself in terms of communities rather than individuals, an illustration being the use by financial institutions of street postcodes for purposes of credit rating. 

The second element, that of agency. Exclusion implies an act, with an agent or agents. People may exclude themselves in that they drop out of the market economy; or they may be excluded by the decisions of banks who do not give credit, or insurance companies who will not provide cover. 

 A third key aspect is that of dynamics. People are excluded not just because they are currently without a job or income but because they have little prospects for the future.” (p.13)

This analysis implies we should look at influence of the communities and locality on the adoption of the Internet, as well as individual factors. We should also look at the supply side, to see how well the industry and content of the Internet is serving the whole market and not just a section of the population. It may seem illogical for someone not to use the Internet, but we should not assume that it is yet relevant to the needs and culture of everyone: the current generation of Internet technology, content and culture is by no means all things to all people.

Exclusion from the labour market is often the focus of social exclusion but social exclusion also includes not being able to share mainstream aspirations and activities. Again Atkinson expresses this well and introduces the telephone as an example of an ICT that is important for ‘inclusion’:

 Social exclusion has so far been equated with exclusion from the labour market, but it is only one face of social exclusion. People may face exclusion in other parts of their lives, notably in the domain of consumption. An important strand in the concerns that have been expressed is that people are unable to participate in the customary consumption activities of the society in which they live. The most evident example is that of homelessness, but also significant are access to durables, food expenditure (nutritional content), and expenditure relating to recreational, cultural and leisure activities. 

Exclusion may apply not just to goods but also to services. The poor may be excluded from insurance cover where premiums are set on a postcode basis; banks may refuse on similar criteria to open bank accounts or to issue credit cards. The services are not available locally: Using computerised mapping technology to show where profits are highest, banks and building societies have been pulling out of poorer areas. 

A good example of exclusion in consumption is the telephone. A person unable to afford a telephone finds it difficult to participate in a society where the majority have telephones. Children are not invited out to play, because neighbours no longer call round - they call up. Letters do not allow the same contact to be kept with relatives who have moved away. A person applying for a job may not be called for interview since he or she cannot be contacted directly. This may sound like an advertisement for the telephone companies, but it is to them, and other suppliers of key goods and services, that I would like to direct attention. The conditions under which goods are supplied is an aspect which is overlooked in the analysis of poverty. The pricing decisions of the suppliers determine whether or not the poor are excluded from this dimension of consumption. (Atkinson 1996)p.20.

This paper does not go into empirical details of the way a digital divide could affect society and the numerous ways in which non-adoption of the Internet could create disadvantage. These disadvantages depend very much on future developments in technology and use of the Internet, and changes in current provision of commercial and state services. Briefly, lack of access could lead to a weaker position in the labour market, less easy access to education, less chances in education, exclusion from Internet supported local communities, and from on-line communities,  a weaker position as a consumer and alienation from a culture that has embraced the on-line world. Neither do I cover the many success stories where individuals and communities have exploited ICT to reduce their exclusion
.

2. Access and Usage 1998-2000

2.1. Introduction to surveys

There are numerous sources of statistics on usage and access to the Internet in the UK, established using different techniques, and with different measures. Some use telephone surveys, others Internet surveys
 and a few face to face interviews. Questions the surveys try to answer include: How many people have access to the Internet?  How many people have the Internet at home? How many people have access at work, school or college? How many people have used the Internet? How many people have used the Internet in the last year/month/week? How many people use the Internet every day? The surveys also look at the frequency of use, and the applications of use. On the issue of the ‘digital divide’ the various surveys look for divisions in use according to demographics such as age, ethnicity, gender and income, and socio-economic groups of more or less sophisticated types. Many surveys also include attitudes and expectations of non-users, such as whether they want to try the Internet, whether they expect to go on line in the new future, and reasons for being non-users. Finally there are issues of why and how people go on line, whether they shop on-line, what other ICTs they own and use, and how Internet use effects other daily activities.

Surveys of users focus on usage; surveys of non-users on attitudes and barriers to adoption. The main adopters of the Internet are the younger, wealthier, better educated and male,  a group implicitly taken as the ‘ideal’, to which others should aspire. Socio-economic groups that have so far been slower to take up the Internet - the older, poorer and female - are targeted by researchers to find out what is stopping them from adopting, how they are ‘excluded’, and what they do if they are on line. 

In this review I have used a number of surveys of the Internet for the latest figures on Internet use, including surveys done by MORI
 for the Consumer Association and Oftel the Telecommunications Regulator, and the National Statistics Survey of Households  More detailed surveys, such as the IT for All studies sponsored by the Department of Trade and Industry , and the “The British and Technology” sponsored by Motorola focus on the ‘digital divide’  and have comparable figures since 1997 but are already 1 year out of date. However they do give a very good picture of attitudes and divisions in society. For the barriers to adoption, I use these studies and those commissioned for the UK Government Social Exclusion Unit (SEU) section on ICTs and exclusion, PAT (Policy Action Team) 15
. The PAT15  final report to the Prime Minister is also the source of much information in review of National Policies, and is recommended for those who want a much more detailed review of the UK situation.
2.2. Headline statistics

The headline figures show the phenomenal growth in access to and usage of the Internet, However the absolute figures given by various surveys  are far from consistent.  The percentage of the population calculated as being on line appears to vary.  

Commonly quoted figures are those collected in a meta survey by an Irish Internet firm NUA
. For the UK they give:

	Date
	Users
	% of population

	Source

	May 2000
	19.36 million
	32.53%
	Nielsen NetRating

	January 2000
	15.7 million
	26.56%
	Fletcher Research

	December 1999
	13.98 million
	23.65%
	Computer Industry Almanac

	September 1999
	12.5 million
	21.15%
	CommerceNet/Nielsen Media

	December 1998
	10.6 million
	18%
	NOP Research Group

	October 1998
	7.5 million
	16%
	CNET

	March 1998
	4.3 million
	9.0%
	NOP Research Group

	June 1997
	960,000
	2.0%
	NOP Research Group


Table 1 Survey figures for UK Internet use, NUA

A recent paper by Paul Foley (Foley 2000) as part of the UK government study on exclusion and ICT use, offers the following figures  for  number of Internet users from various sources

	Year
	Number on line
	Yearly increase, my calculation

	1996
	3.4 million
	

	1997
	5.41 million
	60% 

	1998
	9.46 million
	75% 

	1999
	17.67 million
	87% 

	2000 (prediction)
	18.46 million
	


Table 2 Figures collected by Foley (2000) for PAT 15

There are some recent sources for 1999 and 2000 .Continental Research Internet Report 1999/2000
, November 1999(Continental_Research 1999), suggests 18.6 million (40%) say they have access to the Internet
, and 11.1 million (24%) use the Internet more than once a month, up from 16% in December 1998. Five months later Fletcher Research in their March 2000 Internet user Monitor report  suggest there are 15 million adults with access and 11.2 million weekly users. Most recently, a survey by the Consumer Association Internet section (Which? Online survey, July 2000
) suggests that there are now just under 13 million using the Internet by mid-2000.

With such a rate of change, figures from even six months ago are already out of date. Errors due to the time base are likely to exceed those due to sampling. In piecing together an image of current Internet usage we are left with a patchwork of figures that cannot strictly be combined. There is  some confusion over the inclusion of children in the surveys, an important group, since many schools are on-line,  many families let their children use the Internet, and every year this group enters the adult category. For this group, the NOP Kids on-line survey from June 1999 suggests that there are 3 million under 17’s using the Internet.

In summary we can estimate that mid-2000 about one quarter of the population are on-line reasonably regularly, including children. In addition there may be another 15%-20% of the population who have access to the Internet, but rarely or never use it directly. 

2.2.1. Increase in usage year on year

The general increase in use in the last 3 years can be seen from these figures. The Foley (2000) figures give a very high rate of adoption, rising from 60% to nearly 90% from 1996 to 1999. National Statistics figures on households with access show similar increases, with home access nearly tripling between 1998 and 2000 (Figure 1 Households with Access, National Statistics). The NOP survey of 1000 Internet Users (March 1999 Report) suggests 10900 new people were using the Internet every day in December 1998.

Growth rates are likely to continue to be high, as the market is obviously not saturated yet, so it is difficult to identify stable barriers between those who are ‘included’ and those ‘excluded’. Current adoption rates (but not absolute numbers) are highest in those groups that have previously been slower to adopt, suggesting the overall rate will continue to stay high as new markets are developed. However if access levels are 40% of the population and only 25% are regular users, it would suggest that there may be a significant number of people who may to try the Internet, but not continue to use it. We then have to be careful to judge between those who theoretically have access, and those who actually make regular use of it. 
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Figure 1 Households with Access, National Statistics

2.3. Home, work and school

Where do people have access to the Internet? 

Home access is still largely dependent on having a home PC, a relatively expensive device, although one that has become a standard piece of home equipment, especially for families with children The number of households with computers is fairly stable at 40% over the last 3 years(Oftel 2000).  49% of households with children have a PC or laptop at home, compared with 34% of households without children (MORI technology tracker, Nov 1999). PCs are largely bought by people who bring computer-based work home, and for educational reasons (although games are the main use!). “The British and Technology 1999” survey, indicates 25% adults use a PC at home, a figure which shows that direct computer use is often restricted to one adult in a household.

Home Internet access at home doubled from 11% of homes in Dec 1998 to 24% in Oct 1999 (according to Continental Research Internet Report 1999/2000), and the Office of National Statistics
 figures for the first 3 month of 2000 show that 6.5 million households could access the Internet from a home PC, which is 25% of all households. MORI technology tracker, (Nov 1999) suggests 26% of families with children have Internet access and only 17% of those without. These figures of access from home do not indicate whom within the home uses the Internet, or how it is used. Some indication of regular home use is given by Continental Research (1999) “the number of people using the Internet on a regular basis from home has risen considerably from Dec 98 (8%) to Oct 99 (17%)” Now in mid 2000 the Oftel survey of Consumers’ use of the Internet estimates 22% (14 million). of the population are using the Internet at home This shows that many who have access at home do not use it. These people are likely to be indirect, proxy users. 

While the 40% penetration of the PC may become a ceiling for PC access to the Internet, new digital television services and mobile telephones offer Internet e-mail facilities, and some access to commercial on-line services that are also accessible on the Web that could reach a wider user group. The Oftel survey of Consumers’ User of Digital TV (Oftel 2000)  1st Quarter 2000 survey found 19% of those questioned had digital TV services. Of these, 60% used interactive services, and 35% e-mail. Many did not use the services for lack of interest, or because they could use the Internet from a PC instead. Digital TV penetration is still growing and it is very likely that digital TV will be one of the principal home access methods in the near future.

Access to the Internet from work, school or college in October 1999 was 14 million people (30% of adults according to Continental Research Internet Report 1999/2000). Many Universities and colleges offer their students Internet access (Continental Research suggest 21% of Internet users are students), and an increasing number of schools are on-line
, especially since the government promised to give all school students an e-mail address. At work PC use is widespread. In 1999 half of employees (54% ) used a PC at work (5.3 mil up from 3.5 mil 1998, Motorola survey 1999, 20 July 1999). Internet access at work is increasing, many major companies provide their office employees with Internet access, and small and medium sized business are also getting on-line. These statistics indicate that a considerable number of people have access both at home and elsewhere.

Finally, cybercafes, libraries and other publicly available centres are also important access points. The Which ?Online report
 (June 2000) suggests one in eight users (12.5%) access the Internet from a cybercafe.  Cybercafes also provide a point of access for people travelling away from home or work where they usually have access.  The incredible proliferation of cybercafes and public access points(Stewart 2000) such as the EasyEverything centres in big European cities means that effectively everyone has physical access to the Internet as a relative low price (£1/hr for EasyEverything), making the discussion of access to the Internet a discussion of skills and quality of access rather than affordability and diffusion of actually equipment.

2.4. Who are the users and adopters of the Internet

The traditional profile of IT users is younger, male, working or studying in an environment with IT, and with more disposable income. Households with children have also been important home adopters of PCs. This pattern is reflected in current Internet usage, although it is a pattern that studies show is changing rapidly. Nevertheless. Continental Research figures show regular Internet users have a strong male bias 65% male, 35% female, they are predominantly students (21%) or people working full time (59%), and dominated by white-collar families with very high average income of £40 000, with 43% of users fitting the ‘AB’ social demographic category. 

2.4.1.0. Age

First, division by age. Fletcher Research UK Internet User Monitor March 2000 shows the average user age is 35. 8.3% of under 18s are users, in a group making up 5% of the population.  The Oftel Survey (Oftel 2000) shows the 35-54 age group is the largest user group (34% in this age range). 9% (11%  Oftel) of those over 55 are users, whereas 31% of the population are in this age group. This is a growing group, as applications and services are being developed  that interest older users, and the social networks on e-mail are reaching critical mass. The Age Concern Survey (20 May 2000, The Guardian) “suggests that about 80% of people over 50 find computers easy to use, while one in four people spend more time in front of their PC, than watching their favourite TV programmes.”, and 4 million over 50s own a computer.

2.4.1.1. Gender

Women have traditionally been lower users than men of many ICTs (except, today the most common and useful, the television, radio and telephone), for a wide range of reasons, however with the development of new relevant applications and, and more straight-forward technology with a much reduced learning time, the numbers are equalising. The Oftel May 2000 survey estimates 28% of men are Internet users, and 21% of women.  Fletcher Research in March 2000 indicates 60% of users are male (3:2 ratio), down from 2:1 ratio in May 1999. The same research suggests the gender ratio among younger users of  the Internet is fast approaching 50:50, with 54.3% male of users, down from 60% last May. However for older users (over 55) women account for only 33%,. This does, however, represent a big increase from 19% the previous year (May 1999) as older people in general adopt PC and Internet use. Moreover, evidence from the USA suggests that by the first quarter of 2000 women overtook men as web users
, and women use some applications more than men
.  Data from IT for All surveys used in the literature review of Women and ICTs published by PAT 15 found in general that compared to men, women are less likely to have access to PC, women feel PCs could be less useful in everyday lives, and more women worry about being made a fool of when learning and being left behind.

2.4.1.2. Education

Education is a major factor in the diffusion of the Internet. The Fletcher Research survey of March 2000  indicates 40%  of users have a degree compared to the national average of 12%. 

2.4.1.3. Employment

Those in employment are much more likely to be home users of the Internet with 32% compared to 21% of those not working (Oftel 2000).  The non working includes many groups, such as the retired, students, unemployed, house wives and husbands, which link gender, age, and income. This makes it unclear how this factor is related to income, education, presence of family or use of the Internet for work.

2.4.1.4. Income and Wealth

Income and wealth are important factors too, given the cost of equipment and phone calls. Fletcher Research gives average household income of £36000 (March 2000) against the national average of £20000, placing 79%  of user households in the ‘ABC1’ middle class bracket. However for regular user Continental Research (1999) gives a figure of £40,000.  The wealth of Internet using households is dropping, according to the ‘Computer Active’ Study of 733 845 households on the Internet in September 1999. January 1997 average wealth was 400 on a scale 1-500. By September 1999 it is was 255. 

2.4.1.5. Household type

Finally household type is a factor: as mentioned about, families are more likely to have PCs and Internet access. This can be attributed to a number of factors: child use and parents buying for educational uses; parents bringing work home or working at home; and younger adults being more likely to adopt and use IT.. Figures on single parent families are not readily available, but are likely to be lower due to low income. Those in rented accommodation are also less likely to adopt the Internet, maybe because of they do not want to pay the telephone line rental (Oftel 2000)

2.4.1.6. Regional Differences

The location of a household is also significant. The geographical distribution of Internet adoption in the UK is striking: in 1999-2000 25% of homes in London had the Internet, and only 11% in Northern Ireland (National Statistics, Internet Access 1st Quarter 2000). The adoption rates reflect the relative wealth of the regions, but  there are likely to be other influencing factors, such as use of Internet by local employers, development of local Internet based services and local innovation cultures, London and the South East of England not only being rich, but also the centre for e-business development in the UK (see also Figure 3).

Summarised according to the data collected by Foley (Foley 2000) , poorer households concentrated in deprived areas have a very low uptake of the Internet, while high income households, young single professionals, suburban households and two parent families all have high levels of adoption. Figures from 1998 and 1999 IT for All study (one of the most comprehensive addressing use and attitude), show important divisions in the adoption of the Internet. The 1999 survey shows the position of the poorest in society against whole population for use and ownership of computers and the Internet (Table 3)

	
	Used PC
	PC at home
	Used Internet

	Total population
	58% 
	44%
	29%

	 Groups DE 
	38% 
	25%
	14%


Table 3 IT for All? 1999 survey

More concretely, the National Statistics for first quarter 2000 show clearly the correlation between household income and home Internet access via the PC (Figure 2). These figures show that those households with income higher than the median are getting on line. Although the poorer households in this group have been slower to adopt, they are now doing so. This is in stark contrast to those with income below the median where adoption is very low, and growing very slowly, as will be discussed in the following sections.

The Oftel study of Home Internet access (May 2000) provides more complete information on home Internet use for various socio-economic factors (Oftel 2000), but does not cover other forms of access, so should not be interpreted as representing Internet access as a whole.
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Figure 3Breakdown of home users of the Internet, Oftel Survey May 2000(Oftel 2000)

2.4.1.7. Adoption of new Internet applications

The patterns of adoption of use the Internet and ICTs suggest that newer applications of the Internet such as shopping on line are at an earlier stage of diffusion and are dominated more by the established users of the Internet. Long term user have the confidence and expertise to move on to adopt new Internet applications while others are getting on line for the first time. For example, the NOP Internet survey (Feb 2000) estimated that 3 million (25%)  of the 12 million Internet users purchased something on-line in the lead up to Christmas 1999, but this represented only 8% of women users against 1/3 of men.  As the US experience shows however, once people gain confidence with using the Internet, they will take up new applications in patterns that reflect their outside interests and activities, as long as the supply side makes them available, reliable and easy to use. New users today are as likely to  start with on-line shopping as any other application.

2.4.1.8. Internet use and other  technologies

Internet users are adopters of other recent ICT technologies too. The Continental Research survey for the end of 1999 gives the following figures:

52% have access to cable, satellite or digital TV services  (relatively new in the UK)

62% own or use a mobile phone  (the national uptake reached 50% 6 months later)

45% have a games console in their home(correlates with family adoption of the Internet)

All of these percentages are relatively greater than the average adoption rate. Other studies of adopters of mobile phones, and of digital television(Oftel 2000) indicated that adopters of these products similarly younger and wealthier than the average consumer. Nonetheless these figures  show that many Internet users are not yet adopters of other technology-services. 

It is useful to recall at this point that a long-established TV-based information service, Teletext, which has been available in the UK for over 20 years, and is free to use, is used by only 47% of the population. Teletext comes as standard on many new TV sets for a small premium, but still many of the population do not use it.

2.5. Non-users

The figures on the users and adopters of the Internet show a rapid uptake in the last 4 years. However 75% of the population are currently not regular users. Nonetheless many of these people are likely to adopt and use the Internet in some way in the next few years. The Which?On-line survey of June 2000 suggests “About 6 percent of those who do not currently use the Internet expect to have access in the next 6 months, while a further 7 percent will be online within a year. Another 23 percent say they will get Internet access in more than 12 months”. However the same study claims that  “52 percent maintain they will never go online.” With the following reasoning.
For the third year running, the annual Which? Online survey has highlighted that a large proportion [15million] of the population is refusing to get online and saying that they never will. These 'never-users' are telling us that they think the Internet is irrelevant to them. Internet service and content providers need to establish a clear message for non-users to show how they can benefit from online activity. New methods of access like interactive TV and mobile phones, which offer consumers a mode of accessing the Internet without the expense of a PC, may change many minds. But if they don't, the digital divide may become a real problem. Paul Kitchen, Head of Which? Online, Guardian 11 - 07 - 2000 ‘Can't Surf Won't Surf - 15 Million Say 'No' To Internet’

We should not take the ‘never will go on line’ answer literally, as it refers to those people making judgements about a very new technology and services, of which they probably have little experience (A quarter of non Internet users don't know what the Internet is used for, Which?On-line Survey). It also refers to current technology and commercial systems of Internet provision and access, which are likely to change dramatically in the next few years. Similar attitudes were expressed about other technologies in the past, and subsequently changed as technology and society changed. Recently the mobile phone has been an important case: lower and flexible tariffs have encouraged adoption by many who would have previously refused to adopt. However this negative attitude from half  of the population does not bode well for universal uptake of the Internet. 

Many of the better-off in society may not adopt the Internet for many years, or only use it indirectly though those around them. These people still make up a significant number of the non-users today. Many are retired, working in jobs where Internet access may not be very relevant, or in communities where access is unnecessary. However, of particular concern are those people who do not have the resources and the opportunities to adopt, who may find themselves excluded from and economy, society and culture increasingly reliant on the Internet.

Figures from IT for All 1998 show that a substantial number of people who do not use computers and are rather negative in their attitudes to new technology have computers in their homes, and it is likely that this pattern repeats itself with the Internet. This tells us that these people are not entirely excluded from the benefits of ICTs, but have indirect access. They may not use the technology they have access to because they do not want to, but also because they are not allowed to, they do not know how, or they prefer to delegate the responsibility and the effort to a local ‘expert’.

2.5.1.0. Household income

Those on low income are currently the least likely to adopt the Internet, as  Figure 2 shows. For those households with an income in the lowest third (with a weekly income of £270 or less) access is no more than 6%. This is in large measure can be attributed to the cost of equipment and Internet connection.

Although slightly dated a UK government report, Electronic Government: the view from the Queue 1998, shows a similar division  according to socio-economic group for PC and Internet use. Not only do the poorest have little access to the Internet, they are also much less like to have had the chance to use it.

	
	AB
	DE
	All adults

	Tried PC
	
	38%
	58%

	Tried Internet
	
	14%
	29%

	Home access to PC
	
	25%
	44%

	Home Internet access
	33%
	2%
	14%

	Use Internet last 12 months
	43%
	9%
	


Table 4 CITU – Electronic Government: the view from the Queue 1998

2.5.1.1. Studies in deprived areas

Studies done in deprived areas for the UK Government PAT 15 programme on social exclusion and ICTs show far lower adoption of PCs and the Internet than in wealthier districts. The Braustone Household survey in 1999
 in a deprived area showed that 10%  of households had computers, and 7% Internet access. (Penetration of new TV services was higher though 22% satellite TV, 9% cable, 19% digital TV, but still below national levels). Another study in Lewisham (a poor area of London) in 1998
 found 1 in six of social class DE had no telephone
 and 1 in 33 had Internet compared to 1 in 3 AB at the time.  This was one of the few studies to highlight ethnic divisions in computer use, 43% of Asian origin, 40% of black, and 34% of white members of the community in this survey use PCs
  Deprived areas in general have a much lower ownership and use of a great deal of services and technologies, including the Internet.

2.5.2. Resistance to the Internet

The Which?On-line survey suggested that a large percentage of the population are resistant to adopting the Internet. All the surveys show that the poorer and older are more likely to be resistant. One of the most resistant groups are those receiving state benefit, according to a UK Government 1998 survey (Table 5).  These include key ‘excluded’ groups in society, the unemployed, those on low income, and the disabled. This reluctance to adopt any new ICT is a confounding factor on top of lack of resources and local facilities that increase the likelihood of the Internet becoming yet another exclusionary factor.

	
	On Benefits
	DEs
	All

	Resistance to try new ICTs (All)
	46%
	29%
	25%


Table 5 CITU – Electronic Government: the view from the Queue 1998

Even among users, there is little enthusiasm for the Internet industry, and for making a living out of the Internet, one of the reasons that policy makers are think that the ‘digital divide’ is a problem. A survey published by FT.com at the end of May 2000 shows that many people are indifferent to the Internet.. In the survey 94% recognised it was here to stay, but 93% did not want to be part of the Internet industry, and 95% did not think they were missing out on the Internet revolution. . Only five per cent of women expressed interest in working for a dotcom
.

In fact many people are not very excited by the new technology, and many find it a problem. The Motorola survey 1999, (20 July 1999) predicted that 53% of workers find keeping up with new technology difficult, 46% worry about falling behind. With these sorts of attitudes, encouraging one half of the population to adopt, use and exploit the Internet is  not a straightforward task.

The resistance and barriers to adoption are discussed further in section 3.

2.6. The diffusion of Internet Use

The figures used in the previous sections show there is rapid change in access to and usage of the Internet. The Fletcher Research study of March 2000  showed the average user is getting ‘older and poorer’. The Which?Online research (Jul 2000) showed a rapid increase in older users and in less affluent groups (‘C2DE’), and the figures from National Statistics seem to confirm that those of average household income are getting on line now. If the UK follows the US trend, then there will also be more women on line than men in one or two years. Already 1 in 10 over 55s are on line (Which?On-line)

However the rapid increase of the last few years appears to be slowing.  While the older, poorer and women seems to be getting on-line more now, the groups with previously high rates of adoption are slowing down, even though the penetration has only reached about 50%. 

Going beyond the headline figures there are trends in usage among users, such as the increase in time spent on line (Table 6).
	Frequency of access
	97
	98
	99

	almost every day
	28%
	31%
	39%

	every 2-3 days
	19%
	19%
	28%

	once a week
	22%
	25%
	20%

	once a fortnight
	11%
	8%
	5%

	once a month
	19%
	17%
	8%


Table 6 Frequency of Internet usage, % of users, Continental Research, Dec 1999

Many of the better off are now staying on-line for longer (Foley 2000), and are likely to do so even more as un-metered and ‘always on’ connections become available. These groups can also afford to spend on new technologies such as digital cameras and applications that require high bandwidth. Those using the Internet at work are also likely to be using it more, as Internet communications increase, new Internet based management and trading are implemented, and the Web becomes an increasingly important source of information and business. At home, those with less income are now saving for computers and able to afford Internet access. However we may see a divide between those who can afford to pay for un- metered broadband connections and develop new and extensive Internet use, and those who still have to pay call charges at low baud rates.

The Oftel report (Oftel 2000) highlighted a curious  difference between those who were more likely to adopt, and those who where more likely to be heavy users: Heavy users are not the more  wealthy, but the younger, those from the C3DE social grade , and those in rented accommodation.  People in these groups are thus more engaged with the on-line world, and willing to allocate more of their time and money to using the Internet than others. This could reflect different interests, such as games and entertainment, or a more accepting attitude to spending time in front of a screen, which is a cultural taboo for  a proportion of the middle classes in the UK.

Other trends also make Internet usage more flexible. Free access and built in modems mean Internet can be used just occasionally when needed, rather than having to take the decision to pay up front fees, which means that the Internet can be used when some important information is needed, but is otherwise not used. This type of access is also more available though the social network, by using other people’s machines, and though cybercafes and libraries. It is becoming increasing easy not to own an Internet connection, and not be a regular user, but still have available access, and help to use it.

The Internet has become easier to adopt for similar reasons. Modems come built in to new computers, and there are television-based terminals. Internet connections can be established with free CD ROM given away in high street shops, with magazines, and delivered though the letter box. With penetration rates of 25% already, the novice can call on more and more people to help set up and guide initial Internet use.  Unfortunately those in the groups with lowest current uptake of ICTs, and without the experience of the Internet at work are not able to draw on this resource.

2.7. Supply side factors

It is worth going over the recent history of the supply of Internet in the UK in recent years in summary, and introduce some of the new commercial services that offer some Internet facilities.

2.7.1. Internet provision

The provision of dial up Internet access has been the subject of considerable innovation and competition in the UK, especially with the introduction of subscription free connections, with local rate calls.  A report “An international comparison of the cost of using the Internet “October 1999 (Oftel 1999) by the Office of Telecommunications summaries the current situation very well:

“There are 6 potential types of cost of using the Internet via dial-up access: 

*
hardware costs (computer, modem);

*
telephone line costs (installation and line rental);

*
call charges;

*
ISP joining charges;

*
ISP periodical fees; and

*
usage based fees paid to ISPs.

In terms of international comparison of the cost of Internet, the survey shows that the UK does relatively well in some elements and relatively poorly in others”

“The survey shows that the Internet Service Provider (ISP) end of the Internet access market in the UK is extremely competitive and competition has driven significant changes over the last year. There has been an increase in the range of dial-up choices for consumers in the UK. The introduction and rapid growth of subscription free services with customers paying for access at local rates has dramatically increased the market and proven useful for low to medium users. Subscription-based options have also changed considerably: some now offer free or discounted calls at particular times. A recently introduced service also offers free access, subscription free at all times. “(Oftel 1999)

The report  notes that BT offers reasonable  calling costs,  but other providers such as NTL and AOL have better deals. As suggested these changes have enabled many people and businesses to get on line without the barrier of subscriptions, and for a modest cost in calls. This makes it easy to try to the Internet, and to use it occasionally, without having to justify the cost of subscription. Current 66% of home users are on no subscription services (Oftel 2000).

However once on-line , the cost of making good use of the Internet (regular, being able to surf, search and explore, or have time to read and digest material) using metered calls soon get to be excessive for many users. Most people would use the Internet more if the costs of calls were reduced or eliminated (Oftel 2000), and these costs put off many people from adopting or becoming regular users, especially if they already struggle with telephone costs. This problem has lead to the development of un-metered, flat rate Internet access plans from several major ISPs. For example the BT service charges £7 a month for evening and weekend use
. Currently the other ISPs and the regulator Oftel are struggling to resolve difficulties of gaining flat rate access to local and regional exchanges  so they too can offer commercially viable services. This type of service will make the Internet a great deal more useful to those who can afford the subscription, but is likely to be modest

2.7.2. New technologies and services

A number of changes in technology have also given many people the opportunity to go on line more easily and with less risk. Faster and cheaper modems, that come built in to home PCs make it much easier to get on-line, and allow users to access the Web with less worries about the cost of time to download pages. (MORI technology tracker, Nov 1999). Apart from PC Access there are increasing number of television based products on offer, such as e-mail though the TV and many commercial services also available though the Internet. Satellite, terrestrial digital TV, and cable companies are all offering these services in 2000. This type of access to certain Internet services could easily come to be the dominant form of home access for many people.

The video games industry developed a new generation of video games consoles with facilities for Internet access and other on-line services which will put terminals into many households at cost much lower than a PC
. Sony, Sega and Nintendo all sell or will be shortly launching these machines, and are likely to reach a very large number of households. Along with digital television, and possibly in conjunction with these companies, these terminals are a relatively cheap way to introduce the Internet into all but the poorest homes, due to the popularity of the basic product (TV and video games), and the possibilities of integrating them with on-line services.

Television Internet terminals that give ‘full’
 Internet access are also available now, such as the products from NTL (a telecommunications company and from Bush ( an Internet television set for £200). These offer cheap alternative entry points for on-PC owners, but are more costly to run since they come with an obligation to pay a minimum each month.  Another Internet-based service recently introduced are the Amstrad and BT  phone/e-mail terminals sold in the high street for approximately e 100 without subscription, based on advertising, making access to e-mail a very affordable option. 

The UK has a rather open market in telecommunications, perhaps the most open in the world. BT is still the dominant supplier, but newer providers, owning regional networks that include cable television have consolidated and begun an active promotion of new telecommunications services to business, government and domestic customers. These services include broadband access to the Internet, especially, ‘always on’ services. However these are likely to appeal to existing users, and those with more resources. Broadband will not be sold exclusively as an Internet technology, but increasingly as a television-on-demand service, so we cannot equate broadband with Internet.

Mobile telephony-based Internet access is an area of considerable investment at present .   In July 2000 figures from the mobile phone companies showed that over 50% of the UK population own mobile phones. Many more have access through family and friends. In the run up to introduction of third generation digital telephony with possibilities of Internet access, a period of introduction of limited WAP
 information services, that include access to some information services and web pages and e-mail. However the services currently leave much to be desired and are slow and costly. Basic information services delivered to the mobile phone, and text messages that can be sent to the Internet will attract a certain number of phone users to  more comprehensive Internet services on the phone or other device. 

Most of these technical changes are important developments towards democratising Internet access, but there are some other industry developments that are restrictive. One of these is electronic payment over the Internet. Except for a few experiments, the credit card has become the basis of consumer e-commerce, the industry having failed to develop an alternative payment system. For UK  based retailers the more readily available debit card is can also be used. Thus those without credit facilities are excluded from any transaction based use of the Internet. The exceptions are the closed systems that bill directly to the service provider, but even these depend on having credit to subscribe. 

3. Barriers to usage

3.1. Introduction

In the previous section, surveys showed that many people are not on line, and for whatever reason feel that they are unlikely to get on line, either because they do not want to, or they are unable to. What are the barriers that current non-users find prevent them from adoption
.?

The IT for All Survey in 1998 looked at the following reasons for using the Internet, with figure from this year over a sample of the entire population (Table 7)

	41% 
	too expensive

	31% 
	no access

	28% 
	not relevant

	26% 
	no need

	23% 
	difficult to understand

	15% 
	no one to help

	9%
	lack of time 


Table 7 Reasons for not using the Internet, IT for All? 1998

Expense is regularly the most common reason given, which is associated with the general perception that one has to own a computer and pay for phone calls to connect. This still has to be regarded as a key issue for gaining ‘quality’ access to the Internet in the home. Lack of access also includes not having access at work, or at college, or through a local cybercafe, a way that many people can use the Internet without having to own a terminal.  

Although these largely practical reasons for not using the Internet are very important, there are many people who are not interested in going on line, as the Which?Online (2000) showed. Many people still do not understand what the Internet is for, and cannot see how they might use it. Often they are correct in their presumption: for many the information resources, and communications channels are not particularly relevant to their jobs or home lives. Most of us already have access to a vast array of existing media, local services, shops and libraries, more than enough to satisfy most people. Without being handed Internet access on a plate at work, or having a an important reason to get on line, there is very little reason to adopt. 

Instead of looking at barriers, it is worth looking for a moment at why people adopt, as this is still the unusual behaviour. Four main motivations are suggested(Stewart 2000) for getting on line:

1) Life Events: events that create new opportunities, relationships, time pressures, demands for work etc. e.g. changing jobs, going to  or leaving school/college, moving in with someone, retiring, moving away from friends or family etc.

2) Social Push: the social pressure of friends, family and colleagues to adopt and use the Internet.

3) Multimedia Pull or Instrumental need: demands of work, or participation in other activities where the IT and the Internet offer the considerable benefits of efficiency or economy, or are the only tool for the job. 

4) Curiosity and Interest in technology or content. Promoted existing interest in ICTs, and/or by information from the media and the social network.

For many people the investment in time and effort, and the overcoming of anxieties and fears about adopting and using new technologies are not going to be justified mere curiosity.  The lack of concrete motivations listed above can be seen as a barrier by those wanting to promote Internet use. In some cases ignorance of the possibilities of the Internet means some people do not think it could be relevant to them. This ignorance is not for lack of available information, but from a reluctance or resistance to even consider the technology.

Lack of skills and knowledge is a double barrier to adoption of the Internet, not only does it make it difficult to use and make good use of the technology, but it can be difficult to comprehend even before trying, and some people find it frightening
 . They fear the technology as being something too complicated and intimidating: something they would not be able to understand or use.

These ‘negative’ attitudes to technology are compounded by attitudes based on the perception that computers and the Internet are not for them. There can be very many reasons for these attitude, but many people still regard computers as being relevant only for the young, for men, for office workers, for ‘nerds’, for technical workers etc. The Internet is seen as an extension of the computer. The IT for All studies in 1997, 1998 and 1999 all show that these types of attitudes are highest in the groups that not included in these categories: the older, poorer, lower skilled, less educated and women with least experience of IT are have the most negative attitudes.

3.2. Basic Literacy

The ability to use computers and the Internet is often seen as becoming a fundamental part of literacy, but much of the population have poor basic literacy skills. The International Adult Literacy Survey
. in 1996 showed that around half the population do not have Level 3 literacy, the OECD minimum level for coping with life and work. 22% of the UK population was reckoned to have the lowest, Level 1 literacy
. The unemployed are twice as likely to perform on level 1 for prose literacy as employed people, and literacy was strongly (although not entirely) linked to education. Although multimedia content has proven highly successful as a medium for people uncomfortable with text and numbers to operate in, the Internet is still largely text based, and many ICT applications are based on having good literacy skills. Exclusion from many opportunities in society due to computer illiteracy is thus only an extension of an existing problem.

Optimistically, well designed multimedia products can be used to help people enjoy education, and improve their literacy in later life, in surroundings more conducive to learning. The Internet is also a cultural phenomenon that is encouraging many young people to develop the literacy skills they need to use it, particular in using e-mail, chat, and producing web pages.

3.3. Age

There are many barriers that appear to prevent older people getting on-line, but few of these are to do with being old. The Which?Online (2000) survey  found that

 “although one in six pensioners think computers are not for people of their age, and one in five cannot see what they would use them for, it seems the stereotypical perception that OAPs are intimidated by new technology could not be further from the truth.” 

Even though there is a big increase in wealthy older people (who are getting on line), many retired people have little money to spend on non-essentials. Older people are less likely to have had training and working experience with ICTs and most do not have the motivation of finding and keeping employment to push them into adopting. Older people are also more likely to suffer disabilities, and to be isolated from local communities who could support them. The image of computers and the Internet portrayed in the media is still of a predominantly youth culture, which may not appeal to the older generation.

3.4. Women

There are a number of barriers that women face, and women are more likely to hold negative attitudes to the Internet and ICTs. Many women often have less access to technology, because combining family and work activities reduces the time they have to spend learning and experimenting. Many women have less experience with ICTs because of lack of technology background at school at work, leading to lack of confidence with learning to operate new technologies, or ‘cultural’ bias against using technology for themselves, or from men (Brosnan 1998). Associated with this is the fact that women are also much less likely to work in ICT industries, and go though advanced computing education. There are thus far fewer women experts and role models in society, and many women will defer to men as the ‘expert’ and controller of ICTs. These factors mean that many women are less able to learn, and there are few expert women to turn to for advice and explanations. The FT.com survey in 2000 found about a third of female workers said that they do not understand Internet technology.

Much research has found that women (although not girls) are more likely to see ICTs as ‘ends in themselves’, and need to see an identifiable purpose that relates to realities of life to engage themselves (PAT_15 1999).This means that they are less likely to engage with new technologies out of curiosity, and spend time learning by playing, especially is they are active with employ, family and community activities. 

Where training facilities are available the PAT report on Women and ICT found many women who lacked confidence did not like learn in public spaces where they are overlooked, or judged (PAT_15 2000).

Finally, women from certain cultural minorities are restricted in their participation in many mainstream activities, which can also include many situations where computers could be learned and used. 

3.5. Men

Not withstanding the barriers existing for many women,  many men are in a similar position of alienation from ICTs and the Internet. The IT for All survey (1997/8/9) showed that across the population there were many men uncomfortable with ICTs, without skills and reluctant to adopt. One of the PAT 15 studies focused on White Male from manual backgrounds (Shaddock 1999) and identified cultural and education reasons that would influence attitudes to the Internet including:

· Local skills have, for many generations, been practical skills. Value is accorded to being able to change the physical world.

· Personal contact, social contacts and can-do are important.

· Trust tends to reside in people, not systems.

· Politics is a communal activity, not an individualistic one.
IT and the Internet  could be seen as undermining these values, needing either a change in attitude, or the imagination to integrate the technology in an acceptable way. 
Many men in these groups work, or have worked in environments where they have not had access to ICTs, and never received training.  This is not only the older age groups but also in the ages 25-40. The Internet is largely based on text, a medium that many people do not feel comfortable using. Some concern is being expressed now that the digital divide will be in favour of women over men, in a context where girls are outstripping boys in school examinations. The Internet is becoming associated with communication, self education, educating children, shopping and household management, communities, health etc, all activities or skills that areassociated with women. Might we see as ‘three block’ model in which the Internet is designed by an elite group of men for the majority of women, excluding the majority of men?
3.6. Skills and Training

Basic literacy and skills are a barrier for many people. Although today nearly all school children learn to use computers, anyone who passed through the education system before the mid 1990s could easily have avoided any computer training.  The IT for All 1998 survey suggested 23% could not understand the Internet . This lack of experience is a considerable barrier to use.

Lack of access to training is also a barrier. There have to be facilities, and it costs time and money. Some employers will provide this, but those not in white collar jobs, or in menial computer-based jobs are unlikely to be offered specific training on Internet use, let alone how to understand and exploit the Internet for e-commerce, politics, or setting up a business. Often training may not be appropriate for people without previous experience, and it must be made relevant, neither too narrow (as in specific job training), nor too abstract.

3.7. The Social Network 

Social exclusion is related to groups, and not just individuals. The same applies to the adoption of technology, where it has been shown that people adopting computers  in neighbourhoods  where few others are adopting find it much harder to learn and use the machines (Murdock, Hartman et al. 1992). Computers are complex pieces of equipment, and formal expertise is often difficult to come  by, expensive, or the experts are not approachable. Local ‘informal’ experts  and groups of learners  able to share process, swap software, sort out problems, and share  experience are very important(Stewart Forthcoming). Social networks and neighbourhoods  are less likely to support adoption when there are few experts, and the general levels of income and education prevent a critical mass of users developing.
3.8. Geographic barriers

Most remote areas have facilities for getting on-line, partly as a result of public policy  initiatives and modern digital telephony systems are in place in much of the UK.  The principal issue is access to competing networks, and to broadband networks which are largely confined to urban and suburban areas. Many remote areas many have considerable lower levels of ICT based business, and fewer people with education and training with ICTs. It is unclear whether geographic remoteness from centres of population and supply of services will encourage or discourage people from exploiting the Internet.

3.9. Disability

IT and the Internet may appear to provide a way for disabled people to overcome barriers to greater participation in society, but for many it is a new obstacle. However this takes a simplistic view of disability, which is a catch all term to cover a huge range of differential abilities.. Many disabilities such as blindness or muscular degeneration make using general computing applications very difficult. Most disabilities are associated with old age. Many disabled people need the latest computer technology, and extra peripherals, however they are offered second hand equipment (Carey 1999).  Specific technologies have been developed to make computers easier to use, such as voice control, and data entry, and speech synthesis. However many Web pages are not designed to work with these  technologies, the layout and complex navigation being difficult to manage.

Not only is technology a barrier, but those health and care professionals who could advise disable people on adoption of computers do not know the possibilities. Employers often limit the flexibility of computers, and are unwilling to spend on extra peripherals (AbilityNet 1999). All of these factors are likely to leave disabled people on the wrong side of a digital divide.

3.10. Poor design

The problems of disabled people highlight the focus on training people to use the technology, rather than developing the technology to suit people better. Despite years of research into making better interfaces and making multimedia products easier to learn, the Internet is dominated by products developed with little thought for the user. This is especially true of the Internet browser and web pages. Small screens and small type may be suitable for many people, but for those with poor eyesight they are unusable.  Machines with adapted interfaces, such as large screen are much more expensive, making them even less accessible for those with limited resources than existing technology.  One of the few hopes in this area is the development of TV products, where they are developed for a broad domestic market for non-computer users, rather than the business market
., but  even them unless web pages are redesigned for the TV, the image quality is worse.

3.10.1.0. Deprived areas

The cases of deprived areas highlighted by traditional social exclusion concerns showed that there was a considerably lower uptake of the Internet in these areas. Deprived areas often concentrate many of the barriers outlined above, within an environment poorly served by commercial services. The UK government Social Exclusion Unit section on ICTs and social exclusion, PAT 15
  report (PAT_15 2000) is an excellent source of in-depth information and analysis of issues, problems and initiatives in deprived areas.. 

Kevin Harris (Harris 2000), in studies of deprived neighbourhoods published in Feb 2000, explored attitudes to and experience of new ICTs. In general those questioned were discouraged by their complexity, apparent lack of pertinence, and the risk of expensive pitfalls. Most people had had a chance to try a computer, so they had had some opportunity at least to assess the benefits and complexity.  Table 8  shows the reasons for not owning a computer in these studies. Cost was the dominant issue, but fear of ‘messing up’ was also important.

	Reason for not using the Internet
	Percentage of Survey

	Never had chance to try 
	14%

	Don’t need one 
	14%

	Don’t know enough
	21%

	Too expensive
	51%


Table 8 Reasons for not owning a computer, Kevin Harris Feb 2000

In deprived areas many people cannot even afford a telephone line, let alone a computer with Internet connection.

In deprived areas there are fewer people who work with computers, or who have done more advanced studies, and people have less money to spend – it is therefore more difficult to learn about and maintain machines - especially in an era of constant innovation, and unstable technology. The PAT 15 report (PAT_15 2000) notes that many people in deprived areas do not have access to educational and training facilities, and often had off-putting educational experiences in the past, which does not encourage participation in formal learning. Unemployment is high, given people less opportunity to receive training at work, and many who  have work will not be in jobs where Internet access is provided.

Current applications of the Internet may not necessarily seem relevant: peoples’ social networks may more local, with less need for e-mail. Community access centres may provide Internet access, but focus on training, and use aimed at work skills, rather than allowing users to explore and learn at their own pace. Children in poor families are much less likely to have computers at home, and this means that despite having access at school, they cannot learn as fast as children with computers and help at home. Social Exclusion Unit Report 1998 quoted in (PAT_15 2000).

Lack of credit facilities among poorer people reduces the choice of supplier of equipment to those organisations willing to offer credit, and often makes subscriptions more expensive. Without a credit card it is also difficult to buy on-line, and although debit cards are becoming acceptable on the Internet, those without bank accounts cannot use these either.

These are only a few of the factors that create higher barriers to adoption in deprived areas, so that unless there is considerable public policy effort, and change in technology those already ‘social excluded’ will struggle to find a place in the Information Society.

3.10.2. Criticism of Existing community provision of ICTs.

PAT 15 also made a number of recommendations focusing on the way government can provide community based ICT training and access to stimulate ICT uptake. They make the point that community provision is a complement to home access, and not a replacement.

Community access problems they identify that affect many existing community access centres  include (PAT 15 Final Report, Chapter 2)

“• lack of joined-up approach;

• poor promotion;

• unattractive or unsuitable content;

• access problems - centres, facilities and

equipment;

• lack of appropriately skilled staff;

• fragmented funding;

• costs.”(PAT_15 2000)
The report also suggests that to be successful local ICT champions are required, drawn from the same background as the community.

3.11. Summary

The three major barriers to adoption and use of the Internet are the cost, knowledge and skills, and the Internet as a medium. 

Cost is an absolute restriction for poorer members of society, and a barrier to staying on-line and using the Internet  more extensively for all but the richest. This barrier currently appears to put off nearly half of the population from using the Internet.

The second major barrier is lack of understanding, skills and support. This includes problems with basic literacy, lack of experience with computers, poor access to training and support, and exclusion from communities of users.

Both of these barriers can be partly put down to the technology and industry: the cost of computers and connection charges, and partly to the complexity and unreliability of computers.

The third factor, is that the Internet is a problem as a medium, based on impersonal relationships and complex hyper-textual information services that certain people find unattractive and unnerving compared the ‘real world’. This is an issue of cultural values , that will change over time, but will always exist for some people, regardless of other factors.
4. Programmes and actions

4.1. Introduction

Two main issues surround attempts to prevent a ‘digital divide’. The first is attracting to people to learn, experiment and use the Internet, so they at least gain an understanding of how they can use it, what is available. Second is providing an easy way to access the Internet when it is needed.

Starting with the second issue, the cost of a PC is still relatively high, but with falling costs and rapidly increasing second hand market, many households could afford the basic equipment. Many firms are going on line and offering their staff access, and sometimes training
  New technologies based on the TV are likely to make the Internet available in the majority of households in the near future. However different kinds of terminal equipment have different uses, and adoption is based on different motivations : the PC for work and education, Digital TV for entertainment and education, video games machines for entertainment, WAP mobiles for business, travel and shopping. All access is not equal. Nonetheless, some sort of personal access for the majority is very likely, so public policy has to focus on providing terminal equipment to the least well off, and to those with special needs. This could be in the home, or though open community access. However with the growth in low-cost cybercafes, the private sector has significantly improved this type of access.

Returning to the first point, raising awareness, and providing education and training would appear to be key public policy roles, and this is in fact the area where most of the UK efforts have been directed. The IT for All Survey from 1998 shows these factors clearly 

	Factor
	Percentage of Survey

	lower cost
	68%

	makes things easier
	51%

	free helpline
	 50%

	starter pack
	47%

	learn with people like yourself
	46%


Table 9 factors that increase Internet appeal, IT for All? 1998

However the way these policies are implemented, and with what goals depends on the way that the digital divide is linked to a socio-economic divide. In the UK policy this is explicit, as it is in many countries. The issue of educating people about ICTs and getting them on line is also strongly linked to national competitiveness and industrial policy: The UK government wants Britain to lead the world on e-commerce, and there is a fear that unless the population and industry is educated in how to use the Internet, the country will suffer economically. But skills for industry are only part of this policy. The government wants to turn the country into a population of on-line consumers, providing a market for home grown industry, and foreign investment. Even if many people do not actually use their IT skills in work, they should be able to consume electronic entertainment at home, shop on line and access government services.

Today only 25% of the population is on-line regularly, not enough to build this business ‘e-topia’, but numbers are growing steadily. Most of the population could be expected to be using Internet based services for work or consumption in the next few years as new technologies are rolled out. Government telecommunications policy, support for in work training and extensive investment in schools and college should make sure that most of the economically active population will be equipped to use the Internet, and hooked on using it.

Alongside this economic policy issue there is a social policy issue that involves ICTs, and that is social exclusion. The common view is that the solution to social exclusion is essentially a question of access to work, and this requires education and training in skills relevant to doing and finding work, which today means IT. However the condition of the ‘social excluded’ be it a collective (deprived area)  or individual problem, is preventing the excluded from obtaining these skills, and actually reinforcing negative attitudes, and lack of access to resources.  The PAT 15 report says: “Arguments for social  inclusion and Economic  development  in the information are mutually reinforcing .” (p. 16). The same report summaries the three roles of ICTs in combating social exclusion:

· Business tools: many projects that give help and training to small businesses, also train individuals with skills that useful for employment

· Personal and community development tools: used as a tool for community projects, art groups etc; 

· Provide community information for community cohesion and convenience for citizens – commercial, entertainment,  and government and NGO.

This thinking has provoked a range of government policies and investment in ICT which are now summarised.

4.2. Government on-line

Behind much of the concern about access-for-all to the Internet is the Government’s commitment to delivery of government services on-line. This process, which started in the mid-nineties, is based on making service delivery more efficient both for the tax payer and the citizen/consumer. However, for this to be a really effective policy, a majority of the population and all business have to be able to access these services on-line. Aside from business, some of the poorest and most ‘excluded’ in the country are also the most important consumers of government service ( the retired, the disables, the unemployed, those living in economically depressed areas), so in is most important for  service provision and efficiency that these people have some sort of access too

4.3. Telecommunications Policy

The grandfather of policies related to new media and the Internet are regulations on telecommunications and broadcasting. Traditionally these were regulated ‘in the public interest’, with requirements to serve the whole population. However liberal economics thinking proposed that traditional regulation did not do this. The telecommunications market was liberalised in the UK in the 1980s, and the broadcasting market to a lesser extent. Initially this was aimed at reducing consumer costs via increased competition, all be it regulated as BT was still the dominant domestic provider, but soon it also can be seen as a way of stimulating innovation.  Today the regulator, Oftel (The Office for Telecommunications) is responsible for the developments in the digital TV market and the provision on Internet service. In this role it has largely championed the consumer and attempted to open up the local loop to competition and encourage service and technology innovation that will provide a market solution to cheap Internet access. This avoids the much discussed extension of a Universal Service Obligation to explicitly include the Internet
.

4.4. IT for All

“IT for All was launched by the Department of Trade and Industry in December 1996, to help people in all walks of life understand and exploit the benefits of the new information and communication technologies in their everyday lives.” (IT for All Web site
) Typical of the Conservative Government it was launched under, the programme had no government money, and its activities are focused on providing some information and a logo to existing public and private organisations encouraging them to make their expertise and equipment available locally to introduce people to new ICTs. 3000 centres in the UK are included in the IT for All register, including libraries, schools, adult education centres, community groups, companies, training centres etc. 
4.5. BBC  and other media campaigns 

The BBC, the national state broadcaster runs  many public education projects, and has run two major IT awareness and education campaigns in the last two years. Computers Don’t Bite aimed at introducing computer use , and in 1999/2000 Webwise
 promoted understanding and use of the Internet. These campaigns not only use the media, but direct people to 4000 local centres (such as the IT for All centres) to try the technology. Figures from PAT15 suggest the Computers Don’t Bite campaign reached around 19 million people. 200,000 attended taster sessions .  By the end of 1999, 
 “the Webwise campaign reached 15 million people, and 105,000 attended taster sessions of which 43% said they planned to connect to the Internet as a result of attending the session and 50% have enrolled onto Internet or computer related courses.” (PAT_15 2000)
The broadcasting companies, particularly the BBC and Channel 4 have developed extensive on-line services linked to their programming, and promote them on screen and on the radio, making the Internet highly visible in most households.

Most  newspapers and magazines started run weekly sections on the Internet, or including articles about the Internet relevant to their readers. In particular niche magazines of all types run articles on on-line resources for the subject area they cover, educating and promoting the medium extensively to their readers.

4.6. Existing Local government and community projects
More concrete, although largely experimental projects have been backed or set up by,  local authorities, other local and regional development agencies, special central government funds
, companies, colleges and Universities over the last 5 years. Many of these have been aimed at facilitating access to computers and more recently the Internet in deprived areas, including training, facilities for starting and running small business, supporting local voluntary groups etc. They include telework centres, cybercafes
, IT access centres, IT training centres etc. Some have been extensions of existing programmes to provide opportunities in deprived areas, or to certain ‘excluded’ groups, including the long-term unemployed, single parent mothers, Asian women, unemployed young people etc.  These projects give physical access to equipment and training and are often aimed at getting people into work. Some are more informal, such as public cybercafe projects that offer free access to let local customers do their own thing
. 

Other projects have been experiments in the possibilities of the new technology for building and supporting communities. In particular, many local authorities are developing some sort of local information system. Some of these simply involve publishing information that the authority holds about its own activities on-line, but others have attempted a more interactive approach, creating systems that can be accessed by anyone, especially local organisations, to publicise, discuss and arrange local events
 

All these projects have been rather visionary, spearheaded by very enthusiastic individuals who have struggled with the concept of what they are trying to provide, as well as coping with changes in technology and uncertain funding. Although they have had some successes in introducing people to the applications of ICTs, and are trumpeted by their backers, they have often faced indifference and even hostility from their potential clients and funders alike. Now many of these projects face a more certain future, as central and local government is willing to provide more support, experience has been acquired and shared, and the Internet has become a much more mainstream cultural phenomena. Nonetheless, as the studies of those in deprived areas show, these projects still have a struggle to make ICT relevant to many in their client groups
.

More recently, in common with many other cities and towns, local authorities have started to think more strategically about the value of an ICT and Internet literate population and workforce, and have begun to support and plan information systems and ICT centres. 

4.7. New National Policy Initiatives 

The majority of Government initiatives are based on providing training and education in the use of ICTs to help people gain the understanding and skills to exploit them. There are two main strands to the policy:

· those focused on ICT education in schools, colleges, and in a new range of education facilities aimed at promoting ‘Life Long Learning’ and;

·  policy on ICTs linked to a broad set of initiatives on Social Exclusion.

4.7.1. The Social Exclusion Unit PAT 15

The Social Exclusion Unit was set up by the current government in 1997 to examine and develop policy to deal with social exclusion.  One of the Policy Action Teams, as already mentioned was focused on looking at ICTs and social exclusion with the goal “to develop a strategy to increase the availability and take-up of information and communications technology (ICT) for people living in poor neighbourhoods”
. The team commissioned reports on a number of issues, including, women, race, disability, White Males with manual backgrounds, and current ICT use in deprived areas. A final report with finding s and recommendations was presented in February 2000, and a summary of finding included in the Appendix of this paper.

4.7.2. ICT Learning centres

The Labour Government elected in 1997 took a much more proactive approach to educating the public in the use of ICTs, aimed at schools and industry. Social exclusion is a major focus of government policy, and the promotion of ICT literacy and use is seen as a way of dealing with ‘social exclusion’ in deprived areas.

The Government has made £252m available to establish around 700 ICT Learning Centres across England. These Centres will located in communities providing a local place for local people to meet, learn and achieve. A number of ‘Pathfinder projects’ are currently being run, and the network of centres will be rolled out between September 2000 and March 2002. They are particularly targeted at disadvantaged people.  In addition 85 City Learning Centres are being developed for young people as part of the “Excellence in Cities Initiative”, aimed at improving ICT skills for employment.

 These learning centres are not all the same, but are locally developed projects providing different services to different groups, such as older people, the unemployed etc. They build on the experience of pilot projects developed locally over as described in the previous section. The funding will enable the centres to be much more secure and focused on service provision.

4.7.3. Education and the National grid for Learning. 

The ICT Learning centres are linked to the governments Internet based education support project that developed to serve schools and training centres, the National Grid for Learning (NGfL)
. This project was a keystone of the election manifesto in 1997, promising to equip all young people with the skills in ICTs seen as necessary for employment in the 21st Century.

The aims of the Grid are:

· to provide a national learning resource to help raise educational standards, especially to meet the Government’s literacy and numeracy targets and improve the quality of life and Britain’s international competitiveness; 

· to deliver high quality educational software and services to teachers, pupils and other learners through public/private partnerships; 

· to remove barriers to learning to ensure quality of access for all, including those in isolated rural areas, those with special educational needs or those in areas of urban deprivation 

· to provide an information and learning resource for teachers to improve their ICT skills. (NGfL website)

To do this £700 million is being spent on technology and training and £230 million on specific training of teachers to competently use ICTs in their subject areas. The government aims to give all students e-mail address and have all schools on-line, if possible via broadband connections through a £50 million investment

The Government is funding projects to provide all English schools with interactive television material covering the whole of the National Curriculum, to be delivered by broadcast and broadband Internet. Controversially this could also be supported by advertising and be available in homes on digital television. The final decision on which companies will provide this service is due in September 2000. 

4.7.4. Industry and ISI centres

Central government, though the Department for Trade and Industry has instituted a range of programmes to support industry in its use of the Internet. Especially for SMEs. However these will not be discussed here. Full details are available from the DTI website (http://www.dti.giv.uk) One initiative that has developed local centres is the Information Society Initiative (ISI):, aimed at promoting the uptake of ICT in industry, especially SMEs. A national network of Local Support Centres has been set up to deliver advice and provide hands on experience and support relevant to business. This is connected to the NGfL.
4.7.5. University for Industry (UfI)

Another initiative aimed at employment and industry is the University for Industry, to provide a range of flexible training resources to industry, supported by the use of computers and the Internet. Up to 1000 ‘Learn Direct’ centres should be set up by 2001. ICT training is a core role of the ‘University’.
4.7.6. Libraries

Key to community information and learning for the past century have been public libraries, which as still used by many more people than the Internet. According to PAT 15 (Shaddock 1999) there are 4,716 public libraries across the country and 57% of the UK population are registered library users.  Libraries have struggled with their role in the ‘information society’ as more and more information becomes available on the Internet. They also faced many years of cuts in budgets. However as part of their service 41% of libraries have installed least one Internet terminal. The Minister responsible, Mo Mowlan summarised the governments attitude to libraries while launching a report on their role in social exclusion policy:

"This new report, 'Public Library Policy and Social Exclusion', is an important document which will raise awareness of what libraries can do to help tackle social exclusion. Libraries have traditionally been at the centre of life in communities all over the UK, places where people of all ages can get information to enrich and extend their education. Increasingly, this will involve the information and communications technologies (ICTs) of the new century which are transforming society." Mo Mowlam 10 July 2000 http://www.communities.org.uk/resource/index.htm
New government policy will link libraries to the NGfL
, and  the Library Network will train librarians.

4.8. Summary of Local Access Centres
One outcome of all these programmes is a proliferation of public access centres for learning and use of ICTs and the Internet. The PAT 15 report attempted to count these centres (Table 10)
	Type of Access point
	Current Numbers
	Potential numbers

	Webwise 
	4,000
	

	IT for All Centres 
	3,000
	

	Libraries
	 1,488 
	4,716

	Telecottages
	51
	146

	Cyber Cafes
	52
	90

	Secondary Schools ? 
	4,500
	

	FE Colleges 
	?
	 540

	Universities 
	? 
	90

	Job Centres 
	? 
	1,000

	Learndirect Centres 
	? 
	1,000 by 2001

	Hospitals 
	? 
	600

	Post Offices 
	? 
	19,000

	Estimated Total
	6,500
	* 31,000


*This total attempts to take into account double counting due to overlap between initiatives, for example, BBC Webwise and IT for All.

Table 10  PAT 15 estimates for number of Internet Access points
This table is a very rough estimate. For example there are certainly far more cybercafes now, and the table makes no reference to the accessibility, or types of resources, or the number of machines available.  Included in this table is the mooted policy of installing Internet access terminals in 19,000 Post Offices. This is a proposal with two aims related to social inclusion: to deliver government services on-line to those without access elsewhere, and to support local post offices as community-based services centres. 
4.9. Local computer recycling projects

A number of charities have been established to recycle the thousands of second hand computers disposed of by industry every year. These go to schools, disabled people and local IT training and access centres
.
4.10. Computers for low income families 

In October 1999 the government announced money to buy computers for 100 000 low income families, recognising the limitations of public access centres for use of the computers. This policy will be backed by funding for training in community centres linked to the NGfL.
4.11. Disabled Access

As well as these general training and access programmes there are a number of initiatives to support disabled access
. Government funded projects include, the New Deal for Disabled People
 funded by £195 million. An example of the project is New Deal - IT Works
 a pilot project in Northern Ireland which uses IT as part of support give 40 disable people work. The ICT Learning Centres are also targeted at disabled people, with support given by AbilityNet
 charity. 

AbilityNet is an example of a charity supported by donations that helps disabled people  with computer technology. They have 7 centres in the UK offering services to employers and other organisations as well as disabled people. AbilityNet summaries their own success:
In 1999 AbilityNet’s staff handled over 16,000 telephone enquiries, saw 1,600 disabled adults and children for individual assessments, training and technical support visits, addressed more than 3,000 attendees on technology awareness sessions, and supplied 650 people with equipment tailored to their personal needs. Each of these services grew between 10% and 35% last year. (AbilityNet Web site 1999)
Despite initiatives such as these, there is little government support for issues such as ‘Design for All’, and pressure or obligation on industry to produce user friendly products. 

4.12. Projects for geographically isolated areas

Finally, unlike many of the depressed urban areas, certain areas of exclusion and economic depression are  geographically remote or inaccessible to major centres of employment. These include areas of Wales, Cornwall, and the Scottish Highlands and Islands. The government has invested in projects that use the Internet and telecommunications networks in an attempt to allow closer economic integration, facilitate access to education, and to reduce emigration.  Examples include the investment by BT in digital networks in Scotland, and projects such as the Highlands and Islands University which enable students to remain in their homes, and to have access to electronically supported higher and continuing education.

5.  Conclusions

In conclusion, the Internet has become an important part of the lives of a quarter of the UK population, and is its use is still growing fast in business, education, communities and at home. However there appears to be a significant divide between the richer and the poorer halves of the population in access and use of the Internet. In particular the Internet is another exclusionary factor in deprived areas.  The present government has invested considerably in programmes to facilitate access to training and equipment, but still faces a uphill struggle against many who see the Internet as a costly, complicated and irrelevant invention.

Appendix

5.1. PAT 15 conclusions and Recommendations

Key findings

· Over time, it is expected that information technologies will change the whole pattern of people’s lives, as completely as broadcasting, telephones, and high-speed transport did in the past. ICTs are having, or will have, a huge impact on the economy, employment, education, health and entertainment.

· For people living in low-income neighbourhoods, gaining and exploiting ICT skills can lead to opportunities to participate fully in the local and national economy. The arguments for social inclusion and for economic development in the Information Age are mutually re-enforcing.

· Lack of access to ICTs leads to or reinforces disadvantage at a number of levels: for children, not having access to computers and the Internet at home or in the community, may make it hard to keep up at school; for adults, computer literacy can be important for re-entering the labour market; and for the community as a whole, better access to communications networks can improve the quality of services, make it easier to access opportunities in other areas, and enhance local social cohesion.

· In some housing estates, well under 50 per cent of households have a telephone, compared to a national average of over 90 per cent. Ownership of, and access to, personal computers is also much lower. However, television is ubiquitous, and digital television may offer a more likely future route to home access in these neighbourhoods.

· People who live in deprived neighbourhoods are less likely to be able to use the most common methods of training or points of access to ICTs. This presents particular problems. Many people in deprived neighbourhoods are unemployed, and as a result do not get the hands-on supported ICT experience that many do through their work. They also have often had off-putting educational experiences in the past, and tend to find formal training unattractive. This is particularly a problem for young people who have been excluded or truant from school.

· Some deprived neighbourhoods have high proportions of BME [Black and Ethnic Minority] communities. For some of these, English is not their first language. They therefore require special language facilities.

· Women are generally less likely to be interested in ICTs than men, a position exacerbated in some communities where women’s activities are constrained by their cultural background. Special arrangements such as home outreach, child care provision, and women-only groups may be needed.

· At national level there are a number of key programmes and initiatives already operating and a significant number of others already well into their planning stages. However, although a lot of work is being done, this is not well co-ordinated. There is no single Government department overseeing where resources are focused and no co-ordinated approach to evaluating outcomes.

· The PAT found a range of barriers which prohibit the establishment of successful ICT access points and constrain the involvement of the target audience:
· lack of a joined-up approach: there is no clear policy or strategy locally and nationally. Sharing of good practice is as poor as sharing of facilities;
· promotion: marketing is generally poor. The target audience lacks awareness of the potential of ICTs. The role of community IT centres is not well understood, and many community groups lack ICT awareness;
· content: content is often unattractive or unsuitable, not having a local focus or being over-dependent on literacy;
· access: there are physical barriers like location, access and opening times, as well as security issues. There is a lack of suitable venues, and some are off-putting for some groups. There is a lack of child care support and facilities for people with particular needs such as people with disabilities, older people, etc.;
· competencies: staff and volunteer availability is a problem, as is developing their ICT skills;
· funding: funding is often unsuitable, inconsistent, partial or unsustainable, and scarce resources are often devoted to chasing it. Too little support is given to running costs and perhaps too much to capital; and
· costs and perceived costs: costs of telephone calls are said to be a barrier for Internet access for community projects. The cost of equipment is also seen as a barrier. Many people think they cannot afford access, and charges, real and perceived, dissuade use.

· The PAT found no comprehensive survey of attitudes towards, and use of, ICTs by BME groups. This lack of data indicates that comprehensive research is necessary.

· For ICT programmes to be successful they need local ICT champions and mentors who are drawn from the same background as the community they serve. They should also ensure that local provision reflects the cultural background of the neighbourhood.

Key recommendations

· The Government must ensure that all of its actions to promote the use of ICTs and e-commerce are coherent and reduce social exclusion. To this end, the new e-Ministerial network should co-ordinate work on ICT and social exclusion as part of its overall remit. Also, DfEE should be responsible for acting on the recommendations of the report, and report annually on progress, initially by April 2001.

· Individual departmental programmes to provide ICT-based facilities should be presented to the public as a single, cohesive proposition which demonstrates the Government’s strong commitment to maximising national benefits of new technology.

· Within individual neighbourhoods local marketing and outreach activities, using local mentors, where possible, should be implemented to encourage people to take the first steps towards using ICTs.

· By April 2002, each deprived neighbourhood should have at least one publicly accessible community-based facility to complement any home access which is available, in line with the Government’s targets for e-commerce as set out in the Performance and Innovation Unit (PIU) report.

· How these are provided should be defined in a neighbourhood plan which should build upon the services offered by national, regional and local programmes. As recommended by PAT 4 (Neighbourhood Management), the delivery mechanisms would be Local Strategic Partnerships and a neighbourhood-level delivery organisation. These could include local authorities, existing regeneration partnerships, housing organisations, community development trusts, and voluntary and private sector organisations.

· As part of the provision of IT Learning Centres, DfEE, in partnership with local organisations, should offer an ICT familiarisation programme, starting with an ICT taster session which could lead onto other education, enterprise and employment programmes.

· The Government has set a target that by 2005, all public services will be available on line. The PAT supports this aspiration for deprived neighbourhoods too. DfEE should establish annual targets towards the achievement of this aspiration.

· ICT projects are usually funded from numerous funding sources. The rationalisation of these funds, including their source and management, should be determined in the context of the National Strategy for Neighbourhood Renewal. This should also look at how to co-ordinate and assist bids for European Union, Lottery, charitable and private funding.

· The PAT strongly supports the PIU recommendations that telecommunication operators be encouraged to offer a wider range of tariff structure options, and explore new commercial arrangements, allowing more flexible retail tariffs, provided this does not increase the cost of basic telephone provision. It is essential that any changes in tariffs do not price people in deprived neighbourhoods out of using the full range of telephone services. The PAT recommends that OFTEL take these factors into account in setting policy for this area.

· The Government needs to develop mechanisms for the continuous identification and promotion of good practice in this area, and should ensure that, by 2001, the following facilities are available and publicised:

· ICT familiarisation and awareness training for those involved in development of neighbourhood plans;

· good practice information, both existing and ongoing; and

· a framework and tools for establishing service level agreements.

· In addressing the needs of poor neighbourhoods, particular consideration needs to be given to BME groups. Local ICT champions and mentors should be drawn from the community they serve, and local provision should reflect the cultural background of the neighbourhood, for example by providing supported home loan of laptops in communities where women find using public facilities difficult.

http://www.cabinet-office.gov.uk/seu/2000/Compendium/15.htm
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� � ADDIN ENRfu ��(Green, Ashton et al. 1998)� summarises this position: “Changing skills are at the heart of explanations and predictions of long-term economic growth in Britain, of conjectures about the reasons for increasing inequality and of discussion about the economic role of education and training. It is often claimed that technological changes, reinforced by changes in work organisation, are in this present age biased towards raising the demand for high-skilled labour relative to low-skilled labour. Information technology, in particular, is pervasive through all industries, both manufacturing and services, requiring masses of workers to acquire relevant skills or miss the economic boat. And, with the reported demise of assembly line “Fordist” production methods in the advanced industrial world, it is commonly stated that greater proportions of workers are required to analyse and resolve problems and to exercise communication skills in their day-to-day work.”


� This may seem rather a short time, but the Web was only in its infancy in 1996,  and personal computers were rather more unstable than today. Few companies offered their employees Internet access, except for some large corporations, high technology firms and Universities (of course big firms had internal networks). Most of the applications and information available today  only started to appear in 1997.


� For motor vehicles, buses provide road transport for non-car users, and the road networks were provided by the State in all countries. For television and radio, state provision of broadcasts have been important in many countries, although the relatively low cost of radio and television meant public provision was less important. Telephone networks have largely been built and run by public bodies, or heavily protected monopolies.


� This paper is published by the Centre for Analysis of Social Exclusion� at LSE, and is part of an edited collection “Exclusion, Employment and Opportunity”, A B Atkinson John Hills (editors)


� The PAT 15 Report � ADDIN ENRfu ��(PAT_15 2000)� and other papers by this team document many success stories in deprived areas. The power of the technology to create new opportunities is undoubtedly one of the major factors of it success.


� � ADDIN ENRfu ��(Haddon and Hartman 1997)� reviewed the statistics on Internet use available in 1996/7 as part of a review of qualitative and qualititive studies on Internet use. The criticise the reliance on Internet based studies and the lack of clear methodology on the part of the researchers. Since this time there has been an improvement in the situtation, as information on Internet usage has become a valuable commercial and political product. Most of the surveys make an attempt to be statistically valid.


� http://www.mori.co.uk


� http://www.pat15.org.uk/


� http://www.nua.ie


� The UK currently has a population of approximately 58.8 million (1996) � ADDIN ENRfu ��(National_Statistics 1998)�


� http://www.continentalresearch.com/


� As pointed out in the next section, the development of public access points means everyone can get cheap access if they want to.


� � HYPERLINK http://www.which.net/whatsnew/pr/jul00/general/survey.html ��http://www.which.net/whatsnew/pr/jul00/general/survey.html�  11/7/2000


� http://www.statistics.gov.uk


� In 1999 93% of secondary schools  in England  had Internet access, with an average of 101 computers. 12% of pupils had an Internet address (3%, 1998). Investment and use of the Internet is increasing year on year.� ADDIN ENRfu ��(National_Statistcs 1999)� http://www.dfee.gov.uk/statistics/DB/SBU/b0125/index.html


� http://www.which.net/ the Consumer Association.


� It’s a woman’s world Wide Web, Women’s Online behavioural Patterns across Age groups and Lifestages, Anne Rickert, Media Metrix and Anya Sacharow, Jupiter Communications, August 2000. Research based on over 55 000 people under measurement at home in the USA.


� “A study of 2,198 Internet users released today by Internet customer service provider PeopleSupport, 63% of those who shop online more than once a week are women.” May 25, 2000 � HYPERLINK http://www.peoplesupport.com/releases/news052500.htm ��http://www.peoplesupport.com/releases/news052500.htm�. Lance Rosenzweig, CEO of Los Angeles-based PeopleSupport says "Women have traditionally been responsible for 80% of household purchases. As more purchases take place online, women will continue to take charge in that world as well."


  





� � HYPERLINK http://www.guardian.co.uk/uk_news/story/0,3604,342064,00.html ��http://www.guardian.co.uk/uk_news/story/0,3604,342064,00.html� (It is worth noting that headline report of this study calculates 15 million people as 52% of the population, surely an error. Nonetheless, either figure is significant.)


� , Paul Foley, De Montfort Business School, July 1999.


� Social exclusion and the digital divide, Barry Quirk, London Borough of Lewisham, 1999. In this survey, 1 in 5  were Local Authority tenants. Interestingly 41% had mobile phones, possible since mobile phone do not need a contract, a monthly subscrition and a credit check, and can be used to receive calls for free.  


� 5% of the population in general do not have a fixed line telephone (Oftel report � HYPERLINK http://www.oftel.gov.uk/cmu/research/unphoned.htm. ��http://www.oftel.gov.uk/cmu/research/unphoned.htm.�), although lack of income is only one reason, and many of this group use a mobile, or do not want a telephone.


� Although Whites appear to be lowest in PC use, this survey is only of a relatively poor area, so should not imply that minority ethnic groups in the UK in general are higher users. Studies of ethnicity and Internet use have to be carefully linked to income and wealth and local community factors, since these are often more important.  As in the US different ethnic groups appear to have cultural attitudes to education, innovation and work that effect computer use, even in the face of economic adversity.  Although an important issue race is not nearly as politicised as in the US, and most surveys do cover ethnicity .


� Dotcoms have come to associated with the worst excesses a ‘macho’ culture:  high pressure work involved in setting up companies,  highly technical,  high risk, and desire to make vast amounts of money etc, features that attract very few people. This may not always be the case, but it is an image presented in the media.


� The BT service costs £20 a month for all day use, and claims 200 000 users in August 2000. Other major ISPs offer the service and have similar numbers of customers.


� The cost of unmetered connection via BT is currently approximately £240 (e 400)


� The console are generally sold a little above cost price, since the profits are made on the software. Several companies in the UK (and elsewhere) are applying this model to the PC, even to the extent of giving it way, in the hope of making money from advertising and on-line sales.


� The Internet can be used for a wide variety of applications, these products can usually run those applications that are common today, are limited to the those produced by the promoter of the system, and users cannot experiment with new services or alternative new products.


� Wireless Application Protocol


� The use of the term ‘barrier’ is rather unfortunate, since assumes that it is a good thing to get on line, and that people will adopt if the barrier is removed. However for many people it is a good term.


� For a discussion of Technophobia see � ADDIN ENRfu ��(Brosnan 1998)�


� In Social Trends 1998, The Stationary Office, London


� . Some of the Level 1 literacy can be explained by a large number of illiterate immigrants, especially from the subcontinent.


� A discussion of Design for All practice in European industry can be found in � ADDIN ENRfu ��(Monique van Dusseldorp, Haddon et al. 1998)�


�  In 1997 the Government set up the Social Exclusion Unit (SEU).It’s work is summarised by Vanessa Stone and Daphne Cotton of BMRB International � ADDIN ENRfu ��(Stone and Cotton )� : ”The SEU draws on expertise from a range of Government Departments, as well as those with specialist knowledge from the public sector, academic bodies and special interest groups. The Unit has outlined an agenda regarding issues on which policy work is needed as a priority, for example, teenage pregnancy and homelessness. In tackling each problem the Unit gathers evidence and information to help formulate policy. This means reviewing existing literature but also involves commissioning research, as the Unit has placed a high degree of emphasis on hearing the views of the socially excluded themselves.” PAT 15 is the section that focuses on exclusion and ICTs, and has produced a number of reports and original research in the field.


� Most companies do not really understand about training to use the Internet. At first sight it appears straightforward but there are numerous issues to be addressed in training individuals that go beyond simply how use the interface and what is appropriate personal use of the WWW and e-mail.  These include efficient information search, security from viruses and cracking, managing e-mail communications, efficient use of Internet based communications services, experimenting with new Internet applications etc.


� . For rmore information about the ‘Open government’ project, and access to many of the national and local government web services see http://www.open.gov.uk.


� Oftel publish a great deal of research and policy material in this area.http://www.oftel.gov.uk


� http://www.itforall.gov.uk


� � HYPERLINK http://www.bbc.co.uk/webwise/index.shtml ��http://www.bbc.co.uk/webwise/index.shtml�


� One such project was the  CyberSkills programme developed by the South Bristol Learning Network in partnership with ICL. with funding provided by the UK Government Department of Employment TEC challenge in 1993 


� See � ADDIN ENRfu ��(Stewart 2000)� for a discussion and empirical study of cybercafes.


� See � ADDIN ENRfu ��(Stewart 2000)� for an example of a public cybercafe.


� For example, the North Kesteven project (www.partnerships.org.uk/articles/oden1.html) and Craigmillar Community Information Service (www.ccis.org.uk) that both started using the First Class system, before the Internet developed.


� See the UK Communities Organisation  Web Pages for extensive information on projects set up to promote ICT applications in local communities. These pages are a very useful source of information on issues of the Digital Divide’. � HYPERLINK http://www.communities.org.uk ��http://www.communities.org.uk�.  Some of the projects and their successes are reviewed in Some of these projects can are reviewed in the PAT 15 report, Chapter 4 Current Provision, Barriers and Lessons Learned”


� http://www.cabinet-office.gov.uk/seu/2000/Compendium/15.htm


� http://www.ngfl.gov.uk


� “£50million boost for online learning” The Guardian Nov 2 1999.


� � HYPERLINK http://www.culture.gov.uk/heritage/index.html ��http://www.culture.gov.uk/heritage/index.html�


� Some of these projects are listed in a government rport on-line. http://www.dti.gov.uk/support/comp.htm  One such project is the Dumfries & Galloway schools project promoted by the Scottish Schools Board Association





� . Support for access for people with disabilities is  part of the eEurope programme eParticipation 


� The ‘New Deal’ is a major programme to help the unemployed (especially younger people) into work.


� � HYPERLINK http://www.nio.gov.uk/990413a-tea.htm ��http://www.nio.gov.uk/990413a-tea.htm�


� � HYPERLINK http://www.abilitynet.co.uk/ ��http://www.abilitynet.co.uk/�
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